SOUTHERN CALIFORNIA GAS COMPANY
BRANCH OFFICE OPTIMIZATION (A.13-09-010)
(DATA REQUEST TURN-SCG-02)
______________________________________________________________________


QUESTION 1:

Please update your response to TURN-SCG-01, Question 1(d), which asked for current information about the status of Walmart’s approval of SoCalGas’ request that it stock the CARE brochure. On Nov. 26, 2013, SoCalGas provided the following response to this question: 
“SoCalGas obtained approval in July 2012 to pilot the CARE brochures in ten high-volume, low-income area Walmart stores. However, Walmart halted this initiative due to management reorganization and because of the high turnover rate they were experiencing at that time. In mid-November, SoCalGas’ APL vendor reached out to Walmart and obtained approval to resume efforts with piloting the CARE brochures in specific stores, which is tentatively scheduled for mid-January.”
RESPONSE 1:

SoCalGas is scheduled to complete distribution of the CARE brochures in ten high volume, low-income area Walmart stores in March.  The CARE brochures were approved for placement at Walmart’s check writing stand.

QUESTION 2:

Regarding the “Legend” tab in the Excel spreadsheet provided in response to TURN-SCG-01, Question 2(b): please expand the description of each transaction type.
RESPONSE 2:

The “Legend” tab in the attachment below has been revised to provide a description for each order type.  See Notes information in column C.  
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QUESTION 3:

Regarding the response to TURN-SCG-01, Question 2(b): 

a. For each transaction type in the legend of the spreadsheet response, identify whether each of these employee types are qualified and permitted to accomplish each transaction: cashier -1; customer contact representative 4; Lead Branch Office Representative.
b. For each transaction type in the legend of the spreadsheet response, identify whether an APL can accommodate this transaction. 
c. For each transaction type in the legend of the spreadsheet response, identify whether this transaction can be accomplished via a call to the call center. 
d. Which transaction type in the legend describes the activity of printing a bill for purposes of voting or residency requirements?
RESPONSE 3:
3.a.
See attachment Response 2.  Columns D, E and F identify each job classification and what transactions each classification is qualified and permitted to accomplish.
3.b.
See attachment Response 2.  Column G identifies which transactions can be accomplished via an APL.   
3.c.
See attachment Response 2.  Column H identifies which transactions can be accomplished via the call center.
3.d.
See attachment Response 2.  “Print Duplicate Bill Complete” describes the activity of printing a bill, which can be used for voting or residency requirements.

QUESTION 4:
SoCalGas maintains that “customers have reasonably comparable and convenient payment and service alternatives” to branch offices. (SoCalGas Testimony, p. 34). During the past 10 years has SoCalGas investigated why customers use branch offices for payment transactions, as opposed to other payment channels? If so, please provide all documents related to such investigation(s), including research methodologies, instruments, and results.
RESPONSE 4:

SoCalGas has not conducted an analysis on the specific reasons why customers use branch offices for payment transactions as opposed to other payment channels in the past 10 years.  However, based on the trends by payment channel (SoCalGas Testimony, p. 3) technological advances have played a significant role in influencing the payment choices of customers, especially for those customers who previously paid at a branch, APL, or by mail.  
As noted in the 2012 Customer Visit Frequency per Branch Office exhibit provided on September 3, 2103, and as is evidenced by SoCalGas’ CARE customer payment behavior (SoCalGas Testimony, pp. 32, 33) the majority of customers do not have an exclusive method of payment and use more than one payment channel.      

QUESTION 5:
SoCalGas maintains that “customers have reasonably comparable and convenient payment and service alternatives” to branch offices and that “there are no transactions that require a customer to go into a branch office.” (SoCalGas Testimony, pp. 34, 35). During the past 5 years has SoCalGas investigated why customers use branch offices for non-payment transactions, as opposed to other service channels? If so, please provide all documents related to such investigation(s), including research methodologies, instruments, and results.
RESPONSE 5:

SoCalGas has not conducted an analysis on the specific reasons why customers use branch offices for non-payment transactions as opposed to other payment channels in the past five years.  However, based on the declining trends in branch office service orders and the fact that service orders remain such a small percentage of branch office activity, at only 2.7% in 2012 (SoCalGas Testimony, pp. 5, 6), points to the fact that branch offices are not a preferred channel for customers to perform non-payment transactions.  
QUESTION 6:

SoCalGas’s “Branch Office Transaction Trends 2005-2012” spreadsheet shows an increase in transactions at the Crenshaw branch office from 60,949 in 2011 to 141,651 in 2012. 
a. Please confirm that the relatively small number of transactions at that branch office can be attributed, at least in part, to its closure during the first four months of 2011 in conjunction with the move to a new site. (See SoCalGas Testimony, pp. 37-38). 
b. Is it SoCalGas’s assumption that the increase in transactions in 2012 is a result of customers returning to the branch office after using alternative payment channels (including mail, self service, APL, etc.) during the Crenshaw office closure? If not, please explain.
c. If your answer to part (b) is yes, please explain whether SoCalGas has investigated why customers chose to return to the re-opened branch office after using alternative payment channels, and if so, any results obtain.

RESPONSE 6:
6.a.
Yes, the relatively small number of transactions at the Crenshaw Branch Office in 2011 can be attributed, at least in part, to the office closure during the first four months of the year in conjunction with the move to a new site.  However, it should be noted that there were no such closures in 2012 and the transaction count in 2012 remained significantly lower than that of 2010.

6.b.
Yes, it is SoCalGas’ assumption that the increase in transactions in 2012 is a result of some customers returning to the branch office after using alternative payment channels.    
6.c.
SoCalGas has not conducted an analysis on the specific reasons why customers chose to return to the re-opened branch office after using alternative payment channels.  However, it is apparent from the 2012 transaction counts that not all customers chose to return to the re-opened branch office.  In fact, 29% fewer customers visited the Crenshaw Branch Office in 2012 than did in 2010. 

QUESTION 7:

SoCalGas’s response to TURN-SCG-01, Question 3(b) provides the number of payment transactions in 2012 at each branch office by payment type, including but not limited to payments by 24-Hour Drop Box and Lobby Box. 
a. For each of the 6 branch offices proposed for closure by SoCalGas, please explain with specificity where the 24-Hour Drop Box is located. 

b. If the Commission authorizes the closure of any of the 6 of these branch offices, does SoCalGas intend to maintain a 24-hour drop box on or near the location of the closed branch office? Why or why not? 

c. Does SoCalGas intend to place alternative 24-Hour Drop Boxes in the proximity of any of the branch offices proposed for closure, should the Commission authorize closure? If so, please explain the location(s) under consideration, and if not, please explain why not. 

d. Has SoCalGas explored the possibility of placing a 24-Drop Box at PG&E’s local office in San Luis Obispo, if the Commission were to authorize the closure of SoCalGas’s San Luis Obispo branch office? If so, please provide the results of that exploration, and if not, please explain why not.
RESPONSE 7:
7.a.
Attached below are the branch office floor plans for each of the six offices, which identify the location of the 24-hour box.
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7.b.
Should the Commission authorize closure of the branch offices, SoCalGas does not intend to maintain a 24-hour drop box near the six branch offices proposed for closure due to safety, security and chain of custody issues..  In the past, SoCalGas had several drop boxes located at facilities other than SoCalGas branch offices, including some that were located in city agencies. All but one of SoCalGas’ drop boxes were closed over the last few years due to the reasons stated above. 
In fact, after the 9/11 terrorist attacks, SoCalGas closed the drop box at  a facility that housed the Customer Contact Center due to safety concerns and the 24/7 nature of the operations.  Since then, SoCalGas has also experienced multiple anthrax scares, which, although were not directly related to drop boxes, did impact customer payment channels.   . These safety and security issues coupled with concerns about having field employees transporting customer funds, some of which include cash, from drop box locations to nearby branch offices were the primary reasons for closing the majority of our drop box locations.   In addition, SoCalGas ceased use of drop boxes because drop box deliveries are not part of normal field job duties chain of custody and issues arose when unplanned absences occurred or there were changes in workforce.  
The one remaining drop box is at the City of Burbank office complex and has remained in use because it was part of a special agreement with the City of Burbank.  Payments picked up at this drop box are being secured in a keyed pouch, picked up by a courier service and delivered to SoCalGas’ payment processing center. This is a special agreement for this one location between the courier service and SoCalGas due to safety and security issues of the courier vendor.  
7.c.
For the same reasons stated in the response to 7.b. above, SoCalGas does not intend to place alternative 24-hour drop boxes in the proximity of any of the branch offices proposed for closure.

7.d.
For the same reasons stated in the response to 7.b. above, SoCalGas has not explored the possibility of placing a 24-hour drop box at PG&E’s local office in San Luis Obispo.  
QUESTION 8:

Regarding TURN-SCG-01, Question 4: 

a. Provide the full definition of “CIS” Orders. Include a listing of all orders that are considered to be CIS orders. 

b. Describe fully what the title “Factor 3 Weighted CIS Orders” means and how it is calculated. Provide any parameters or other any inputs to the calculation, and describe the source of these values and weightings.

RESPONSE 8:
8.a.
Customer service orders and transactions processed through SoCalGas’ Customer Information System (CIS).  All orders in the attachment for Response 2 are considered “CIS” orders.  
8.b.
Factor 3 Weighted CIS Orders is the title used in Table SCG-MB-14 on p. 28 of the Direct Testimony of Michael Baldwin in A.13-09-010 to reflect that CIS orders are multiplied by three to reflect that it takes on average three times as long to process a CIS order than it does to process a payment transaction.  This weighting was developed by observing employee processing of CIS orders and payments.       
QUESTION 9:

Please explain any barriers to the implementation of an approach akin to PG&E’s “Office Services Resource Sharing Program” at any or all of the 6 SoCalGas branch offices proposed for closure. PG&E described this program in its 2014 GRC as follows: 

b. Office Services Resource Sharing Program 
In 2007, PG&E implemented a resource sharing program within Office Services where work from other departments is performed by Office Services employees and the cost is charged back to the requesting department. The program was implemented to leverage the Office Services workforce and improve operating efficiencies within the offices. Office Services employees are provided “resource sharing” work to complete during times when there is minimal customer demand at the local office. In 2011, Office Services charged out approximately $1.5 million to other departments as part of its resource sharing program, which is reflected in the 2011 recorded levels. PG&E plans to continue this program and the overall cost forecast for 2014 assumes that the Office Services organization will perform approximately $2 million in resource sharing work for other departments. If this resource sharing program did not exist, PG&E’s request for Office Services would be $2 million higher than requested. (PG&E-5, p. 3-4 to 3-5, in A.12-11-009).
Address the following in your response: 
a. Describe any barriers to the implementation of a similar approach in SoCalGas’s branch offices (1) in general and (2) in particular at the 6 offices proposed for closure. 
b. How might any barriers identified in response to part (a) be overcome?
RESPONSE 9:
9.a.
The key barriers to implementing a resource sharing program similar to PG&E’s include: (1) the Collective Bargaining Agreement between SoCalGas’ and Utilities Workers Union of America, AFL-CIO, and the International Chemical Workers Union Council, UFCW, which was executed on March 1, 2012; (2) SoCalGas’ staffing policy provided in Response 11.a. below; and (3) the limited duties of the cashier job profile.  In addition, other barriers to implementation of a similar approach include increased fixed costs to perform this work at the six branch offices proposed for closure (SoCalGas Testimony, p. 28), and on-going training of work to be performed and timeliness of the work completion (customers would be SoCalGas’ number one priority).  Lastly, at the present time, there is no demand for such work to be performed at the SoCalGas branch offices.
9.b.
Barriers might be overcome: (1) by re-negotiating the Collective Bargaining Agreement between SoCalGas’ and Utilities Workers Union of America, AFL-CIO, and the International Chemical Workers Union Council, UFCW; (2) by only taking on administrative work that is within the parameters of the cashier job profile and that is not time sensitive; (3) by taking on work that is not time sensitive but falls within the parameters of the customer contact representatives (CCR) job profile and only distributing the work to CCRs and/or lead branch office representatives; and (4) by only taking on work that requires minimal training.  SoCalGas does not believe there is a practical means to overcome the increased branch office fixed operating costs associated with implementing a resource sharing program similar to that of PG&E.  

QUESTION 10:

The SLO Branch Office is only staffed by a cashier. Identify each of the transactions available in other branch offices that is not available in SLO for this reason.
RESPONSE 10:
See attachment in Response 2.  Refer to column D for a list of which transactions a cashier is not qualified and permitted to accomplish.  
QUESTIONS 11:

Regarding DRA OCE-1-1b, 24 branch offices are staffed with 1 CCR and/or Lead. 
a. Describe fully SoCalGas’ replacement policy when that one staff is sick or on leave. Are they replaced with another CCR/Lead, a cashier, or other? Describe fully the staffing plan in this circumstance. 
b. If they are replaced with an employee who is qualified to do fewer transaction types, such as a cashier, how is a customer treated who comes to the branch office to request a transaction type that the employee is not qualified for? For example, is the customer encouraged to find another location? What provisions are made for the customer? 
c. For the branch offices where the situation in b) occurs, for roughly what portion of the business hours in 2011 and 2012 did this occur?
RESPONSE 11:

11.a.
Part-time cashiers are called in if needed to cover some of the duties of a full-time employee who is absent, although not all absences are filled if the remaining staff is able to handle the workload on any given day.  Primarily, part-time cashiers cover the payment processing duties of the full-time employee who is absent.  More detailed information concerning the staffing of SoCalGas Branch Offices according to the provisions of the collective bargaining agreement can be found in the attached arbitration decision.
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11.b.
If a customer requests a transaction type that the employee is not qualified for, the employee may offer any of the following options:  refer the customer to another employee in the office who is qualified to perform such a transaction if applicable; refer the customer to the ring-down phone; offer the customer the number to SoCalGas’ 24/7 Customer Contact Center, refer the customer to socalgas.com or provide the customer with the Credit and Collection fax number for Identity Validations.

11.c.
SoCalGas does not track this data.          

QUESTION 12:

Regarding SoCalGas Testimony, p. 35, most of the APLs within a five-mile radius of the BOs proposed for closure have ring-down phones or public telephones within one block. Provide a list of each of the APLs within 5 miles of each proposed BO closure, and identify if the APL has:

a. a ring-down phone, 

b. a public phone within one block, or 

c. neither. 

d. For APLs with public phones and no ring-down phone, identify any plan the APL has to verify that the public phone is in working order and to maintain the working status.

RESPONSE 12:

12 a-c. See attachment below for a list of APL’s within five miles of each proposed branch office closure with ring-down phones or public telephones within one block.
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12 d. 
Most of the public phones are within one block  of the APLs and are not  owned or managed by the APLs.  SoCalGas  has no plans to verify that the public phones are in working order or that the phones are maintained in working status.  

QUESTION 13:

Under current policies and procedures, identify which of the following transactions can be accomplished at an APL by the APL employee: 
a. obtain the account number for a customer without a payment stub in order to make her/his payment; 
b. turn service back on after payment;

c. request a customer service order; 
d. request a payment extension. 
e. For any of the above transactions, where SCG has plans in place to change the response given to a)-d) above, describe fully those plans and when they will be implemented.

RESPONSE 13:
13.a-d APLs are not set up to accomplish the transactions listed in a. through d. above  because APLs do not have access to customer information due to SoCalGas’ customer confidentiality policy.  However, when an employee at an APL receives a request for any of the above transactions, that employee will either refer the customer to the ring down phone installed at the APL or to SoCalGas’ toll free number, which is available 24 hours a day, seven days a week.  All APLs have a SoCalGas 24-hour toll-free number sign posted. 

13.e. 
SoCalGas does not have any plans in place to change the current policies and procedures. 
QUESTION 14:

Describe fully the current process to verify identity, including all steps. List all the situations in which SoCalGas requires identity verification.
RESPONSE 14:

SCG has put into place processes to detect, prevent, and mitigate identity theft in connection with the opening of a residential account or any existing covered account, as appropriate.  The process was developed by the office Credit and Collections organization to validate a residential customer’s identity upon applying for gas service in instances where the customer’s identity was not previously authenticated in the last two years.  

Steps for identity verification with Credit Bureau:
Step 1 – Request customer’s social security number and customer’s name and authorization to submit information to credit bureau. 

Step 2 – Submit information. 

Step 3 – Confirm Credit Bureau’s information returns as a “Match” then go to Step 7.

Step 4 - When Pos-ID returns a Status of No Match or a Fraud/Consumer Alert pop-up window without a phone number in the text returned, the names returned area will state Fraud Alert (occasionally the box will be blank), identity has not been validated.  Then go to Step 6.  

Step 5 - When Pos-ID returns a Consumer or Fraud Alert pop-up window that includes a telephone number either in the pop-up alert window or in the names returned area of the Pos-ID tab: 

· If the customer has already provided or can provide the telephone number returned by Pos-ID, identity is considered validated, then go to Step 7.

· If No phone number is provided customer is asked when customer put in the alert or requested to provide previous addresses matched in the report. Then go to Step 7.  

Step 6 – If “No Match” or customer did not provide social security number then provide customer with option to go to a Branch Office or to fax customer’s documents to Collections Dept. 
Steps for identify verification without utilizing Credit Bureau at Branch Office:

Step 1 – Customer of record presents in person two current valid (not expired) forms of specified identification information, at least one piece of picture identification is required.
Step 2 – Branch Office clerk reviews documentation; picture matches person and names on both documents match and are acceptable identification documents.

Step 3 – Documents that are a “match” and enters date in ID AUTH DATE field either directly into CIS system or lower level clerk enters memo into payment system which migrates to CIS system.   

Step 4 – If “no match” - explains to customer why documents are not acceptable and if further follow-up is needed refers customer to Collections Department.

Steps for identify verification by fax in Collections without utilizing Credit Bureau:  
Step 1 – Fax is received at Secured Fax located in room requiring special authorization monitored by Department Manager and Corporate Security Coordinator.  

Step 2 – Faxes are picked up throughout the day.
Step 3 – Lower level clerk assigned to picking up faxes tries to match information with facility or bill account if not provided and then delivers the fax to appropriate clerk to review account.  

Step 4 – If unable to locate facility or bill account then the fax is put into an “unable to locate” file.

Step 5 – Clerk responsible for account, reviews documentation to determine if both documents match and are acceptable identification documents.
Step 6 – Contacts customer of a “match” or “no match”. 

Step 7 – “Match” documents - enter date in ID AUTH DATE field.  

Step 8 – If documentation is not acceptable, clerk will attempt to contact the customer to notify them that customer documentation was not accepted (expired, illegible, no photo, etc.) and the customer needs to provide new documentation.  

Step 9 – If customer provides new, additional or re-faxes documentation that is acceptable, the clerk will enter date in ID AUTH DATE field.

Step 10 – Clerk will contact the customer to notify customer that application has been approved.

Step 11 – If clerk is unable to contact the customer to notify customer the application has been approved and the status of the facility is OCCUPIED ON the clerk will email a Collections Lead and Collections Supervisor with the Bill Account and Meter number.

Step 12 – The Collections Supervisor will compile an Excel file to provide to the Call Center weekly with Meter number, Customer Name, Facility Address and Facility ID so Call Center can schedule the orders that have been placed on Will Call status. 

Step 13 – If customer does not provide new documentation as stated in step 9, clerk will schedule an R/V to close service at the facility.

Steps for customer who has called for service turn-on and does not fax or come into a Branch Office or fax documents to the Credit and Collections Department:  

Step 1 – From work queue Collections Clerk will send a letter to customer who has not ID validated. 

· Letter provides ID validation process and deadline if customer does not comply.
Step 2 – Clerks monitors account for turn-on or ID.
Step 3 – If customer never presents documents or faxes them to Collections Department, then Collections creates disconnection order to the field.   
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BEFORE THE BOARD OF ARBITRATION,


R. DOUGLAS COLLINS, IMPARTIAL CHAIRMAN, PURSUANT TO


ARTICLE VI OF THE PARTIES’ 2009 - 2011 AGREEMENT


In the Matter of a Dispute


– between –


UTILITY WORKERS UNION OF AMERICA,
LOCAL 132, AFL-CIO, & INTERNATIONAL
CHEMICAL WORKERS COUNCIL, UFCW,


– and –


SOUTHERN CALIFORNIA GAS COMPANY.


IMPARTIAL CHAIRMAN’S 


OPINION & AWARD


Concerning the use of part-time cashiers in
branch offices; Grievance 09-G-132-4218-0217. 


APPEARANCES


For the Union: For the Company:


ELLEN GREENSTONE, Attorney 
Rothner, Segall, & Greenstone
510 South Marengo Avenue
Pasadena, California  91101-3115
(626) 796-7555


LINDA VAN WINKLE DEACON, Attorney 
1107 Fair Oaks Avenue, Suite 356
South Pasadena, California 91030


and


CHRISTOPHER BISSONNETTE, Attorney 
Sempra Energy
555 West Fifth Street, GT14G1
Los Angeles, California  90013-1034
(213) 244-2946


PROCEDURAL HISTORY


This arbitration arises under the 2009 – 2011 Collective Bargaining Agreement


(“Agreement”) between the SOUTHERN CALIFORNIA GAS COMPANY (“Company”) and the


UTILITY WORKERS UNION OF AMERICA, AFL-CIO, & INTERNATIONAL CHEMICAL


WORKERS COUNCIL, UFCW (“Union”). I was selected by the parties as the impartial chairman


of the Board of Arbitration (“Board”) in accordance with Section 6.8 of the Agreement. The Union


appointed JAVIER SALAS, its Region Officer for Call Centers, and the Company designated
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Labor Relations Advisor JEFFERY BELLERS as their members of the Board. The Agreement


provides that a decision of a majority of the Board is final and binding.


The evidentiary hearing in this matter was held on May 18, 2011, May 19, 2011, July 20,


2011, January 31, 2012, February 1, 2012, May 30, 2012, and May 31, 2012, at the Doubletree


Hotel in Rosemead, California. At the outset of the hearing the parties stipulated that this matter


was properly before the Board for final and binding arbitration, subject to the resolution of an issue


of procedural arbitrability. Each party had a full and adequate opportunity to examine and


cross-examine witnesses and to introduce relevant evidence. All witnesses testified under oath. A


Certified Stenographic Reporter was present throughout the hearing to record the testimony and


subsequently prepared a verbatim transcript thereof. Each party submitted a post-hearing brief,


completing the record herein. A draft of this Opinion & Award was provided to the partisan


members of the Board of Arbitration for their review and comment on March 2, 2013.


ISSUE


The parties stipulated at the outset of the hearing that the following are the issues to be


decided in this arbitration: 


1. Is the grievance timely? 


2. If so, did the Company violate the Collective Bargaining Agreement by the
manner in which it used part-time cashiers in the branch offices? 


3. If so, what is the appropriate remedy?


RELEVANT PROVISIONS OF THE AGREEMENT
Effective March 1, 2009, through September 30, 2011.


. . .


Article II
MANAGEMENT/UNION RIGHTS,


RELATIONSHIPS, RESPONSIBILITIES


2.1 – Management Rights


(A) General Statement: The Company has and will retain the unquestionable and exclusive right and power
to manage its business and direct the working forces, including the right to hire, classify, grade, suspend,
discharge, promote, demote or transfer its employees, provided it does not conflict with the provisions of this
Agreement. Nothing in this Agreement is intended to or is to be construed in any way to interfere with the
recognized prerogative of the Company to manage and control the business.


. . .


– 2 –







1


2


3


4


5


6


7


8


9


10


11


12


13


14


15


16


17


18


19


20


21


22


23


24


25


26


27


28


Article III
BARGAINING UNIT SENIORITY


& JOB CLASSIFICATIONS
. . .


3.2 – Scope


Only regular employees are accorded seniority rights hereunder. Prospective regular employees and temporary
employees do not have seniority rights. 


Prospective regular employees are those who (1) are scheduled to work no less than forty hours per week in
jobs which are occasioned by continuous requirement of the Company; and (2) are employed in jobs which,
at the time of employment, offered a likelihood of more than six months of regularly scheduled work; and who
(3) have not yet completed the customary probationary period of six months or any agreed upon extension
thereof. 


Temporary employees are those who (1) have accepted employment in jobs which, at the time of employment,
appeared to offer a prospect of less than six calendar months of continuous work; or who (2) have accepted
employment in part-time jobs in which they are regularly scheduled to work substantially less than 40 hours
per week, exclusive of work performed during the school vacation periods. The Company will notify each
newly hired employee by mail that his or her status is either that of a temporary employee or a prospective
regular employee.


. . .


Article VI
DISPUTE RESOLUTION


. . .
6.8 – Grievance/Arbitration Procedure


. . .


Each grievance shall be initiated within 90 calendar days of the event causing the grievance, or within 90
calendar days after the date on which such event should reasonably have become known by the aggrieved
employee. . . .


. . .


Step 5: Board of Arbitration


Should the Union and the Company failed to settle any such arbitrable dispute, the matter in controversy shall
be submitted in writing to a Board of Arbitration who shall settle such matter as provided herein. 


(A) The Board of Arbitration shall consist of three members, one of whom shall be selected by the Company,
one of whom shall be selected by the Union, and a third by mutual agreement of the Company and the
Union. . . .


. . .
The decision of a majority of the Board of Arbitration shall be binding upon the Company, the employee,
and the Union, unless any party to the controversy shall, within ten working days subsequent to such award
make a claim in writing that such award was invalid upon the grounds set forth in the Arbitration Statute of
the California Code of Civil Procedure. . . .


. . .


(B) General Provisions
. . .


It is agreed that the Board of Arbitration or any one of them shall have no jurisdiction, power or authority
to amend, modify, supplement, vary or disregard any provision of this Agreement in any respect whatsoever.


. . .
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APPENDIX C
Letters of Agreement


. . .


LETTER OF AGREEMENT
CLASSES OF EMPLOYMENT


The Company policy regarding Classes of Employment is as follows: 


A. General 


The Company maintains two classes of employment, Regular and Temporary, to meet its basic operational
needs. Special employment needs are met through independent contract employment. 


B. Regular Employment 


“Regular employment” is appropriate when the work is of sufficient duration to warrant the creation of a
regular full-time job. Regular jobs are created or eliminated depending upon the condition of the Company’s
business. All persons hired into regular employment serve a probationary period of six to nine months. 


C. Temporary Employment 


“Temporary employment” is appropriate when the work is of insufficient duration or volume to warrant a
regular position. There are two types of temporary employment, Full-time or Part-time. 


1. Full-time temporary employment may not normally exceed a lifetime maximum of six months
continuous or accumulated employment. Circumstances may develop to warrant an employee exceeding
the limitation. Full-time temporary employment is appropriate when it appears that the temporary job
may evolve into a regular position. 


2. Part-time temporary employment is appropriate when the employee is normally scheduled to work a
maximum of 40 hours per biweekly pay period (including overtime). It is normally limited to less than
1,000 hours total accumulation during the first 12 months of employment and each subsequent calendar
year. Exceptions to the limitation may occur due to the complexity of some part-time jobs, unforeseen
heavy work loads or other emergencies. 


(a) Part-time temporary employees are not worked beyond the regular schedule solely to reduce
occasional overtime work by regular employees, nor used for the purpose of paying lower salaries. 


(b) Part-time temporary employment, within the limits described above, may continue for relatively
long periods with the understanding that part-time employees are not used when essentially the same
results are obtainable by using regular full-time employees. 


. . .


RELEVANT FACTS


This arbitration concerns the Company’s use of part-time cashiers in its branch offices. The


Union contends that essentially the same results could be obtained if some of those part-time


employees were replaced with full-time cashiers, and it argues that pursuant to § C (2) (b) of the


Letter of Agreement concerning Classes of Employment, the Company is obligated to do so. 
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Part-Time Cashiers: The Company serves a large portion of Southern California, including


the counties of Los Angeles, Orange, Riverside, San Bernardino, Imperial, Ventura, Santa Barbara,


San Luis Obispo, Kern, Kings, and Tulare, an area of roughly 20,000 square miles populated by


more than 20 million people. Within its service area the Company maintains branch offices to


process customers’ requests for service, to accept payments from customers who prefer to pay their


bills in person, and to answer related questions. Although customers can do all of these things by


phone, on the Internet, or by automatic payment, some prefer to deal face-to-face with a Company


representative. Although the Company has sought to close some of its branch offices due to a decline


in the number of transactions processed there, the California Public Utility Commission (“PUC”)


has not allowed it to do so.1 Moreover, the PUC dictates the days and hours of operation of the


Company’s branch offices. 


The Company currently has 47 branch offices in eight service areas in the following cities:


Area 1: Anaheim; Bellflower; Corona; Riverside; Santa Ana; & Santa Fe Springs


Area 2: Banning; El Centro; Fontana; Hemet; Indio; Palm Springs; &
San Bernardino


Area 3: Covina; El Monte; Los Angeles (Daly Street); Monrovia; Ontario;
Pasadena; & Pomona


Area 4: Commerce; Inglewood; Los Angeles (Baldwin Hills/Crenshaw);
Los Angeles (Central Avenue); & Southgate.


Area 5: Delano; Dinuba; Hanford; Lancaster; Porterville; & Visalia.


Area 6: Lompoc; Oxnard; San Luis Obispo; Santa Barbara; Santa Maria; &
Van Nuys.


Area 7: Compton; Huntington Park; Los Angeles (San Pedro); Los Angeles
(Watts); & Los Angeles (Wilmington).


Area 8: Alhambra; Glendale; Hollywood; San Fernando; & Santa Monica. 


The Company’s branch offices are staffed by employees in one of the following three


classifications, all of whom are in the bargaining unit represented by the Union: cashier, customer


1  At the time of the hearing in this matter, the Company was seeking permission from the PUC to close four
of its branch offices.
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contact representative (“CCR”), and lead branch office representative. Cashiers’ duties are limited


to processing payments from customers. In addition to accepting customers’ payments, CCRs also


process customers’ orders and may grant payment extensions. Lead branch office representatives


duties include those of cashiers and CCRs, and in addition they train other employees, do quality


observations, and visit other sites within their assigned areas. 


The staffs of the branch offices are quite small. As of May 2011, five of the offices were


staffed by a single full-time employee, either a CCR or a cashier. These offices are closed to the


public when the employee is on break or at lunch. Also as of May 2011, 17 of the branch offices


were staffed by one full-time employee and one regular part-time employee, two full-time employees


worked at 14 of the offices, eight offices had three full-time employees, and two of the offices had


five full-time employees. 


The part-time cashiers in the 1½-person offices regularly work 4½ hours per day, which


allows the Company to keep those office open during the full-time employee’s lunch break. Other


part-time cashiers are called in if needed to cover some of the duties of a full-time employee who


is absent, although not all absences are filled if the remaining staff is able to handle the workload on


any given day. When an office’s workload is particularly heavy, a part-time cashier may be called in


even if none of the regular employees are absent that day. 


Part-time cashiers are not guaranteed hours, and they may be called to work or sent home


at any time depending on the needs of the office. They are not compensated for the time or mileage


required to travel to or from work. Part-time employees generally do not receive benefits. However,


any part-time employee who works at least 1000 hours in a year receives two days of paid time off


in the form of personal business leave, and those who work 1560 or more hours in a year are entitled


to full-time status pursuant to a 1989 Settlement Agreement between the parties.


The duties of the part-time cashiers are normally limited to cashiering, although on occasion


they perform other duties, such as opening or closing an office and banking. They do not receive any


extra compensation for performing such additional duties. 


The Grievance: On July 27, 2009, the Union filed the instant grievance. Specifying employees


in the classification of cashier, the Union stated that it was grieving “on behalf of all part-time
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employees who have been mis-used [sic] to fill positions which are in reality full-time positions.” To


remedy the asserted violation of Articles I, III, and VI of the Agreement, as well as any applicable


side agreements between the parties, the Union requested that the Company “make all affected


employees whole in every way, including retro pay, time in grade, make [part-time employees] to


[full-time employees] in accordance with contract and all relevant side agreements, pay lost benefits


to employees who should’ve been made full time.”


The grievance was processed through the contractual grievance procedure. However, it


remained unresolved and was therefore submitted to final and finding arbitration as described above. 


OPINION


Having carefully reviewed and weighed all the testimony and evidence presented at the


hearing, and after considering each argument raised by the parties in their briefs, it is my conclusion


that the instant grievance is timely. As discussed more fully below, assuming arguendo that the


Union’s reading of the Agreement is correct, then the Company’s use of part-time cashiers in the


branch offices would constitute a continuing violation of the Agreement, which arbitrators generally


recognize as an exception to the strict enforcement of contractual time limits for the filing of a


grievance. However, in my judgment the evidence in this record does not support a finding that the


Company’s use of part-time cashiers in its branch offices was violative of the Agreement, nor is it


sufficient to require that the Company replace some or all of those employees with full-time cashiers.


Accordingly, the grievance must be denied for lack of merit. 


Procedural Arbitrability. The Company bears the burden of proof regarding the question of


whether the instant grievance is arbitrable. It must establish by clear and convincing evidence that


the grievance was not timely filed in accordance with the requirements of the Agreement, which are


specified in Article VI thereof. Moreover, any reasonable doubts as to the timeliness of the grievance


should be resolved in favor of the Union by finding the matter to be arbitrable. 


The Company maintains that it has utilized part-time cashiers in the manner now grieved


by the Union since at least 1989 and probably long before then, and it asserts that the grievance


should therefore be denied as untimely. Moreover, it points out that in 1989 the parties executed a


Settlement Agreement to resolve a grievance concerning eight branch office employees. The
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Settlement Agreement established that any part-time employee who worked 1560 hours or more


in a year would become a full-time employee who could bid for a job, take a layoff package, or resign,


but it did not create any specific job for such an employee. The 1989 Settlement Agreement further


provided that if a part-time employee worked 1560 or more hours in the same position for two years,


or if one part-time employee worked 1560 or more hours in the same position in one year and


another part-time employee worked 1560 or more hours in that same position the following year,


the position would become a regular full-time position that the Company could either fill or


eliminate. Moreover, the Settlement Agreement specifically provided that “[t]he Company retains


the right to use existing temporary part-time employees as before.” 


The Company also points to a grievance filed by the Union in 2004 on behalf of all part-time


employees. Therein the Union argued, as it does here, that the Company was violating the Letter


of Intent regarding Classes of Employment by using certain part-time employees when essentially


the same results could be obtained by using regular full-time employees. That grievance specifically


included part-time branch office cashiers. The grievance was resolved by the parties in 2005 by a


Letter of Agreement. Although the 2005 Letter of Agreement established certain positions and


made other modifications, it did not change the way the Company utilized part-time cashiers in


branch offices. The 2005 Letter of Agreement also reaffirmed the 1989 Settlement Agreement. 


The Company’s contention that the prior Settlement Agreement renders the instant


grievance untimely is not persuasive. Although the 1989 Settlement Agreement provided that the


Company could continue to use existing temporary part-time employees as before, it is unclear from


this record whether the current language of the Letter of Intent regarding Classes of Employment,


specifically the provision that “part-time employees are not used when essentially the same results


are obtainable by using regular full-time employees,” was then part of the Agreement. Absent such


evidence, I cannot find that the 1989 Settlement Agreement covered the matter in dispute here. 


Similarly, the 2005 Letter of Agreement does not render the instant grievance untimely. It


does not address either the Company’s use of part-time cashiers working in branch offices, nor does


it address the portion of the Letter of Intent regarding Classes of Employment that is the basis of


this dispute. 
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It might be argued that the grievance is untimely since it is undisputed that the Company


has been utilizing part-time cashiers in its branch offices in the same manner for decades,


particularly as the parties agreed in the 1989 Settlement Agreement that the Company could


continue “to use existing temporary part-time employees as before.” However, as noted by one


authority, arbitrators often recognize an exception to the general principle that untimely grievances


must be denied where, as here, the grievance concerns an alleged continuing violation of a collective


bargaining agreement:


Many arbitrators have held that “continuing” violations of the agreement (as opposed
to a single isolated and completed transaction) give rise to “continuing” grievances
in the sense that the act complained of may be said to be repeated from day to day,
with each day treated as a new “occurrence.” These arbitrators permit the filing of
such grievances at any time, although any back pay would ordinarily accrue only from
the date of filing. For example, where the agreement provided for filing “within ten
working days of the occurrence,” it was held that where employees were erroneously
denied work, each day lost was to be considered a new “occurrence” and that a
grievance presented within 10 days of any such day lost would be timely. Similarly,
a grievance challenging a change in health plans was timely as a continuing violation,
because the change was held to occur on a recurring basis throughout the duration
of the period that the health care plan was in effect.2


Another well-recognized authority on labor arbitration has explained the principle of


continuing violations as follows:


If the grievant continues to suffer from the alleged contract violation, the arbitrator
may find that the violation is a continuing one. In such a case, the limitations period
recommences each day; hence, the time for filing the grievance is extended. For
example, a company’s failure to discharge an employee who does not join a union
within 31 days is never barred because the failure constitutes a “continuing violation.”
The “continuing violation” doctrine is used most frequently by grievants seeking
damages because an employer failed to pay the established wage rate for the
employee’s classification or failed to grant a merit increase.3


2  Committee on ADR in Labor and Employment Law, American Bar Association, Section of Labor and
Employment Law, Kenneth May, Editor-in-Chief, Elkouri and Elkouri, How Arbitration Works, Seventh Edition,
(Arlington, VA: Bloomberg BNA, 2012) 5: 7.A.ii (citations omitted).


3  Ray J. Schoonhoven, Editor in Chief, Fairweather’s Practice and Procedure in Arbitration, Fourth Edition
(Washington, D.C.: BNA Books, 1999) 129 – 130 (citations omitted).
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However, as suggested by Elkouri & Elkouri, any remedy otherwise found to be appropriate


would be limited by the contractual time limits for the filing of a grievance. That is, any remedy


found appropriate herein would be, at most, retroactive to 90 calendar days before the filing of the


grievance, which would be April 28, 2009. Any remedy prior to that date would be precluded by


Article VI of the Agreement. 


Merits of the Grievance. In any arbitration involving the interpretation of a collective


bargaining agreement, the party alleging a violation of some provision of the collective bargaining


agreement bears the initial burden of proof:


[T]he general rule followed by arbitrators in nondisciplinary proceedings is that the
grieving party, typically the union, bears the initial burden of presenting sufficient
evidence to prove its contention. Therefore, usually the union must demonstrate
initially that the action taken by management is inconsistent with some limitation in
the labor agreement.4


Moreover, where the evidence is inconclusive, the presumption is necessarily against the party


having the burden of proof, which in this case is the Union. 


An arbitrator’s sole function in a case involving contract interpretation is to determine and


apply the mutual intent of the parties, not to rewrite their contract. When interpreting a collective


bargaining agreement, the arbitrator has no independent authority to add to, subtract from, or


otherwise modify or ignore its provisions. As stated by the United States Supreme Court, “an


arbitrator is confined to interpretation and application of the collective bargaining agreement; he


does not sit to dispense his own brand of industrial justice.”5 Rather, the proper role of the arbitrator


in such cases is to serve as the ultimate reader of the parties’ contract. 


The parties’ mutual intent is to be determined first by reference to the Agreement itself.


Where the language is clear and unambiguous on its face, further inquiry is inappropriate. Where


the controlling language of the collective bargaining agreement is ambiguous, however, other indicia


of the parties’ intent must be considered, including bargaining history and past practice. 


4  Ray J. Schoonhoven, Editor in Chief, Fairweather’s Practice and Procedure in Arbitration, Fourth Edition
(Washington, D.C.: BNA Books, 1999) 271 (citations omitted).


5  United Steelworkers of America v. Enterprise Wheel & Car Corp., 363 U.S. 593, 597 (1960).
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As noted above, the instant dispute involves the meaning of the phrase, “part-time


employees are not used when essentially the same results are obtainable by using regular full-time


employees,” which is embodied in § C (2) (b) of the parties’ Letter of Agreement concerning Classes


of Employment. The interpretation and application of that provision necessarily turns on the


meaning of the ambiguous phrase “essentially the same results,” or more precisely the key word


“results,” as used therein. The term is not defined in the Letter of Agreement, nor is it explained


elsewhere in the parties’ Collective Bargaining Agreement. Moreover, the record is devoid of


evidence regarding the parties’ mutual understanding or intent at the time the Letter of Agreement


was negotiated and executed. Absent such evidence, the term “results” must be read broadly; it


cannot be assumed that the parties mutually intended that it have the narrow meaning ascribed to


it by the Union here. 


In the absence of persuasive evidence that the contracting parties mutually understood the


words they used to have some special or technical meaning, arbitrators generally hold that the words


of the contract should be read as having their ordinary meanings:


In interpreting collective bargaining agreements, words shall be read as having their
common meaning, unless it is clear that the parties intended otherwise. Negotiators
often are not lawyers and the collective agreement is intended as a practical working
statement, rather than a technical legal document. It is intended to be read and
applied by employees, union officers, supervisors, and heads of departments. There
is a heavy presumption that it is intended to mean what such persons will read it to
mean, not what a lawyer can by remote inference import into it.6


Arbitrators also recognize that dictionary definitions may be helpful in ascertaining the


common meanings of words used in a collective bargaining agreement: 


Arbitrators have often ruled that in the absence of a showing of mutual
understanding of the parties to the contrary, the usual and ordinary definition of
terms as defined by a reliable dictionary should govern. In any event, dictionary
definitions may be considered “as an aid” in reaching the arbitrator’s decision. Trade
or technical terms of a particular industry may be given meaning by resort to a special
dictionary for that industry, and a labor relations dictionary may be used for general
industrial terms.7


6  City of Meriden, 48 LA 137, 142 (Summers, 1967).
7  Elkouri & Elkouri, supra note 2, at 9: 3.A.i.b.
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The noun “result” is most commonly understood to mean “the consequence of a particular


action, operation, or course; an outcome.”8 As the parties have not limited or otherwise refined the


meaning of “results,” it must be read here as including all consequences and outcomes.


It is clear from the evidence in this record that for decades the Company has consistently


followed the practice challenged by the Union in the instant grievance. That is, it is undisputed that


the Company has used part-time cashiers to perform some duties at its branch offices and to


substitute for full-time employees who are absent for one reason or another. Furthermore, there is


no evidence that the Company ever deviated from that practice either before or since the parties


adopted the Letter of Agreement regarding Classes of Employment. 


Consistent, longstanding practices are generally viewed by arbitrators as integral parts of the


labor contract. Where ambiguous language is susceptible of an interpretation consistent with past


practice, that reading will be favored. That is, absent evidence to the contrary, it must be presumed


that the parties intended the language of their contract to be consistent with their past practices, and


their past practices to be consistent with their contract, particularly where, as here, both are


longstanding. 


Arbitrators generally agree that for a past practice to be binding and enforceable, it must


exhibit certain characteristics. As cogently stated many years ago by the eminent Arbitrator Jules


Justin: “In the absence of a written agreement, ‘past practice,’ to be binding on both Parties must be


(1) unequivocal; (2) clearly enunciated and acted upon; [and] (3) readily ascertainable over a


reasonable period of time as a fixed, and established practice accepted by both Parties.”9 In addition


to the factors cited by Arbitrator Justin, most arbitrators also require that to be binding, a practice


must be repeated with reasonable frequency. 


Therefore, in view of the consistency, duration, and frequent repetition of the Company’s


past practice of utilizing part-time cashiers in its branch offices, and considering that the Union was


clearly aware of that practice and impliedly accepted it for many years prior to the filing of the


instant grievance, I must conclude that the practice is binding and enforceable here. 


8  The American Heritage Dictionary of the English Language, Fourth Edition ( Boston: Houghton Mifflin, 2000).
9  Celanese Corp. of America, 24 LA 168, 172 (Jules Justin 1954).
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Beyond past practice, however, the Union’s reading of the Letter of Agreement regarding


Classes of Employees is not persuasive. In essence it adds together all the hours worked by all the


part-time cashiers in a given branch office or service area, then converts the total to an equivalent


number of full-time positions. While that may make sense mathematically, the Company argues


convincingly that it simply would not have “essentially the same result” as the current practice. 


The Agreement includes numerous benefits and restrictions that apply to full-time


employees but which are not applicable to part-timers. This includes a guarantee of 40 hours of work


per week, the advance posting of work schedules that generally are not to be changed and cannot


be altered with less than 24 hours’ notice, and restrictions on short-notice call-outs and


cancellations. The Agreement also allows full-time employees to pick their schedules based on


seniority, and it provides for a 56-day trial period for new assignments during which the employee


can elect to return to his or her prior position. The Agreement also provides that full-time


employees be assigned to a home base and entitles them to excess time and mileage if they are


ordered to report to a different location that is a greater distance from their home or requires


additional travel time. 


The Company argues persuasively that adoption of the Union’s position would in many if


not most instances require employees in the resulting full-time cashier positions to move as needed


between offices within a given service area. Since none of the benefits described above are available


to part-time employees, the conversion of some current part-time cashiers to full-time cashiers


would result in the Company having less flexibility in assignments, less ability to cover absences, and


less capability to respond to variations in traffic at its branch offices, while simultaneously increasing


the Company’s labor costs. Even if some of the new full-time cashier positions sought by the Union


could work all of their assigned hours in a single branch office, at times that office would be


overstaffed,10 again resulting in additional unnecessary labor costs for the Company. Those outcomes


can hardly be said to be “essentially the same result” as the current longstanding practice. 


10  The record establishes that the Company does not hire a part-time cashier when a regular full-time employee
is absent if the workload can be handled by other regular full-time employees assigned to that branch office, and certainly
there are days when none of the regular full-time employees of a given branch office are absent. In such situations the
employment of an additional full-time cashier would not be justified. Nothing in the Agreement contemplates or requires
such featherbedding.
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The Union’s contention that the Letter of Agreement regarding Classes of Employment


requires the Company to use full-time employees whenever possible regardless of the cost or other


normal managerial considerations is not persuasive. The Letter of Agreement specifically recognizes


that temporary employment “is appropriate when the work is of insufficient duration or volume to


warrant a full-time position,” which is precisely how the Company has been utilizing part-time


cashiers in its branch offices. Nothing in the Letter of Agreement or in the Collective Bargaining


Agreement requires the Company to add together two or more legitimate part-time positions to


create one of sufficient duration or volume to justify a full-time position while simultaneously


increasing the Company’s costs and reducing its ability to respond to workload fluxuations. Again,


that would not be “essentially the same result,” and it would be contrary to the longstanding past


practice in which the Union has acquiesced for decades. 


Therefore, for the above reasons and based on the record as a whole, I find that although the


instant grievance was timely filed and is therefore arbitrable, the Company did not violate the


Collective Bargaining Agreement by the manner in which it used part-time cashiers in the branch


offices. Accordingly, the grievance must be denied.


AWARD


The grievance is denied in its entirety. 


It is so ordered.


R. DOUGLAS COLLINS
Impartial Chairman
Board of Arbitration


Dated: March 8, 2013
Hermosa Beach, California
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		SCG CUSTOMER SERVICE ORDERS

								Qualified and Permitted to Accomplish                                           Yes/No						Accommodate Via APL   Yes/No		Accomplish Via Call Center   Yes/No

		ABBREVIATED TITLE		LONG TITLE		NOTES		Cashier 1		CCR 4		Lead		APL		Call Center

		Res B/O Issue		Residential Back On Issue		Back On orders are issued when the company closed the meter.		No		Yes		Yes		No		Yes

		Res B/O Cancel		Residential Back On Cancel		To cancel a pending Back-On order .		No		Yes		Yes		No		Yes

		Res B/O Complete		Residential Back On Complete		A Back On order completed and closed by field or billing.		No		No		No		No		No

		Non-Res B/O Issue		Non-Residential Back On Issue		Non-Res Back-On orders are issued when the company closed the meter at a Non Residential facility.		No		Yes		Yes		No		Yes

		Non-Res B/O Cancel		Non-Residential Back On Cancel		To cancel a pending Non-Residential Back on order.		No		Yes		Yes		No		Yes

		Non-Res B/OComplete		Non-Residential Back On Complete		A Non-Residential Back On order completed and closed by field or billing.		No		No		No		No		No

		CAI Disp Clos Cancel		Customer Account Inquiry  Dispute Close Cancel		To cancel a pending Customer Account Inquiry Dispute Close order.		No		Yes		Yes		No		Yes

		CAI Other Issue		Customer Account Inquiry  Other Issue		A CAI Other is issued when further investigation, or follow up, is required on a customer's account, other than CAI's listed below.		No		Yes		Yes		No		Yes

		CAI Other Cancel		Customer Account Inquiry  Other Cancel		To cancel a pending Customer Account Inquiry Other order.		No		Yes		Yes		No		Yes

		CAI Pymt Disp Issue		Customer Account Inquiry  Payment Dispute Issue		Issued when customer's are disputing amount paid on their bill.		No		Yes		Yes		No		Yes

		CAI Pymt Disp Cancel		Customer Account Inquiry  Payment Dispute Cancel		To cancel a pending "CAI Pymt Disp." order.		No		Yes		Yes		No		Yes

		CAI Refund Issue		Customer Account Inquiry  Refund Issue		Issued to inquire about refunds to customer's  account, refund checks sent, or apply deposit to customers account.		No		Yes		Yes		No		Yes

		CAI Refund Cancel		Customer Account Inquiry  Refund Cancel		To cancel a pending "CAI Refund Issue" order.		No		Yes		Yes		No		Yes

		CAI Trnsfr Pymt Issue		Customer Account Inquiry  Transfer Payment Issue		Issued when a customer requests a payment, credit, balance, or deposit transferred from one account to another. 		No		Yes		Yes		No		Yes

		CAI Trnsfr Pymt Cncl		Customer Account Inquiry  Transfer Payment Cancel		To cancel a pending "CAI Trnsfr Pymt Issue" order.		No		Yes		Yes		No		Yes

		CAI Rate Chng Issue		Customer Account Inquiry  Rate Change Issue		Issued when a facility should be billed on a different rate.		No		Yes		Yes		No		Yes

		CAI Rate Chng Cancel		Customer Account Inquiry  Rate Change Cancel		To cancel a pending "CAI Rate Chng" order.		No		Yes		Yes		No		Yes

		CARE Appl Mailed		CARE Application Mailed		Process to mail the customer a CARE application.		Yes		Yes		Yes		No		Yes

		CARE Letter Mailed		CARE Letter Mailed		CARE recertification letter mailed due to lost/misplaced original recertification letter sent.		No		Yes		Yes		No		Yes

		Applnce List Complt		Appliance List Complete		Issued to update customers appliance list.		No		Yes		Yes		No		Yes

		Customer Read		Customer Read		Customer Read, is designed to give customers the option of reading their own meter, when questioning the accuracy of their current meter reading, and having a corrected bill issued immediately.		No		Yes		Yes		No		Yes

		CARE Res & Submtr		CARE Residential & Submeter		CARE application specifically for sub metered customers		No		Yes		Yes		No		Yes

		Close Order - Issue		Close Order - Issue		Issued when a customer requests to have service taken out of his/her name or request to have meter temporarily shut off.		No		Yes		Yes		No		Yes

		Close Order - Cancel		Close Order - Cancel		To cancel a pending Close Order - issue, order.		No		Yes		Yes		No		Yes

		Close Order - Complt		Close Order - Complete		A close order completed and closed by field or billing.		No		No		No		No		No

		Prnt Dupl Bill Complt		Print Duplicate Bill Complete		Issued when a customer requests a duplicate copy of a gas bill.		No		Yes		Yes		No		Yes

		Pymt Ext Notebk		Payment Extension Notebook		Issued to document payment arrangements or notification of payments already made but not yet posted on the customer's account. 		No		Yes		Yes		No		Yes

		HBI Order Issue		High Bill Investigation Order Issue		Analyze and resolve customer bill inquiries related to gas usage and or bill amount.		No		Yes		Yes		No		Yes

		HBI Order Cancel		High Bill Investigation Order Cancel		To cancel a pending HBI Order issue.		No		Yes		Yes		No		Yes

		HBI Order Complete		High Bill Investigation Order Complete		A HBI Order completed and closed by field or CCC HBI team.		No		No		No		No		Yes

		Letter Gener Complt		Letter Generation Complete		Issue customer a letter for various reasons.		No		Yes		Yes		No		Yes

		LPP Notebk Complt		Level Pay Plan Notebook Complete		Issued to start or make changes to Level Pay Plan		No		Yes		Yes		No		Yes

		Memo Create & Upd		Memo Create & Updated		Issued to enter a Memo on the customer's account.  A portion of these are FACTA orders. Part time employees enter memos after customer ID Validated.		Yes		Yes		Yes		No		Yes

		Meter Order Issue		Meter Order Issue		Issued to change, remove, test, or set meter.		No		Yes		Yes		No		Yes

		Meter Order Cancel		Meter Order Cancel		To cancel a pending Meter Order issue.		No		Yes		Yes		No		Yes

		Meter Order Complete		Meter Order Complete		A Meter order completed and closed by field or billing.		No		No		No		No		No

		Misc Money Trsfr		Misc. Money Transfer		Issued to transfer payment between GL accounts and/or customer's bill account.		No		Yes		Yes		No		Yes

		Indiv Cust Prof Comp		Individual Customer Profile Complete		Issued to add, change, delete customer personal data.		No		Yes		Yes		No		Yes

		Bus Cust Prof Comp		Business Customer Profile Complete		Issued to add, change, delete Business customer personal company data.		No		Yes		Yes		No		Yes

		R/V - Issue		Read and Verify - Issue		To ensure accuracy and maintain the integrity of the Facility, Customer, and Bill Account records, Read & Verify orders are fielded to obtain necessary information.		No		Yes		Yes		No		Yes

		R/V - Cancel		Read and Verify - Cancel		To cancel a pending Read and Verify Order issue.		No		Yes		Yes		No		Yes

		R/V - Complete		Read and Verify - Complete		A Read and Verify  completed and closed by field or billing.		No		Yes		Yes		No		Yes

		Cont. Serv. Agrmt Mailed		Continuous Service Agreement Mailed		Process to mail a property owner a Continuous Service Agreement (CSA) application.		No		Yes		Yes		No		Yes

		Dep Chrg Reduced		Deposit Charge Reduced		Issued to  reduce the deposit amount under the certain conditions.		No		Yes		Yes		No		Yes

		Cust Reimb Cancld		Customer Reimbursement Cancelled		To cancel a pending Customer Reimb. Complete.		No		Yes		Yes		No		Yes

		Cust Reimb Complt		Customer Reimbursement Complete		Issued when a customer requests reimbursement of a credit balance on an active account.		No		Yes		Yes		No		Yes

		Print SOA Complt		Print Statement Of Account Complete		To mail a Statement of Account (SOA) to a customer.		No		Yes		Yes		No		Yes

		Servc Order Issue		Service Order Issue		A customer Service Order to service appliances, gas lines, check for leaks, no gas.		No		Yes		Yes		No		Yes

		Servc Order Cancel		Service Order Cancel		To cancel a pending Servc Order issue.		No		Yes		Yes		No		Yes

		Servc Order Complt		Service Order Complete		A Service order completed and closed by field.		No		No		No		No		No

		Suspend Coll Compl		Suspend Collection Complete		Issued to suspend all or selected collection activities including balances and notices.		No		Yes		Yes		No		Yes

		T/O Issued		Turn On Issued		Issued when a customer requests residential gas service established in his/her name.		No		Yes		Yes		No		Yes

		T/O  Cancelled		Turn On  Cancelled		Issued when pending T/O cancelled, or corrected. T/O cancelled are primarily FACTA orders. T/O's updated by FT employee when ID validated at branch office.		No		Yes		Yes		No		Yes

		T/O Completed		Turn On Completed		A Turn On completed and closed by field or billing.		No		No		No		No		No

		Non-Res T/O Issd		Non-Residential Turn On Issued		Issued when a Non-Residential customer requests gas service established in his/her name or business name.		No		Yes		Yes		No		Yes

		Non-Res T/O Cancld		Non-Residential Turn On Cancelled		To cancel a  pending Non-Res T/O issue.		No		Yes		Yes		No		Yes

		Non-Res T/O Complt		Non-Residential Turn On Complete		A Non-Res Turn On completed and closed by field or billing.		No		No		No		No		No

		Simple Pay Mailed		Simple Pay Mailed		Issued to mail customer a Direct Debit application. (Simple Pay name changed to Direct Debit.)		No		Yes		Yes		No		Yes

		Simple Pay Termin		Simple Pay Terminated		Terminates Direct Debit Immediately.		No		Yes		Yes		No		Yes

		Simple Pay Term Aftr		Simple Pay Terminated After		Terminates Direct Debit after next scheduled debit date.		No		Yes		Yes		No		Yes

		Trsfr Acct Bal Complt		Transfer Account Balance Complete		Issued when a customer requests a payment, credit, balance, or deposit transferred from one account to another. 		No		Yes		Yes		No		Yes

		Trsfr Acct Bal Rvrse		Transfer Account Balance Reverse		To reverse Transfer Account Balance, previously completed.		No		Yes		Yes		No		Yes

		Grant Mny Only Allwd		Grant Money Only Allowed		A Grant Money Only Allowance (GMOA) may be issued to provide the customer a credit on his/her account.		No		Yes		Yes		No		Yes

		SEC W/O Complt		SEC Write Off Complete		Issued when a customer has been charged a Service Establishment Charge (SEC) in error.		No		Yes		Yes		No		Yes

		Corr Misappld Pymt		Correct Misapplied Payment		When a customer requests a debit or credit to correct payment(s) processed to their account in error.		No		Yes		Yes		No		Yes
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Branch Offices

		Branch Office Support

		(BOs/APLs within 5 mile radius)

		Branch Office/APL		Address 1		City		Ring
Down 
Phone		Public Phone  
within
1 block		Neither

		Bellflower Branch Office		16901 Bellflower Blvd		Bellflower

		Big Saver Foods		16000 Woodruff Avenue		Bellflower				X

		Superior		16100 Lakewood Blvd.		Bellflower				X

		Alondra Quik Check		15920 Downey Ave., Ste. A-5		Paramount		X

		Walmart		14501 Lakewood Blvd.		Paramount						X

		R&G's Food Basket (Rosecrans Ave.)		10951 Rosecrans Ave.		Norwalk				X

		Northgate Market (NR)		16259 Paramount Blvd.		Paramount				X

		R&G's Food Basket (Pioneer Blvd.) (NR)		14407 Pioneer Blvd.		Norwalk						X

		Northgate Market (NR)		11660 Firestone Blvd.		Norwalk				X

		Walmart (NR)		11729 Imperial Hwy		Norwalk				X

		Walmart (NR)		12701 Towne Center Dr.		Cerritos				X

		Walmart (NR)		12270 Paramount Blvd.		Downey						X

		Monrovia Payment Office		141 S Myrtle Ave

		Monrovia Financial Center		412 W. Foothill Blvd.		Monrovia		X

		Walmart		1600 Mountain Ave.		Duarte				X

		Mike's Food		1322 E. Huntington Dr.		Duarte				X

		Palm Springs Branch Office		211 N Sunrise Way		Palm Springs

		Baja Springs Meat & Produce Market		1800 N. Sunrise Way		Palm Springs						X

		Walmart		5601 E. Ramon Rd.		Palm Springs						X

		Cortes Insurance		68100 Ramon Rd., Suite C-9		Cathedral City				X

		Cardenas Market		31655 Date Palm Dr.		Cathedral City				X

		R.P Wireless		555 S. Sunrise Way, Suite 117		Palm Springs				X

		San Luis Obispo Branch Office		1314 Broad St		San Luis Obispo

		Mailing & More		553 Higuera St., Suite B		San Luis Obispo						X

		John's 76		157 Higuera St.		San Luis Obispo						X

		Santa Barbara Branch Office		134 E Victoria St

		Pennywise Market		1121 E. Montecito St.		Santa Barbara		X

		Milpas Communications		204 N. Milpas St.		Santa Barbara						X

		805 Cellular		1434 San Andres		Santa Barbara						X

		Santa Monica Branch Office		1300 6th St		Santa Barbara

		Patton's Pharmacy		734 Montana Avenue		Santa Monica						X

		Michael's Liquor		2402 Wilshire blvd		Santa Monica				X

		Ocean Park Pharmacy		2731 Ocean Park Blvd		Santa Monica						X

		Santa Monica Blue Convenience Store		1713 Pico Avenue		Santa Monica				X
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