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COMMISSION’S INVESTIGATION OF CITIZENS ENERGY GROUP AND

CWA AUTHORITY, INC.
CAUSE NO. 44462
TESTIMONY OF OUCC WITNESS HEATHER R. POOLE

I. INTRODUCTION

Please state your name and business address.

My name is Heather R. Poole, and my business address is 115 West Washington
Street, Suite 1500 South, Indianapolis, IN 46204,

By whom are you employed and in what capacity?

I am employed by the Indiana Office of Utility Consumer Counselor (OUCC) as a
Senior Utility Analyst. I have worked as a member of the OUCC’s Natural Gas
Division since December of 2010.

Have you previously testified before the Commission?

Yes, 1 have testified in Gas Cost Adjustments (GCA), rate cases, Transmission,
Distribution, and Storage System Improvement Charge (TDSIC) Trackers, tariff
and special contract cases involving gas and water utilities. 1 also provided
extenstve testimony in the Commission’s investigation into the existing GCA
procedures and schedules. My educational background and experience can be
found on HRP Attachment 1.

What is the purpose of your testimony?

The purpose of my testimony is to address certain concerns the OUCC bas in
relation to the Commission’s Investigation into Citizens Energy Group (CEG) and

the CWA Authority, Inc. (collectively Citizens). I discuss the application of Low
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Income Home Energy Assistance Program (LIHEAP) and Universal Service
Program (USP) funds. I also discuss the Utility Shield program, and background

information relating to CEG.

Please describe the review and analysis you conducted to prepare your
testimony.

I reviewed the Commission’s Preliminary Issues List, as well as the Final Issues
List issued by the Commission on June 9, 2014. T reviewed all of Citizens’
testimony, exhibits and supporting documentation submitted in this Cause. ] also
reviewed discovery responses and participated in meetings with other OUCC staff

members to identify and address the issues in this Cause.

II. APPLICATION OF LIHEAP AND USP FUNDS

Did CEG allocate LIHEAP funding to water, sewer and non-utility charges,
such as Utility Shield?

Yes. Citizens witness Michael Strohl testifies “Citizens applied LIHEAP funds of
$966,087 to sewer charges, $1,021,758 to water charges, and $30,544 to non-
utility charges.” Testimony of Michael D. Strohl, p. 24, lines 5-7. This covered a
time frame of fiscal year 2013 through fiscal year 2014. Mr. Stroh! also says
“The Energy Assistance Program MOU between Citizens and THCDA does not
specifically address the application of the State’s Energy Assistance Program
payments to water and wastewater services.” Strohl, p. 23, lines |-4.

Is there any guidance on how LIHEAP funding should be applied to
customer accounts?

Yes. While there is no specific guidance in the MOU between Citizens and

IHCDA, the Low Income Home Energy Assistance Act of 198] does provide
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guidance. The Energy Policy Act amended this Act in 1999, and in 2005.
Section 2603(6) of this statute establishes the definition of “home energy” as “a
source of heating or cooling in residential dwellings.” This indicates Citizens
should only apply LIHEAP payments to natural gas charges. Payments should
not have been applied to water, sewer or non-utility charges, as those items do not

provide a source of heating or cooling in residential dwellings.

Did CEG allocate USP funding to water, sewer and non-utility charges, such
as Utility Shield?

Yes. Mr. Strohl testifies “Although the total amount of the USP discount is based
upon only the gas portion of customer bills, Citizens has applied $522,0]11 of the
total USP discount credits to the water/sewer portion of customer bills.”
Testimony of Michael D. Strohl, p. 25, lines 5-7. Mr. Strohl adds “Although the
total amount of the USP discount is based upon only the gas portion of customer
bills, Citizens has applied $421 in USP discount credits to the non-utility portion
of customers’ bills.” Strohl, p. 25, lines 12-14.

Is there any guidance on how USP funding should be applied to customer
accounts?

Yes. In Cause No. 44094, Citizens Gas requested authority to modify its
currently approved USP to replace a portion of the projected reductions in
LIHEAP funding and enable assistance to Citizens Gas’ qualified low-income
customers. In its December 7, 2011 Order in Cause No. 44094, the Commission
recognized the anticipated reduction in funding had two impacts on Citizens Gas’
service territory. ‘“The most obvious impact is the reduction of available benefits

to help low-income customers manage their winter heating bills. Secondly, the
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lack of funding also impacts CAP Agencies, who depend on EAP funding to
cover adminjstrative fees incurred to qualify low-income customers for benefits.”
December 7, 201] Order, Cause No. 44094, p. 16 (Emphasis added.) The
Commission added the continued receipt of heafing assistance is important to

both the Petitioners and the communities they serve. Id atp. 17.

Do all Citizens Gas customers contribute to the USP fund?

Yes. This is not a voluntary program. Citizens Gas customers do not have a
choice on whether to participate in this program. All Citizens Gas customers
contribute to this universal service fund. USP funding is specifically collected
Sfrom Citizens Gas customers for Citizens Gas customers.

Does Citizens intend to reimbursc gas customers for these mis-
appropriations?

No. In response to OUCC DR 4-5, Citizens indicated it did not believe a
reimbursement was necessary. “Although the USP discount was applied to all
three utility services, the customer received exactly the amount they were entitled
to receive in credits, which was determined as a percent of the gas utility bill.”
(HRP Attachment 2.)

Does the OUCC have any concerns with LIHEAP and USP funding being
allocated to water, sewer and non-utility portions of customey bills?

Yes. As discussed above, the definition of LIHEAP specifically relates to the
heating or cooling of residential dwellings. In its order in Cause No. 44094, the
Compuission specifically concluded the USP fund is designed to help low income
customers manage their heating bills. The allocation of LIHEAP and USP

funding to water, sewer and non-utility pottions of customer bills do not
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accomplish the goals of helping low-income customers with the healing or

cooling of their home.

What is the OUCC’s recommendation regarding the application of LIHEAP
and USP funds to water, sewer and non-utility portions of customer bills?

A total of $2,018,389 of LIHEAP funds and $522.432 of USP funds were
altocated to water, sewer and non-utility portions of customer bills. The OQOUCC
recommends CEG contribute $2,540,821 for the upcoming winter heating season
to be applied to Citizens Gas’ low-income customer bills only.  This
reimbursement should be in addition to the 25% of nommal funding required to be

contributed to the USP fund by Citizens Gas, as found in Cause No. 44094.

III. UTILITY SHIELD

How is Utility Shield marketed to Citizens’ customers?
In its response o OUCC DR-1, Question H.3, Citizens states ‘“Utility Shield is

promoted through direct mail and on Citizens’ website. It has been promoted
three times in bill inserts.” (HRP Attachment 3.)

Does the information provided by Utility Shield to Citizens’ customers bear
the CEG name and logo?

Yes. Asshown in HRP Attachment 4, examples of the promotional materials and
information provided to customers relating to Utility Shield all bear the CEG
name and logo.

Does the promotional infermation provided for Utility Shield indicate the
information is from CEG?

Yes. As shown in HRP Attachment 4, the letters sent to customers are signed by

Michael Strohl, the Senior Vice President of Customer Relationships and
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Corporate Affairs at CEG, or Greg Sawyers, the Director of Customer
Relationships at CEG. Furthermore, the first line of many letters state “At
Citizens Energy Group, our goal is to provide customers with superior customer
service.” Other letters state “At Citizens Energy Group, we are continually
striving to bring you the best products and services to meet your needs.” This
indicates the promotional materials are coming directly from CEG. The letters
include a statements in fine print that “Utlity Shield is a product of The
Manchester Group” and “The Manchester Group is not a Citizens Energy Group
company.” However, some promotional materials that bear the CEG name and

logo do not mention The Manchester Group.

Is Utility Shield regulated by the Department of Insurance?
No. In response to OUCC DR 2-4, Citizens provided a Memorandum of

Understanding (MOU), correspondence and notice of operations between Utility
Shield and the Indiana Departmen( of Insurance (IDOI). (HRP Attachment 5.)
The correspondence between the Manchester Group and the 1DOI indicates the
2012 renewal of the MOU was met with considerable resistance by the IDOL. As
stated in The Manchester Group’s letter to the IDOI, “The resistence, to the best
of our knowledge, stemmed from the IDO)’s articulated position that, since it had
no jurisdiction over Manchester or its products, it technically had no authority to
enter into or enforce the terms of the MOU - a legitimate concern.”

What are the QOUCC’s concerns with CEG using its own name, logo,
employees, etc. in marketing Utility Shield to customers?

The use of CEG’s name and logo, as well as the language in the promotional

materials creates an impression the product is sold and adminjstered by CEG.
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Because these service warranties provided by Utility Shield relate to gas, water,
and sewer lines, customers could easily be confused that Utility Shield is included
as part of the Citizens Gas, Citizens Water or CWA Authority, Inc.’s regulated
businesses or are otherwise subject to review and regulation by the Indiana Utility
Regulatory Commission. However, these Utility Shield products are not directly
regulated by the Commission or IDOI, and therefore, there is no regulatory
oversight or reviews of these products to ensure customers are not harmed. Yet
prospective customers of Utility Shield may be under the misimpression they are
procuring a product or service that is subject to the same regulatory oversight as

CEG.

What is the OUCC’s recommendation in regards to Utility Shield?
The OUCC recommends CEG no longer promote Utility Shield with the Citizens

Energy Group name or logo. This is not a product of CEG, and should not be
marketed as such. The OUCC recommends all Ultility Shield promotional
materials be printed on Ultility Shield letterhead, with a clear indication these

products are not related to CEG in any way.

IV. BACKGROUND INFORMATION

Did the Commission request background information from Citizens?

Yes. Subsection I of the Commission’s June 12, 2014 Docket Entry listed four
questions under the issue of Background Information. These questions include:
1. Please describe the internal controls utilized by Citizens to ensure that it is

performaing all of its duties and responsibilities as intended by the trust.
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2. Please describe the different obligations Citizens has to Marion County

restdents/customers as opposed to non-Marion County residents/customers.
3. Please indicate the date when the last comprehensive audit of the management
and governance practices of CEG and its affiliates was performed and provde

a summary description of the results.

4. Please describe the process and procedures utilized by CEG to ensure its
operations and governance comply with any transparency requirements of the
trust. Please describe how CEG allows access to its books and records in

response to pubic records requests.

Did the OUCC issue data requests relating to CEG’s background
information?

Yes. The OUCC issued a number of data requests related to the background
information section of the Commission’s Final Issues List. The full listing of
questions and responses related to this section are included as HRP Attachment 6.

Does the OUCC have any concerns with the responses received in these data
requests?

The Commission’s questions under the background information section seem to
focus on transparency and accountabitity. The OUCC asked questions to better
understand various aspects of the utilities operations including what structures and
procedures are in place to promote transparency. (I have attached to my
testimony the responses to most of the data requests we asked as HRP Attachment
7.) In some cases CEG’s responses to these questions did not assist us in our

understanding of CEG’s operations.
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V. CONCLUSION

Please summarize your recommendations.

In relation to the LIHEAP and USP payments that have been applied to the water,

sewer and non-utility portions of customer bills, the OUCC recommends CEG
contribute an amount of $2,540,821 to the upcoming winter heating season to be
applied to Citizens Gas’ low-income customer bills only. This reimbursement
should be in addition to the 25% of normal funding required to be contributed to
the USP fund by Citizens Gas. Furthermore, Citizens should not be allowed to
seek reimbursement for the $2,540,821 of LIHEAP and USP funds erroneously
paid to water, wastewater, or Utility Shield customers.

[n relation to the Utility Shield product, the OUCC recommends CEG no
longer promote Utility Shield with the CEG name or logo. The OUCC also
recommends all Utility Shield promotional material be printed on Utility Shield
letterhead, with a clear indication these products are not related to CEG in any
way.

Does this conclude your testimony?
Yes.
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I affirm, under the penalties for perjury, that the foregoing representations are true.
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Senior Utility Analyst
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EDUCATIONAL BACKGROUNG AND EXPERIENCE

I graduated from the Schoo} of Business at Ball State University in Muncie,
indiana with a Bachelor of Science Degree in Accounting in May 2001 and a Master of
Science Degree in Accounting in May 2002. From September 2002 through September
2010, I worked for London Witte Group, LLC, a CPA firm in Indianapolis, Indiana, as a
Senjor Staff Accountant. 1 prepared and reviewed individual, corporate, not-for-profit,
property and payroll tax returns. 1 also prepared compilations, reviews and audit reports
in compliance with GAAP for a vadety of utility companies and not-for-profit
organizations; prepared depreciation schedules; and guided clients through year-end
accounting processes, including preparation and review of adjusting entries. [ prepared
and reviewed Gas Cost Adjustment (GCA) petitions, as well as annual reports filed with
the Indiana Utility Regulatory Commission (Commission) for natural gas companies
within the State of Indiana. Talso prepared rate case exhibits and schedules filed with the.
Commission on behalf of various gas utility clients.

In December 2010, I began my employment wjth the OUCC as a Utility Analyst
1. In October 2012, 1 was promoted to Senior Utility Analyst. My current
responsibilities include reviewing and analyzing GCA petitions and rate cases filed by
Indiana natural gas, electric and water utilities with the Commission. [ also review
special contracts, tanff, financing, certificate of public necessity, pipeline safety
adjustment, alternative regulatory plan, 7-Year Plan, and Transmission, Distribution, and
Storage System Improvement Charges (TDSIC) Tracker cases. While employed at the

OUCC, I completed NARUC’s Ulility Rate School hosted by the Institute of Public
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1 Utilities at Michigan State University and the Institute of Public Utilities Advanced

2 Regulatory Studies Program at Michigan State University. ] am also a member of the

3 Indiana CPA Society.
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DATA REQUEST NO.5: In Mr Strohl's testmony on page 25, lines 20-21, he states
“Citizens acknowledges that USP discounts apply to gas service only and are not
intended to be applied to non-gas charges.” Please indicate whether Citizens Gas intends
to reimburse gas customers (the USP fund) for the $522,011 USP discount credits that
were given 10 Citizens water and sewer customers,

RESPONSE:

Citizens does not believe a reimbursement is necessary. Although the USP discount was
applied (o all three utility services, the customer received exactly the amount they were
entitled to receive in credits, which was determined as a percent of the gas utility bill.

WITNESS:

Michael D. Strohl
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Responscs of Citizens Encrgy Group
and CWA Authorily, Inc. to

Office of Ulility Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO. H.3: Plcasc desenbe all means by which Utility Shield is
promoted to Citizens Energy Group cusiorners.

RESPONSE:

Ulility Shield is promoted through direct mail and on Citizens’ websile. It has been
promoled three times n bill inserts.

WITWNNESS:

Michael D. Stroht

18
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Responses of Citizens Encrgy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
First Sct of Data Requests

DATA REQUEST NO. H.5: Plcase provide examples of all promotional malerials and
information provided 1o Citizens Energy Group customners, or customers of Citizens
Energy Group’s subsidiaries, for the period of January 1, 2013 through May 31, 2014.
Please include examples of all bill inseris provided to customers.

RESPONSE:

Please see the attached documents identifted as OUCC DR - 1.HSa through OUCC DR -
1.HSo. ‘

WITNESS:

Michael D. Strohl
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(,citizens UtilityShield

At Glttaens Energy Group, we ace continually striving to bring you the best products and services 1o meet your needs. In order to
pratect yous Utiity lines from expensive utility 1ine fallures, we are proud to Introduce UtilityShield.

Are you aware that you own your utility lines?

Most hamegwners aren't. And, it’s a fact that aver time these hardworking lines will fafl due to normal use. Because you awn your
lines, you are responsible for the repalrs when Lhey fall, and the repairs can cost thousands of dotlars.

With UtllityShield, taking care of covered utility Ilne fallures s easyl

As 3 Citizens Energy Group customer, you bre ellgible Lo recelve utility tine protectlon with UtilityShietd. Once you are envolled
i LtilityShield, the program will manage covered repairs, provide a local contracter Lo perform repalss, and pay the contractor
for service. IUs that simplel .

How do | get protection?

Because you're & valued customer, getting the protection you need is easyl Just select the plan that you want on the attached
enrollment card and return in the postage-paid envelope provided. You will get your first month of pratection free, and then
the tow monthly fee will be conveniently placed on your Citizens Energy Group bill.

Enrall tedzy and joln thousands of Cltizens customers who have turned thelr expanstve utility line repalrs over to UtiUtySMetd.
But you must enrotl by Friday, Octaber 25, 2013 0 receive your first month of protection free.

It's simple to enroll, choose one of two easy options:

Sincerely, Q
w4

Sentoc Vice President, Customer Retationships and Corporate Affabrs
P.S. - Don’t lerget! Enroll by Friday, Ocrober 23, 2013 to recelve your tirst month of protection for free,

Phone: Call tcll-free at §-B88-544-434), 1 MAsil: Sign and retum the entoilment
Monday - Friday, 8:00 a.m. - 4:0D p.m. |ET). | [ cafd (n the postage-paid prvelope.

HALE An/AtA 1s & mcasdiomt af Tha Linnskasiar oo

Check here If your address i diffareri than the address listad
YES, | want to protect myself from utility line repalrs. O below. If necessary, please List your correct address on the
Please check the plan you are enroalling in: back of this cand. :
[:] Insfde Gas Llnes & First month free,
instde Electric Lines then $3.93 per month
thereafter
D All Inside Lines First month free,
Gas, Electric, Water & Sewer then $7.50 per month .
as, Electric, Water fhen $7-20 Home Prone #: [ ][](] ][] DDDD
Comptete Protection “Irst month free, Eignatqre: — T —
Al Instde Lines » en $14.95 per month i:tllﬂtnplh Tutbes, § authorlzs Chizers Coergy Geongs t ploe nyu.tlyihﬁ:
Outside Water & Sewer Lines Lhareafier Chactes 00 my hlrers vy Goon bAL
Promo Code:

H your do riot have Inside ga3 Bines Calt us for protection opdons,

Send no payment now. Your low monthly fee wilt be added to your monthly Citizens Energy Group bill,
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What is UtllicyShietd?

UtilityShieid [s a service agreement that provides repair or
replacement service for a customer when 3 protected tine
fails or leaks due to normal wear and tear or inherent
defects in material or craftsmanship. UtitityShield is a
manchester Group product made available to you by
Cltizens Energy Group.

Who 1s The Manchester Group?

The Manchester Group is part of IGS Energy — one of the
largest privately held energy products 2nd services
companies in the country.

Why do | need UtilityShield?
You own your \ility lines, and when they fail through
normal use, the hassle and expense of repairs are your

responsibility, UtilityShield takes care of the repalr for you.

Doesn’t homeowner’s insurance cover the cost of repairs?
No, because utility lines typically fail through normal wse,
and this type of fallure is not covered under homeowner's
Insurance. In fact, 3 report by the Natfonal Associatlon of
insurance Corminissioners wamed that most homeowvmers
Incorrectly assume broken utility lines are covered by thelr
homeowners' policies.

Are lines connecting my home to a well or septic

lice aligible for protection?

Yes. The single most direct line that connects your home to
& private well or septic tank located on your property may
be protected under UtilityShield.

B there a fee to cancef?

No. There Is no long-tenm commitment with UtilityShieid.
You may cancel the protection at any time — no questions
asked.

what does Citlzens do with revenve recefved from
UtllityShield?

Citizens contributes all proceeds recetved from UtilityShseld
to the Warm Heart Warm Home Foundation. In 1994,
Citizens Energy Group established the Warm Heart Wamm
Hame Foundation™ to assist families and individuals who

- are faced with financial hardships. To date, UtilityShield
has generated over $525,000 to assist families with paying
thelr utility bllls.

Padeswreebasenb s vane

HRP
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what do | do if | need & repair?

Simply call your appropriate local utility to report a
loss of service and then cail the DulityShield customer
care center. UtilityShield will have a qualified
contractor contact you — usually within 12 hours —
schedule repairs provided under UtilityShield.

How wiil | obtain the service agreement?

After your enrollment request Is processed, you wilt be
majled a UtilityShield service agreement. Your
enrolinent date will be the date your enroliment
request is processed. Your effective date (when
protection under UtftityShield begins) is 15 days after
your enrollment date, You have a 30 day “free-look"
periad from your enroliment date to review the service
ageeement. If you cancel during the "freetook” period,
you will owe nothing and will not be eligible for service
under UtilityShield. Any service provided under
LUtitityShleld wilt be administered according to the
sarvice agreement. Jf you would like to review the
service agreement prior to requesting enrollment, you
can view & copy online through the Citizens Energy
Group website or request a copy by calling
1-888-544-4541. To review a copy of the service
agreement online, please visit
www. Citizensenergygroup.com and select thtilityShield
under the Energy tab located at the top left side of
your browser windovr.

Important: #f you suspect a natural gos line leak,
you must first get yourself and others out of the
house ond stoy o safe distance away,

Do not operate electrical equipment inside your home.
Call your locat gas utitity to report your emergency. If
you are a Citizens Energy gas customer call
1-317-924-331t. Once Citizens Energy Group has
determined your home is safe to reenter, call
UtilityShield to report your claim at 1-800-581-8604.

Don’t wait until your utility lines fail, and it’s too late — enroll today!
ﬁ Mall: Complete and return the enroltment card in the postage-patd envelope.
@ Phone: Calt us at 1- B8-544-4541, Monday - Friday, 8:00 a.m. - 6:00 p.m. (ET).

Varateaammnn sAamtEIersEsEmAE ERAseARR a0 Vapmanaeaa

Please make corrections here as needed.

Customer Name (Please Print):

YRR R RN R N R NS I

R N NI R

Street Address:

City:
State/Lip:

By enrulling, | understand that | am purchasing a service agreement and rol 3o fnsurance policy. Also, | certify that there sre no
pte-exksting conditions affecting my uUlRty lines. Further, { understans and agree that lines with pre-existing conditiors are not eligible
for provectlon under UtitityShield. Prior removal of materisl com my sewer Une fs deemed a pre-existing condition.

ttachment 4
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Allinside L
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—
Compilete Pr_.
All naide LiInes ¢ v usene= Water & Sewar Lines

It’s a fact: You could be enrolled
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First month fres, then
$3.95 per month thereafier
Average Repe Coti | 3550 - $1000
Protection | Up to $2000 per bne

A

First month free, then

$7.50 per month thereafter
Averape Reosir Cost | $650 - 31200
Protection | Up 1o $2.000 per kne

First month free, then

$14.95 per month thersafter
Averaoe Raper Cost | 3650 - $4.500

Insache Lings | Protection 1 U to $2.000 par T
Outsice Waler { Protection | LUip to $4.500
Outsicha Sower | Protoction | up wo $9,000

in UtilityShield protection for over ' . 4
! 20 years and stiil pay less than a
single utility line repair. J ' L]
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il citizens
<P energy group
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Enroll =~ sal: Complete and retum the enclosed enn

Tod- - norw: Catl s ot -888-544-4L,



39N A.pdt Y JOHMAY 608 Fm

HRP

Cause Nowo 44462
OUC On - 1S
Poge lof2 Pa ge

D Cnergy group UtilityShield

Service and repairs made easy.

At Citizens Energy Group, we sre continually striving to bring you the bedt products and services to meet your needs. You can now protect
yoursell [rom expensive heating, cooling and water heater system repairs. Yo protect these vital sysiems and protect you fsom expensive
repalr bills, we are proud to announce the UtflityShleld HVAC System Protaction Plans.

0id you know that a heating, cooling or water heater repair can cost you $500 or more?

IU's 8 fact that these haed working systems will fafl at some pont due to normat use. With UtllityShleld, taking care of covered system
(allures i1 easy! Earoll tn the Bundted System Protection Ptan, and UtilityShield will manage the covered repalr, provide a quatiiled local
contractor to perform repalrs, sad ody the contractor for service, It's that simplel

Row do | enroll {n the HYAC Systemn Protection Plans?

We've made it QUicK and easy - Just select the plan that’s best for you an Lhe attached enrotlment card. Take advanlage of enralling (n the
Bunflad System Protection Plan (oddy and save aver §35 per yeart

Stant your protection today! Ensure that your hard working RVAC systems and water heates sce protected. The low monthly fee will be
eoivenlently placed on your Cllizens Eneegy Group blll.

Choose one of two easy optlons to enroll;

wait: $ign and retum the enrallment
<ard In the postlage-pald erwetape.

Phone: Call toll-free at 1-838-544-4341,
Honday - Friday, 8:00 a.m. - .00 p.m, (€T)

whether you have a fumace, bofler, central sfc conditionlag unit, heat pump, or water baater; rest assured that UtilltyShleld has Lhe
protection you need (ar (he hard-working ystems of your home. Lel UtllityShiield take care of the repalss and cover the casts. But you
must enrall by Friday, December 3, 2013 to start your protection.

Sincerely,

e

Michael Strobt
Senior Vice President, Cuslomer Relationships and Corporate Affalrs

Utistyshiel? Is 3 product of The Manchoster Group.
The Manchester Group ks oot a Cidzens Energy Grosp company.

ttachment 4
No. 44462
of 32

Yes » | want to protect myself from costly utility
system fallures.

Home Frone #: [ ][] (I OOOICI0)

Piease chach the plan r n:

Syrtem Prot -:(I«:nmJ are enroting Monthiy Price Promo Code:
O Furoace $9.98
L Boter $9.93 [[] Check here if your address ks ditferent than the nddress listed
[ Central Air Conditlcner $9.9% below. it necessasy, pledse tIst your correct address on \he
O Heat Pump ] - $10.9% back of this card,
O Water Hovter $3.93

Bundled System Protection Save over $35.00/y1!  Monthly Price
(O Furnace & Centeal Alr Condilioner ¢ wiarer ster 81095 5oi=T
EI Bollor it Contral Alr Conditioner o Woter thl_er $19.9$ 2-{.‘:’__
[0} Heat Pump & Water Heater $19.95 4o
Servd no payment now. Your low monthly fee w!ll be added to your monthly CHizens Energy Group bill.
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Q&A about UtilityShield

What s UtilityShietd?

UtitityShield & a tervice agreement that provides repar or
replacement service for s cuslomer when an HVAC or waler
heater system falls or leaks due to normal wear and tesr of
Inherent defects in material or craftsmanship, UtilityShield Is »
Manchester Group groduct made avallable to you by Citizéns
Energy Group.

Who 15 The Manchester Group?

The Manchester Group Is part of IGS Energy ~ one of the largest
privately held energy products and services campanies In the
country.

Why do | need UtliityShietd?

You own your water heater, and HVAC system, and when they (ail
through normal use, the hassle and expense of repalrs 80¢ your
respomibiiity. UtflityShield protection tskes care of the repalr
for you.

Doosn’t homeowner's Insurance caver the cost of repalrs?
Homeowners (auwance typkally does not cover the cost of
repairs pecause HVAC systems, and water heaters typicatly fail
through normal ase, and this type of faflure (s not covered under
hommowners insurance.

Is there a fee to cancel?
No. There (s no long-term commitimnent with UtiMtyShield, You
may cancel the proteclion at sny time — no Questions asked,

What do | do if | need a repalr?

Simply call UtilityShield to report a loss of service on a protected
system. UtdityShield will have a qualified contractor contact you
~ usually within 12 hours — to schedule repsirs provided under
UthityShleld.

AbsvsEbuab A

UtHityShield Overview

UdlityShietd’s system protection plans provide repair of
replacement service i a protected system falls due to normat
wear pnd lear or Inherent defects 3n materiat or craflsmansiip.

You will receive protection only for the eligible systems which
you have enrolled, snd only {f the plan fees bave baen pald
according to the service agreement,

UtitityShield only provides service to falled systems which will fafl
due to a covered cause. Other limitations and éxclusions apply.
Please read your entire service agreement,

Elgiblity

You must own and be reiponsidle {or Lhe singte family dwelling,
planned unil development, or maodile home Lo which the
protacted systems are attached. Further, you must be respoasibie
for the upkeep of all the protected systems,

Additonal INformation «rceveeisrsasroraincisa
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What does Citizens do with revenue recefved from
UtiliyShietd?

Ciszens contributes slt procaeds received from WiilityShield to
Uve Warm Heart Warm Home Foundation. In 1994, Citizens
Energy Group established the Warm Heart Warm Home
Foundation™ to assist familles and bndividuals wha are faced with
finencial hardships. Yo date, WtilityShield has penerated over
$600,000 Lo assist familles with paying thelr utility bills.

How will ! obtaln the service agrsement?

After your enrollment request #5 processed, you will be mafled
W ityShield service ag t. Your (t date witl be the
date your enrollment request & processed. Your effective date
{when protection under UtilityShield begins) is 13 days after your
eoroliment date. If you would like to review the service
agreement prior to requesting envoliment, you can view 3 copy
online through the Citfzens Energy Group website or request »
copy by calling 1:888-544-4541, To review » copy of the service
agreement online, please visit veww.citizemenergygroup.com and
salect UtilityShield under the Energy tab located at the tap left
skde of your browser window.

Impartant: If you suspect @ natural gos fine leok, you maust
first get yourself and others out of the house and stoy o safe
distance away.

Do not aperate electrical equipment or your phone inside your
home. Call Citizens Energy Group at 1-317-924-3311 to report
your emergancy. Once Cltizens Energy Group has determined
your home s safe to reenter, call UlitityShietd to report your
ctatm at 1-800-581-B604.

Your Representations

By enrolling In UtiityShield, you represent that all systems to be
protected by the program were installed by a tcensed contractor
according to the applicable bultding code and ace In uze and in
good woridng order, and are without say leaks, fallures, or
problems at the time of your anrollment.

Other important information

This marketing mataris! is not 3 contract and onty provides a brief
description of UtflityShield. After enrolling, you will recetve »
service agreement to review. You have 30 days from the date of
your enrollment to cancel without obligation. Any service
provided under UtilityShield will be administered In accordance
with the seqvice agreement. Protection begins 15 days after your
enrgliment s processed. it 8 solely yoor respomibility to
determine your etigibility to participste in UtilityShield.

Don‘t walt untlf your systems fall, and it's too late — enroll today!
&) Mo Complete and retum the enrolimant card n the postage-patd envetope,

@ Phone: Calt us at, 1-88B-344-4541 Monddy - Friday, 8:00 3.m. - 6:00 p.m. (ET),

R NN RN N PR NN NI N I R ]

Plesse make correcuons here as needed.

Customer Name (Please Print):

SEEBIsabsYIERURIANTTVAD AN

R T E TR RN R N WA ]

Street Address:

Chy:

Siate/2p:

By encolling, Funderstand that | am purchasing a service agreement and not an insurance pelicy. Also, | certify thet thece sre
no pra-existing conditions affecting my syrtems. Furthes, | understand and agree Lhat lines or gystems with pre-existing conditiens

are not ellgble for protection under UtilityShield.

Nbasvs e abseb e
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Homeowners can‘t predict when their heating, cooling or water heater systems will fail.

But it's a fact that they do. Take the stress and expense of system repairs out of your life.

Turn costly repairs over to UtilityShield.

The average national heating and cooling repair cost can be up ko $500, by having
this protection all covered costs would be paid by UtitityShield. It is all a simple
process. Ken - Independent Contractor

NO cante - ;
NO deduc . P energy group’

Cause No.; 444

62
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$'  :m Protection:

= Furnace, Boiler or
* Central Air Conditioner
| $9.95 per month
Protection - Up to $1,750

61 Heat Pump
$18.95 per month
 rotection - Up to $2,000

at -l
' £3.95 per month
Protection - Up to $750

Bundled €, .

Protection:

&= Fumnace & Central Air Conditioner + Wa ap

a

$19.95 per month

Furnace Pratection - Up to $1,750

Air Conditioner Protection - Up to 51,750
Water Heater Protection - Up to $750

Boiler & Central Air Condlticner + Water Heater
$19.95 per month

Boiler Protection - Up to $1,750

Air Conditioner Protection - Up to $1,750

water Heater Protection - Up to $750

Heat Pump & Water Heater
$19.95 per month

Heat Pump Protection - Up to 52,000
Water Heater Protection - Up to $750

HRP Attachment 4
Cause No. 44462
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W fenergy groixp' UtllltyShleld

Service and repairs made easy.

At Citizens Energy Group, our goal Is to provide customers with superior customer service. Many of our customess have chosen to protect
themselves from expensive utility line repalrs with UtilityShield, and now we are pleased to announce that you can protect yourself from
expensive hesting, cooling and water heater system repairs too. To protect these vital systems and protect you from expensive repalr bills, we
afe peoud Lo announce the UtriityShield HYAC Systam Protection Plans.

Special savings just for youl

Since you have complete protection on >your utility lines with UtilityShield, you qualify for buge savings on a UtiityShield HYAC System Protection
Plan. By sdding the Bundled System Protection Plan (o your current UliiityShield Protection Ptan, your home will have the best protaction for the
best vatue - savirg you over $100 per year,

Did you know that a heating, cooling or water heater repair can cost you $500 or moce?

13 & fact that these hard working systems will fall 3t some point due to normal use. With UtilityShleld, taking care of covered system fallures
Is easy! Earoll in the Bundted Protection Plan, and WilityShigld will manage the covered repair, provide a qualified local contractor to perfoim
repalrs, 3nd pay the contractor for service. It’s that simplel

How do | add the HVAC System Protection Plans?

We've made R quick and simple - Just select the plan that’s best for you on the dttached enratlment card. And, as a current Citizens Energy Group
UthltyShield artomer, when you add the Bundied System Protection Plan to your current plan, you will save over §100 per year|

Enroll today to expand your protection! Ensure that your hard working yxtems and water heater are protected. The low monthly fee will be
conveniently placed on your Citizens Energy Group bill.

Choole one of two easy optians to enroll:

Frone: Call toll-free at {-8B8-544-4541, Mall: Sign and return the enrollment
| Monday - Friday, 8:00 a.m. - 6:00 p.m. (ET) card in the postage-paid eavelope.

Whether you have o funace, bolter, central alr conditloning unft, beat pump, or water heater; rest Assured that UtilityShield has the protection
you need {or the hard-working systems of your hame. Ler UtilityShield take care of the repairs and cover the costs. But you must earoll by Fridey,
January 31, 2014 1o start your protection.

Sincerely,
MA@( A &L— UdlityShicld is & produc( of The Mancheiter Graup.

Michael Slrohl The Mandwiter Group # not 3 Cidzens Enevgy Group coqpany,
Sentor Vice President, Customer Retationships and Corporate Affsirs

Yes, | want to protect myself from costly utfltty Home Phone #: DDD DDD DDDD .

system fallures.

Please check the plan you are enroiling (n: Promo Code:
System Proteci(en Monthly Price
O furnace $9.95
Check here H your address is different thaa the address listed
il 39
O Bofter ShY% D below. If necessary, please list your carrect sddregs on the
{1 Cectral alr Condittoner §9.95 back of this eard.
3 water Heater $3.95

Bundled System Protection Save over $100.007yr!  Monthly Price

[ Fumace & Cantral Al Conditioner » Water Healer  $34.00 5045
[} Bofter & Contral Ale Conditioner + Water Heater  $14.00 50427
[ Heat Pump & Watar Hoarer $14.00 LuT

Send na payment now. Your low monthty fee will ba acded to your monthly Cltirens Energy Group blll,
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Q&F

what is UtilityShtetd?

UtllltyShieta 1s 2 service dgreement that provides cepalr of
replacement service for a customer when a protected line, water
heater, or HYAC system falls of teaks due Lo aormal wear and tear
or Inherent defects in material or craftsmanship. UtilityShield s &
Manchester Group product made pvailsble to you by Citizens
Eatrgy Group.

Who s The Manchester Group!?

The Manchester Graup §s part of 1GS Energy — one of the largest
privately held energy products and sevvices companies in the
country.

Why do | need UtlliftyShteld?

You own your utility Unes, woler heater, and HVAC system, and
whiea they fall through normal use, the hasste and expense of
repatrs are your cedponsibility. UtllitySiveld protaction takes care
of the vepalr for you.

Doasi't homeownar's (nsurance cover the cost of repairs?
Homeowners Insucance typlcally does ool cover the cost of
repsirs because utility line, HYAL systems, and water heaters
cypically fafl through normat use, and this type of (allure is not
covered under homeowner's fnsurance. In fact, 8 report by the
National Association of tnsurance Commissioners warned that
most homeowners incorrectly assume thete types of repalrs are
covered hy thelr hameowners’ polictes.

)3 there a fee o cancel?
No. There Is no tong-tesm commitment with Utility$hield. You
raady cancel the proteclion at any tLime - no questions piked.

what do | do Il | need a repain?

Yo report 3 loss of service on & protected system, simply aall
UtfikkyShiedd. UtilityShield will have a qualified contractor contact
you — ususlly wilhin 12 hours ~ to schedude repairs orovided under
UtilityShield.

brimslmedmuasi A EEra b ivinueasy

UtflityShleld Overview

UtitityShield’s system  grolection plars provide repair or
replacement sarvice if & protected system faills due to normat
wear and tear or inherent defects in meterial or craltsmanship.

You will recetve protection only for the eligible systems which
you have enrollad, and only if the plan feer have been paid
according Lo the service agreement.

UtitityShield only provides service (o falled gysterms which will fail
due to a covered cause. Other limitatiom and exclusfons apply.
Pleawe sead your entire service agreement.

Etigblliy

You must own and be résponsible for the singte family dwelllng,
planned unit development, or mobile home to which the
prolected systems are stisched. Further, you must be resporsidle
for the upkeep of all the protected systems.

HRP

Cause Mo, 14462 Cays
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What does Cltizens do with revenue received from
UtstityS hletd?

Citlzens contributes ah proceeds received from UtilfiyShleld \o
the Warm Heart Warm Home Foundation™. [n 1994, Citfzens
Enecgy Group established the Warm Heart Warm Home
Foundation™ to assist families and Individuals who are Taced with
{inanclal hardships. To date, UrilityShield has generaled over
5600,000 to assis families with paying their utility blls.

Row will | obtain the secvice sgreement?

After your enrollment request (s processed, you will be malted »
UtliyShleld service ag t. Your enroll date will be the
date your enrollment request i processed. Your effective date
{when protection under UtittyShield begins) is 13 days after your
enrollment date. You have a3 30 day “free-look perfod™ irom your
enrollment date to review the service agreement. Il you cancel
during the “freclock™ period, you will owe nothing and will not
be etigible for service under UtRityShield. Any service provided
under UtitityShield will be adminstered according to the servioe
sgreement. If you would like 10 review the service agreement
prior to requesting enroliment, you can view » copy online
through the Citizens Energy Group website or request a copy by
calling 1-888.544-454t. To review a copy of the service
sgreement ontine, plesse Visit wavw, citizensenergygroup.com and
select UtilityShield under the Energy tab located at the top left
side of your browser window.

(mportant: If you suspecl o notural gas line (eok, you must
first get yourself ond others out of the house and stay a sofe
distonce owpy.

Do not aperate etectrical equipment or your phone inside your
fome, Call Citlzens Energy Group at 1-317-924-1311t to repont
your emergency. Once Citizens Energy Group has determined
yowr home Is sale to reenter, call UtilityShield to report your
clalm at 1-800-581-8504.

Additional Information sescie s cis i rs it rsinrravaatanaairn

Your Reprasentations

By enrolling (n UtltityShield, you represent (hat all systems to be
protected by the program were installed by » licensad contractor
according to Uhe dpplicadle building code and are in use and In
good working order, and are without any leaks, faitures, or
problers at the time of your enrollment.

Oxher Important informatkon

This marketing material #3 not 8 contract and only provides a brief
description of UtitityShield, After enrolling. you will receive o
service agreement Lo review. You have 30 days from the date of
your encoflment lo cancel without obligation. Any service
provided undey UtitityShietd will be administered in accordance
with the service agreement. Protection begins 15 days after your
enrollment s processed. It 1s solely your responsibitity to
determing yous eligibRity to participate in Dlal(tyShield.

I R R R L R T R T I I T R P P S T R T

Dont walt unti! your systems fail, and It’s too late — enrall odayl
& Mall: Complete and return the encollment card In the postage paid envelope,

ﬁ Phone: Call us at, 1-BBS-544-4541 Monday - Friday, B:00 a.m. - 6:00 p.m. (ET).

Please make correctons here as needed,

Customer Name (Please frint):

D N N N N R L R N R N L R R R I I IR R N

Street Address:

City:

State/2ip:

By enotling, | understand that | am purchasing 8 service agreement and not an nsurance policy. Mlso, | certify that there are
no pre-existing conditions affecting my Syttems. Fusthey, | ynderstand and agree that linet or systems with pee-existing conditions

are oot aligible far protection under UdliityShisld.
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Homeowners can’t predict when thelr heating, cooling or water heater systems will fail.
But it’s a fact that they do. Take the stress and expense of heating, cooling, and water heater
system repairs out of your iife, Tum costly repairs over to UtllityShield.

e

"The average national heating and cooling repair cost can be up to 5500, by having
this protection all covered costs would be paid by UtilityShield. It is all a simple
process.” Ken - Independent Contractor

NO cancellation fees.
NO deductibles. o Energy group’

HRP Attachment 4
Cause No. 44462
Page 12 of 32
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@ :e, Boiler or
ral Air Conditioner
9.95 per month
r fotection - Up to 51,750

Pump
15.95 per month
otection - Up to 52,000

Tfate
«3.95 per month
Protection - Up to $750

- rotect

Furnace & Central Air Co r+' r Heater
$19.95 per month

Furnace Protection - Up to 1,750

Air Conditioner Protectfon - Up to §1,750

Water Heater Protection - Up to 5750

Boiler & Central Air Conditioner + Water Heater
$19.95 per month

Bofler Protection - Up to $1,750 1
Air Conditioner Protection - Up to $1,750

Water Heater Protection - Up to $750

' *ump & Water | r
$19.95 per month

Heat Pump Protection - Up to $2,000
Water Heater Protection - Up to $750

HRP Attachment 4
Cause No. 44462
Page 13 of 32
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\;) energy grosup' Utll]tYShlEld

Service and repairs made easy.

At Citizens Energy Group, our goal (3 Lo provide customers with superior customer service. Many ol ouc customers have chosen Lo protect
Lhemsalves rom expeasive utilily line repaln with UtitityShield, Band now we are pleased to anmounce that you can protect yourset! from
expensive heating, coollng and wates heater system repairs 1oo. To protect these vital systems and protact you from expensive repais bilts,
we are proud 10 snnounce the UtilityShield HVAC System Protection Plans,

Since you already have UiilityShield protection on one or more of your utllity limes, we wanted you to be the first 1o know that we now ol(er
the same great psotaction for your heating, cooling and water heater sytiems.

01d you know that a heating, cooling or water heater repalr can cost you §500 or more?

It’s & fact that thase hard working systems wilk 12/l st some polnt due to normal use. With UtifityShiald, taking care of covered system fallures
(s @asy} Enrall $n the Bundled System Protection Plan, and UtilityShield wil manage the covered repalr, provide a qualified local cantractor to
parform repairs, and pay the conteactor for service. 1’s that simplel

How do t add the HVAC System Protection Plans?

We've made It quick and simgple - Just select the plan 1hat’s bst (or you on the aitached envollment card, Yake advantage of adding the Bundled
Protectian Plan to your UtilityShield Protection Plan today and save over $35 pes year|

Enroll today to expand your protectionl Ensure that your hard working systems and watec healer are protected, The Low menthly fee witl be
conveniantly placed on your CRfxens Energy Group bill.

Choose one of two easy options to ¢nrail:

Phone: Call tofl-free at 1-388-544-4541, B All: Sign and return the enrollment
Monday - Friday, 8:00 3.m. - 6200 p.m, (ET) ird In the postage-pasd envelope.

Whether you have a fumnace, doiter, central air conditionlag untt, heat pump, or water bester; rest assured that UtitityShield has the protection
you need for the hasd-working systems of your home. Let UtthitySh'eld take care of the repairs and cover the costs. But you must enroll by Friday,
January 31, 2044 to start your protaction.

e v

Michael Stroht Uuti/Shield Iy 5 product of The Manchester Growp.
Senlor Vice President, Customer Relationships and Corpocala Atfaln The Manchesier GIoup 13 ot A CITUTand Energy Group CoOmpany,
L[] ————
—
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Yes, | want to protect myself from costly wtility Home Phone #: |:| l:] I:l EI El D D [:l D [:l

system fallures,

Please check Lhe plan are enrolting in: R
System mecp:myw ? Monlhly Price Promo Code:

(] Furrisce $9.95

Qt.. €9.93 Check here {f your address ks different than the address (itted

07 wa igitionar NTY I below, If necessary, pledse Uit your correct sddress on the

O HestPump — i back of this card.

{0 Water Hester $3.95

Bundted System Pratection Save ovar $15.00/yr)  Monthly Price
[ Fumae & CentrmtAlr Conditknar » Water Heater §19.98
O satier & Central Alr Conditionee + Water Heater  $19.95 ==
O Heat Pump & Water Heater $19.98 .47
$end no payment now. Yaur low monthly fee will be added to your monihy Clitzens Energy Group bill.
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Q&A .

what s UtlistyShield?

OUiRyShiels (s a service agreement that provides repafr or
réplacement service for 2 astomer when a protected line, water
hedter, or HYAC system (alls of teaks due 1o normal weasr and tear
of inherent defects In material or crafl hip. UtilityShield is a
sanchester Group product made avaltable Lo you by Cilizens
Energy Group.

Who {s The Manchester Group?

The Manchegier Group i part of GS Energy ~ one OF the largest
privalely held energy producls and services companles in the
countey,

Why do | need tillityShiel(d?

You own your utility lines, water heater, and HVAC system, and
when they {ai( through normal use, the hassle and expense of
repales are your responsibllity. UtiitlyShietd pratection takes cars
of the repaie for you.

Doash't homeowner’s lnsurance cover the cost of repalrs?
Homeowmers fnsurance typically does not cover the cost of
repatrs because wtility fine, HVAC systems, and water heaters
typically fall through normal use, and this type of failure Is not
covered under homeowner’s Insurance. In fact, 3 report by the
National Assoclation of hsurarce Commissioners wamned (hat
most homeowners incotrectly assume these types of repalrs are
covered by thefr homeormers’ policles.

Is there 2 fee to cancel?
No, There Is no long-term commilment with UtilityShield. You
may cancel the prodection at any time ~ no questions asked.

What do [ do If | need & repair?

To report 3 lo%s of service on B pratecled system, simply call
UtltieyShield. (tilityShield will have » qualilied contractor contact
you — ustally wittda 12 hars — t0 schedrde repairs provided under
UtlityShield.

UtilityShield Overview

WilityShield's system prolection ans provide repals or
replacement service If a protected system fails due to nonmat
wear and tear of inherent defects in material or craftsmanship,

You will recelve protection only for the eligible systems wisich
you have enrolled, and only H the plan fees have been pald
according to the service agreement.

UtitityShield only provides service to fafled systems which will fall
due 10 a covered case. Other limitations and exclusions 3pply.
Please read your angire 1enice dgreement.

Eligibltity

You musl own and be reipongidle for the single famfly dwelling,
planned uvail development, or moblle home to which the
protaciad syslems nde altached. Further, you must be responsitle
for the ugkeep df al( the pratected systems.

........ R S B N R L R
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What doss Cftixens do with received (rom
UtltieyShleld?

Citizens contributes all proceeds recelved Irom UtliityShleld to
the Warm Heart Warm Home Foundation™. In 1994, Citizens
Energy Group established the Warm Heart Warm Home
Foundation™ to assist famflies and Individuals who are faced with
financlal hardships. To date, UtilityShield has generated over
$500,000 to assist familles with paying thelr utility bills

revenue

How will | obtain the sarvice agreement?

After your encollment request s processed, you will be mailed a
UtRityShield sarvice ag nl. Your enroliment date will be the
date your enrollment request Is processed, Your effective date
{when protection under UtitityShield begins) Is 15 days after your
enrollment date. You have a 0 day "free-look period” from your
enroliment date to review the service agreement. If you cancel
during the “free-look™ perfod, you will owe nothing and will not
be eligible for service under UtilityShield, Any service provided
under UtilityShield will be sdministered according Lo the service
agreement. If you would Ike to review the service agreement
prior to requesting enroliment, you can view 3 copy online
through the Citfzans Enargy Group website or request a copy by
calling 1-888-544-4541. To review a copy of the service
agreement online, please visit vavw.citi oUp.com and
salect UtHRyShield under the Energy tab located at the top left
side of your browser window.

impostant: If you suspect o natural gos line leak, you must
first get yourself and others oot of the hause and stoy o 3ofe
distance oway.

0o not operate electrical equipment or your phone inside your
home. Calt Cltizens Energy Group at 1-317-924-3311 to report
your emergency. Once Cltizens Energy Group hes determined
your home i safe to reenter, calt UtilityShield to report your
<laim at 1-800-581-8604.

Your Representations

By eawolling in UtiityShield, you represent that all systeas to be
protected by the program were Installed by a licensed contractor
according to the spplicable bullding code and sre in use and in
good working order, and are without any lesks, failures, or
problems at the time of your enrollment.

Other important information

This marketing material is not a contract and only provides a brief
description of UtilityShield. Aftes enrplling, you will recelve 3
sacvice agreement 1o review. You have 30 days from the date of
your enroliment to cancel without obligation. Any service
provided undar UtlityShield will be sdmlalstered in sccordance
with the service agreement, Protection begins 15 days after your
envollment f5 processed, it s solely your responsibiity to
determine your eligibility to participate In thilityShield.

Page 1S of 32
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Don?t walt until your systems (ail, and ft’s too late — enroll today!
£ Mak: Complete and retumn the enrottment ¢brd in the pastage-patd envelope,

@ Phone: Call us at, -888-544-4541 monday - Friday, 8:00 a.m. - 600 p.m. (ET).

PevEams A aBE IR II E R R AR TN beisrsusanrran ErEsvarEsEaE AP nanan RiVIE N AN A aan o na

Please make corrections here as needed.

Customer Name (Please Pnnt):

Street Address:

Chy:

State/Zip:

reement and nol an nturance poly. Also, | certity that there are

By enrolling, ) understand that | am purchasing & service
rstand and agree Lhat lines or syrems with pre-existing conditlons

no pre-existing conditions affecting my systems. Further, )
are nol eligitie for protection under UtiliyShietd,
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| W energyegposup' UtilityShield

Service and repalrs made easy.

Al Civizens Energy Groop, we are conUnually striving to bring you the best products and services Lo meol your needs. You can now peotet
yourself from expensive heatlag, cooling and water haater system cepalrs. To protect these vital systems and pratect you (rom expensive
cepait bitls, we ace proud Lo announce the UtilityShizld HVAT System Protection Plans.

Did you know that a heating, cooling or water heater repair can cost you $500 or more?

I’ & fact that thess hard working systems will fall at some paint due to normal use. With UtilityShield, taking care of covered yystem
(altures Is @asy! Ensoll in the Bundied System Protection Plan, and UtllityShield will manage the covered repair, provide a qualified local
contractor to perform repairs, and pay the contractor for service. It's thal simplet

Hows do t enroll in the HVAC System Protection Plans?

We've made {L quick and simple - just select the plan that's best for you on the attached enrollment card. Take advantage of enroliing in
the Bundled Sysiem Prolection Plan taday ang save over $15 per yaart

Start your protection today! Ensure that your hard working RVAC systems and water heater are protecied. The low monthly fee will be
conveniently placed on your Citizens Energy Group bitt.

Cheose one of two easy optlons to enroll:
" Prene: Call toll:free Bt 1-888-544-4841, ' Aall: Sign and relurn the enroliment
Wonday - Fridey, 8:00 a.m. - 6:00 p.m. (ET) carg (n the postage-paid enwelope.

Whether you have a furpace, bolles, central alt conditioning unit, heat pomp, or water heates; rest assured that UtihtyShield has the
protection you need for the hard-working systems of your home. Let UtitityShleld take ¢are of the repairs and cover the costs. But you
must encolt by Friday, Januacy 31, 2014 (o start your protection.

Stncerety.

Yop s

chael Siroht
Senfor Vice President, Customer Relationshipa and Corporate Affalrs

UNULShicld fs & praduct of The Manchester Group.
They Manchesler Graup 3 ol A Citizens Inevgy Group company.

Yes, 1 want 10 protect myself from costly utility keme pProne #: ][]0 (10300 10100

system fallures.

Please check Whe plan you are enrolling (n: .
Symem Frolecpl(ImY : Monthly Price Promo Code:

[ Furnace $9.98

o »~ §9.95 {T] Check here Il your address is different than Lhe address tisted

O ceatalAlr  Aditio. 49.95 below. If neceysary, please List your correct address on Lhe

[0 Hest Pump $18.95 back of this card.

[ Water Heater $1,95

Bundied Systemn Proteclon $ave over $15.00/yrl  Monthly Price

a _l'rgn_u:_e- & Certr ‘Tiunet o Water Heater $19.95 RS
[ Bolier & Centesl Alr Conaitioner « Water Heoater $|9.9.'.1__;__ __'
[0 Heat Pump & Water Heater $19.95 > 7

Send na payment now. Your low monthly fee will be added to your monthly Citizens Energy Graup bill.
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Q&A oo

What Is UtilftyShiatd?

UtilityShietd ts 8 service agreement thal provides repalr or
ceplacement service for a customer when an HVAC or walter
heater system (ails or beals due to normal wear and tear or
inherent defects (n materidl or craftymanship. UtllityShield s a
smanchester Group product made svailable to you by Cltizens
Energy Group.

Who {5 The Manchesiar Group?
The manchester Group (s part of 1G5 Energy — one pf the {arget
privately held energy products ond services companles in the

counry.

Why do | need UtitityShield?
You own your water heater, and HVAC system, and when they fal
through normal use, the hasde and expense of repairs are your
responsibility. UtilityShield protection akes care of the repalr

for you.

Ooesn’t homeowner’s {nsurance cover the cast of cepalis?
Homeowners ingurance typically does not cover the cost of
repalrs because HVAC system3, and water heaters typically (ai(
through normal use, and this type of fallure ks not covered under
homegwner's insurance.

15 there 2 lee to Cancel?
No. There 5 no long-term commilment with UtitityShield. You
may cancel the protection at any time — no questions asked.

What do | do il I need » repalr?

To report & (058 of service on a protected system, timply call
UtilityShield. WRilityShield will have a gqualified contractor
contact you — ususlly within 12 hours — to schedule repairs
peovidad under UtilinyShield.

UtfiftyShield Ovarview

UtilityShield’s system protection plans provide repafr or
replacement service il a protected system (alls due to normal
wear and tear o inherant defects In material or craftsmanzhip.

You will receive protection only for the eligible systems which
you have earolled, and only I the plan fees have been ppld
sccording to the service agreement.

UtilicyShleld only provides service to falled systems which will fafl
due to a covered cause. Other Uimltations and exclusions apply.
flease redd your entire secvice agreement.

Bugldllity
You must own pid be respansible for the singte family dwelling,
planaed unil developmenl, or mobile home to which the
protected systems are attachad, Further, you must be responsible
for the upkeep of all the protected systems.

HRP
Cnme No,: 4452 CRUS

OUCC DR - 1S
Pase 2002

what does Citizens do with revanue received

from UttHyyShleld?

Cittzens contributes all proceeds received from UtllityShield to
the Warm Heart Warm Home Foundation. In 1994, Citizens
Energy Group established the Warm Heart Warm Home
Foundation™ Lo amsist familles and individuals who are faced with
financlal hardships. Yo date, UtlityShield has generated over
$600,000 to assi%t familias with paying thelr wtiltty bills

How wiil { oblaln the service agreement?
After your encollment request fs processed, you will be malled 3
UtilityShietd service ag: M. Your 1l date will be the
date your encollment request is processed. Your elfective date
(when protection under UtilityShield beging) {5 15 days after your
emallment date. If you would like to review the service
L prior Lo requesting enrallment, you can view a copy
ontine through the Citlzens Energy Group website or request 3
copy by catling 1-888-544-4541. To review 3 cogy of the servke
agreement online, please visit www. cltizensenergygroup.com and
select UtilityShield under the Energy tab located at the top laft
side of your browser window.

Important; If you suspect o naturol gas line leok, you must
first get yourseif ond others out of the house and stay & sofe
distence owoy.

Oo not operate electrical equipment or your phone Inside your
home. Call Citizens Energy Group at 1-317-924-3311 to report
your emergency. Once Citizens Energy Group has determined
your home fs sale to reenter, call UtilityShield to report your
clalm at 1-800-581-8404.

Additional Information ==+ crcrsrvnvnararaan. sivmessuswenas .

Your Representations

By anrotling tn UtILityShield, you represent that sll systems 1o be
protected by the program were instalied by 8 licensed contractor
acoording to the applicable bullding code and are In use and In
good working order, snd are without any leaks, faflures, or
peoblems at the time of your enrollment.

Othet Important Information

This marketing material Is not & contract and only provides & brief
description of UtlityShield. After enrolling, you will recetve &
secvice agreament to review. You have 30 days from tLhe date of
your enrollment (o cancel without obligation. Any service
provided under UtilityShietd will be sdministered in accordance
with the service agreement. Protection begins 15 days after your
enrollment Is processed. R s solely your responrsibility to
determine your eligibltity to participate in UttityShield.

Don’t walt until your systems fafl, and ft’s too late — enroll todayl
) Mall; Complete and return the enroliment card In the postsge-pald envelope.

§ rnone: Calt us at, 1-860-544-4541 Momhy Fridsy, 8:00 ».m. - 6:00 p.m. (ET).

resbaarEan Crearimi i uena

Please make carrections hece & neaded.

Customer Name (Please Print):

Sereserimanrnw sesimuan

IR R R R R N I I I I}

Street Addeess:

Clty:

State/2fp:

8y eivolling, t understand that | am purchaning a sefvice sgreement and not an Insurance policy. Also, ) certity that there are
no pre-existing conditions affecting my systems. Further, undesstand and agree Lhat {ines or systerms with pre-existing conditions

are not aligible for protection under UtilityShield.

Vear=are

0. 44462

ttachment 4
No.
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Homeowners can’t predict when their heating, cooling or water heater systems will fail.
But it's a fact that they do. Take the stress and expense of heating, cooling, and water heater },
system repairs out of your tife. Turn costly repairs aver to UtitityShield.

"The average national heating and cooling repair cost can be up to 5500, by having
this protection all covered costs would be paid by UtilityShield. tt is all a simple
process.” Ken - Independent Contractor

NO cancellation fees. YL, _, i
NO deductibles. P enc gy Sivup’

gy

C_Buckslip Nig.inds 1 2726014 9:46 AW



S - o

=3 Furni e, Boiler or
Centi af Air Conditioner
$9.95 per month
Protection - Up to $1,750

=2 Heat Pump
$18.95 per month
Protection - Up to $2,000

“*fater Heater

. 3.95 per month
Protection - Up to $730

G _Buckslip.Mg.indd 2

Bundled System Protection:

P Furnace & Central Air Conditioner + Water Heater
*19.95 per month
urnace Protection - Up to 51,750
ir Conditioner Protection - Up to $1,750
viater Heater Protection - Up to $750

Botler & Central Air Conditioner + Water Heater
“19.95 per month
oiler Protection - Up to 51,750 a
ir Conditioner Protection - Up to $1,750
fater Heater Protection - Up to $750

fa Heat Pump & Water Heater
$19.95 per month
Heat Pump Protection - Up to $2,000
~Yater Heater Protection - Up to 5750

Cause No.: 44462
OUCC DR - |.H5h

202504 TAB AM

HRP Attachment 4
Cause No. 44462
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<P energy grgjp‘ UtilityShield

Service and repairs made easy.

At Citlzens Energy Group, we ate continually steiving to bring you the best pradikts end services Lo meet your ageds. You can now protect
yoursel! Iromn expemive heating, caoting ard water heater system repairs. To protect these vital systems and protect you Irom expensive
repall bi(s, we are proud Lo announce the Ui Shield HYAC System Protection Plans.

Did you know that a heating, cooling or water heater repair can cost yow $500 or more?

It’s a fact that thasa hard wotking systems will fall at some point due 10 normat use. With LtilityShield, taking care of Covered system
{aflures s easy! £arol in the Bundled System Proxection Plan, and U:(lyShizid will manage the covered repalr, provide a qualified locat
contractar to perform repaies, and pay the contracter lor service, It's that simplel

How do | enroll In the HVAC System Protection Plans?

We've made it quick and simple - Just select the plan that™s best for you on the sttached enraliment ¢ard. Take sdvantage of envotling In
the Bundled System Protection Plan today and save over S35 per yearl

Starnt your protection today? £asure that your hard woeking HYAC systems and waler heater are protected. The low monthly fee wilt be
conventently placed an your Citizens Energy Group bfil

(haoose one of two easy options to enroli:

Phone: Call vell-free ad 1-B98-544-4541, MaIL: Sign and return the enraliment
\ Monday - Friday, 8:00 8.m. - 6:00 p.m. (ET) card In the pottsge-patd envelope.

Whether you have a furnace, bolier, central alr conditioning unit, heat pumg, or water heater; rest assured that LlitityShietd has the
protection you need for the hard-working systems of your home. Let UutityShield take care of the repains and cover the costs. But you
must endalt by Friday, May §, 2014 to start your protection.

Sincately,

Greg Sawyers,
Director of Cuttomer Relatlonships

UOIE S5 S Is 3 proguct of The MAncherer Group.
Tne Myachetr Group I8 nod a Cltizrent Energy Group compady.

YES, } want te protect myself from costly vtility Home Phone #: DD D |:| D I:l D DD D

system fajlures,

Please chack \he ptan are enrolling In:

System Plo(ecptllmm e Monthly Price Promo Code:
[ Furnace so-
[ Botter 8y, D Check here if your address i different Lhan Lhe address tisted
[0 CentralAlr Conditioner T89.98 betow. If necessary, please Ust youwr correct address on the
[] Heat Pume T back of this card.
) Wster Heater 5395

Bundled System Protection Save aver §35.00/y7.  Monthly Price
(O Fumace & Cantral Al Conditioner = Watee Heater 519,951
[ eolier @ Central Afr Conditioner » Water Heater  $19.95 ;. i~
[ Most Pump & Waler Hoater 81995 L —

Send no payment now, Your tow monthily fee will be added to your momhly Citfzens Energy Group blll.
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Q&A about UtilityShield

What {s UtllicyShield?

UtitityShield i3 a service mgreement that provides repair or
replacement service fof 3 customer when an HVAC or water
heater system fails oc leaks due W normal wear ang tear or
fnherent defects in malerial or craftsmanship. UtliityShield & »
Manchester Group product made pvailable to you by CHizens
Energy Group.

wno {s Tte Manchester Group?

The Manchester Group Is part of KGS Energy — one of the largest
privately held energy products and services companies in the
country.

Wiy do | need UtllityShietd?

You own your watet heater, and HVAC system, and when they {21l
Uvough normal use, Lthe hassle snd expense of repain sre your
responsibility. UtilityShield protection lahes care of the repair
fot you.

Doesn’t hompowner’s {nsurance cover the cost of repalry?
Homeowmers insurance typically does not cover the cost of
repayrs because MVAC tysiemt, And water heaters typicalty fall
through normal se, and this type of faliure is not covered under
homeowners tnsurance.

is there 5 1ee Lo cancel?
Ko. There s no tong-term commilmenit with WeilityShleld. You
may cancel the protection at any time — no questions ashed.

What do tdo If t need 8 repair?

To report & 1053 of service on d protected system, simply cetl
UtilityShield. URRityShield will nave s quatified contractor
contact you — usually within 12 houns ~ to whedole repafrs
provided under UtilityShield.

I R R R seaarwrdan

UtilityShleld Overview

UulltyShleld's system protection plans provide ctepaly of
replacement sarvice W a protected system falls doe o normal
weas and tear or inherent defects in materisl or crafsmanship.

You will recelve protection only for the eligible sysiems which
you have enrolled, and ooly if the plan fees have been pald
according to the service agreament.

WtilityShield only provides service to falled systerns which will fall
due to 3 covered cause. Other limitations and exclusions apply.
Please read your entire service agreement.

glgidiiicy

You must awn and be responsitie lor the single family dwelling,
planned unit development, or moblle home to which the
protected systeima are attached. Further, you must be responsible
for (he upkeep of all the protected systems.

Additional Informnation s«s«--r x> Yrirarvurasan

HRP Attachment 4
o L Cause No. 44462
Page 21 0{32

Page 2ol 1

What Soes Citlzens do with revenue recetved
from UtilftyShield?

Cltizens contnbutes all proceeds recelved from UtitityShie(d to
the Warm Heart Warm Home Foundation. In 1994, Citizens
Energy Group esiablished the Warm Mesrt Warm Hoow
Foundation™ to a1sist famflies and individusls who are faced with
fnancial hardships. To date, UtiiityShield has generated over
$700,000 o assist families with paying thair utlity bils

How wilt 1 obtain the service agreemeant?

After your enroliment request kprooemd you wAll be malied a
UtikityShield service ag il t date wil{ be the
date your enrollment request k procomd Your effective date
{when protection under UtitityShield begins) (s 15 days after your
enroliment dote. If you would like to review the service
agreement prior to requesting enroliment, you can view a copy
online through the Cltizens Energy Group website or request &
<opy by calling 1-888-544-4541. To review a copy of the service
agreement online, please visit www.citizensenergygroup.com and
select UtilityShield under the Energy tab located at the (op left
side of your browser window.

tmportant: if you suspect a natural gos line leok, you must
first get yourself and others our of Lhe house ond stay o sofe
distonce oway.

Do oot operate electrical equipment or your phone inside your
home. Call Citlzens Energy Group at 1-317-924-3311 to report
your emergency. Once Citizens Energy Group has detarmined
yaur home Is safe to reenter, call UtilityShield to repont your
clalm st 1-800-581-B504.

svsassiveempmt

Your Repretentations

By envotling In UtliityShield, you represent that all systems to be
protected by the program were instalied by a licensed contractor
according to the appticable bullding code and are in use and in
good working order, and are without any leaks, faflures, ot
problems at the time of your enroliment.

Other Important information

This marketing matenal (s ot a contract and only provides a brief
description of UtlityShield. After enrolling, you will receive »
service agreament Lo review, You have 30 days from the date of
your enscllment to cancel without obligation, Any service
pravided under UtllityShield will be administered in accordance
with the service agreement. Protection begins 15 days after your
enfollment s processed. It Is solely your responsibility to
determing your &ligibllity (o participate n UttiityShield.

Crerlelruvelsr a4
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Dont walt until your systems fafl, and 1t’s 00 tate — enroll todayl
22 Moit: Complete and returm the enroliment card in the pestage-pald envelope.
B Phone: Callus at, 1-886-544-4541 Monday - Frkday. B:00 s.m. - 6:00 p.m. (ET).
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Please make eorrections here as needed.

Customer Hame (Please Frint):

Street Address;

City:

State/1ip:

By enrofling, | understand that | am purchasing 3 service agreement and nol an insurance policy. Also, { certify that there are
no pre-exdsting conditions sffecting my systems. Further, ] understand and sgyee that Lines or systems with pre-exls(ing condtifons
are no1 eligible for protection inder UtilityShfeld.
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Homeowners mist  nly thinl
utility line breaks and faflures
are covered under their standard
homeowners' poficies.

b Y »30 ¢l
mofe +hay for a utility
 « «n Mle an insurance
cli aho “e.

-

LT e o Tt St

LilikgSh r3d Ovpevigw

Uemyihic s ity Hme protection plad provide repafr
or repl wrvice if & pr d bre: fafh due to
ol weat and ieeT of inherent defocs in materal
or crafoamarship.

Your vl receive protaction only for the sligible Hnes
which you have earolied, and o0y If the plen fees
hirve boen paid agorcing b the ecvice agroement.
Uity Shic 1 andy provides wrvice to protacted lines
which Tall duw to 3 coverad cause, DUher Bmitations
nd e Lircbey adply. Mleaie redd your ehtiee 3orvice
prwerrent

Engminey
You Mt pwn and be resporsible for Che srgle Famity
dwrelling, plannes NIt dirlopaent(e. . tommhomes), or

muobile howme o which ther protected Lines are attached,
Further, yeru it be responsioly for the uplisen of all
Ehr protechad bines,

Your Repratentaion
By enrllbey In L%inyShicld, you repretynt tht ol bnes
tnbep d by the program serg Ivtalled by »

Heemand contrctor acconding o the applicabie bufiding
code, M Curently conmected 1o Thr pUBIK LTIty |l
arvll seplc TRk are agceptabie), are In i and in posd
working order, and are without any feaks, falures,

o probdensy nt the S of your soroliment.

Other Wmportend informstion
This mariteting matertal is ol & contract mnd
orlly provides a bee? description of LitinyShield,
After erwolting, you will recetve & Copy of the service

6 Farviewy, Youl harwy 3 30 dry Troeedonic pericd
with QourSteets, If you camcat within X) days of
anrpilment, you witl ovwe nodring. Any service provided
e Ul yhigid will be adentnistered In accordance:
with the: SErvice: sprwwrmem. Progection begim 15 days
afoer your enveliment i processed. It i zolely your
rexpomibility to detevmine your elipiility to participate
in Uuly d.

Gotmy. Tt Klaradipns Gopmp : Citizens
6 ot 4 Ui Ly Govngn COrvy. &neriy group
et Crm———r gy —. S
The Bedunins Grmep

O ar 051 ¢ Cnlblie, OW AOET R

~'_
Utilit~

for Citizens erqy Group Customers

- €Nergy group’
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Pupr2od} -~
Exclusive Protection for « 1s En “roup Cr'- 5
First month free, then
$3.95 per month therealber
o Averape Reoer Cost ¢ $650 - $1000
inside Gas Lines i Protection | U ta $2,000 per Iine
— First month free, then
£7.50 par month thereafter
— Averags Repair Cost | $652 - $1.200
All Insid Protection | Up to $2.000 per lina
Gas, Elctric, Water & Sewer
—_ - First month free, then
$14,95 per month thereafter
. : Averape Repsir Cost | $850 - $4500

All lr_.de Lines + Outside Water & Sewer Lines

Curside Sewer | Protaction | Up to $8000

P T I I r ey

It'sa t:Youc
in Utility
20 years and stil
single utility line

i protection for over

Ingicie Lines 1 Protection | Lo to $Z.000 per fne
Ouriade Water | Protectian [ Up to $4.500

ould be enrolled

| pay less than a
Tepair.

’ .
DI i
utitityShiel > protect ) citizens
3 » . . ine repairs. energy group ‘
E—
| | —

— Enrol' Matl: Compiste and retuem: the enclosed snrolbment cas

Today Phone: Callus ot 1'888'544‘4541, Mon__,
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Jgnergy groﬁp‘ UtllltYShleld

Service and repairs made easy.

At Cltizens Energy Group, we are continually striving to bring you the best products and services to meet your needs. In order to
protect yourset{ from expensive utflity tine faflures, we ace proud to offer UtilityShield.

Are you aware that you own your utillty tines?

Mot homeowners aren’t. And, It's a fact that over Lime these hardworking lines will fall due to normal vse. Because you awn your
lines, you are responsible for the repairs when they fail, and the repalrs can cost thousands of dollars.
With UtilityShield, taking care of covered utility line fallures is easyl

As a Citizens Energy Group customer, you are eligible to recejve utility line protection with UtitityShield. Once you are enrolled
in UtilityShield, the program wilt manage covered repairs, provide a local contractor Lo perform repairs, and pay the contractor
for service. It’s that simple!

How do | get protection?

Because you're a valued customer, gelting the protection you need is easyt Just select the plan that you want on the attached
enroliment card and return In the postage-pafd envetope provided. You will gel your first moath of prolection free, and then
the tow monthly fee will be conveniently placed on your Citizens Energy Group bill.

Enroll today and join thousands of Citfzens customers who have turned their expensive utility tine repairs over to UuitityShield.
8in you must enroll by Friday, May 9, 2014 to receive your first month of protection free.

it’s simple 1o enroll, choose one of two easy options:

Pharo: Call Lotl-lraw L 3-888-544 4541, T Mall: Sign and retum the envollment
Sincerely, Hhonddy - Friday, B:00 a.m. - 4:00 p.m. (ET). card In the postage-pa)d anvelape.

Greg S3wyers,
Director of Customer Relatlonshlps

P.S. - Don’t forgetl Enroli by Friday, May 9, 2014 to receive your first month of protection for free.

[T R R R WD T o

oo en — —— -

D Check here if yous sddress Is different than the address tisted

Yes, | want to protect myself from utllity line repairs. below. If necescary, please st your correct sddress on the

Please check the plan you are enrolling in: back of this card.

Inside Gas Lines @ First month free,

Inside Electric Lines then $3.95 per month

ereaflter

D All Inside Lines First month free,

Gas, Electric, Water & Sew. then §7.%0 pey month .

s, Hloctric, Woter Sewer therestier Home Phone 42 [ ][][] (11300 OB00

[ ] Complete Protection First month free, ~ Signature:
T All Inside Lines + Then STAS5DE/ MONTh plrare posy i 1 acon Oolomes Erengs Croes ot s o DNn ks

Outside Waler & Sewer Lines thereatter curyes on my Ctaers Eneryy Groug biX.

Promo Cade:

I( you do not Rave laikde ga1 Ifnes ¢afl w3 {or pratechion epiions.

Send no paymant now. Your Jow monlhly (ee will be added to your monthly Cltizens Energy Group bill,
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Q&A

What Is UtifityShield?

UtiityShield is a service agreement that provides cepair or
replacement service for a customer when a protected line
falls or teaks due to normal wear and tear or inherent
defects in material or ccafismanship. UilityShield & a
Manchester Group product made avallable to you by
Cltizens Energy Group.

Who i3 The Manchester Group?

The Manchester Group is part of 1GS Energy — one of the
largest privately held energy products and services
companies in the country.

why do | need UtitityShield?
You own your utility lines, and when they fail through
normal use, the hassle and expense of repalrs are your

responsibility. UtilityShteld takes care of the repair for you.

Doesn’t homeowner's Insurance ¢over the cost of repalrs?

No, because utitity lines typically faR through normal vse,

ana this type of fallure is not covered under homeawner’s

fnsurance, In fact, a report by the National Association of

nsurance Commissioners warned that most homeowners

Incorrectly assume broken utility tines are covered by their
rs‘ policies.

Are lines connecting my home to a well or seplic

{ine aligible for protectfon?

Yes. The single most direct line that connects your home to
2 private wall or septic tank located on your property may
be protected wnder LtilityShield.

Is there a fee to cancel?

No. There s no tong-term commitment with UtilityShield.
You may cancel the protection at any time — no questions
asked.

What does Citizens do with revenue recelved from
UtifityShield?

Citizens contributes all proceeds recetved from UtilityShield
to the Warm Heart Warm Home Foundation. In 1994,
Citizens Energy Group established the Warm Heart Warm
Home Foundation™ to assist families and Individuals who
are faced with financial hardships. To date, UtilityShield
has generated over $700,000 to assist families with paying
their utility bills,

----- R R I N N R S S N N
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What do I do if | need 2 repair?

Simply call your appropriate local utility to report a
loss of service and then call the UtilityShield customer
care center. UtilityShield will have a qualified
contractor contact you — usudlly within 12 hours - to
schedule repairs provided under UtilityShield.

How will | obtain the service agreement?

Alter your enrollment request is processed, you will be
mailed a UtilityShield service agreement. Your
encollment date will be the date your enroliment
request fs processed. Your effective date (when
protection under UtilityShield begins) s 15 days after
your enrollment date. You have a 30 day “free-look™
period from your enrollment date to review the secvice
agreement. If you cancel during the “freefook” period,
you will owe nothing and will not be eligible for service
under UtilityShield. Any service provided under
UtitityShield will be administered according to the
sevrvice agreement. If you would Like to review the
service agreement prior to requesting enroliment, you
can view a copy online through the Citizens Energy
Group website or request a copy by calling
1-888-544-4541. To review a copy of the service agreement
online, please visil www.citizensenergygroup.com and
select UtllityShield under the Energy tab located at the
top left side of your browser window.

Important: If you suspect a natural gas line leak,
you must first get yourself and others out of the
house and stay a safe distance oway.

Do not operate electricat equipment inside your home.
Call your local gas utility to report your emergency. If
yoo are a Citizens Energy gas customer call
1-317-924-3311. Once Citizens Energy Group has
determined your home I safe to reenter, call
UtilityShietd to report your claim at 1-800-581-8604.

NIV I MM I AR E S A I AU s IA N dANRL STy an

Don’t wait until your utility lines fall, and it's too late — enrolt today!
a Mall: Complete and return the enrollment card in the postage-pald envelope.
E Phone: Call us at 1-888-544-4541, Monday - Friday, 8: 00 a,m, 6 00 p m, (ET)

Please make corrections here as needed.

Customer Name (Please Print);

Street Address:

City:
State/2ip:

By enrolling, | understand that ) am purchasing 3 service agreement and not an insurence policyk  Also, ) certify that thare are ro
pre-axisting conditions affecting my UtRity lines. Further, | understand and agree that lines with pre-existing conditions are not efigible
{oe prateciion under UtilityShield. Prior removal of material from my sewer line ks deerned a pre-existing condition.

0. 44462

rtachment 4
No.
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Dear <name>,

As your natural gas utflity, Citizens Gas 15 responsible for the ownership and maintenance of the cutside gas line that runs (rom the
street to your natural gas meter. If you have problems with your outside natural gas line or suspect a leak, please call Oitizens Gas
for service at 317-924-3331.

Although we own the outside gas line, there are several other utilfty lines that you rely on to keep your home operating. Are you
aware that you own these other utllity lines? Most homeowners aren't. It's a fact that over time these hard working lines wilt
fail due to normal use. Because you awn these lines, you are responsible for the repalrs when they fail, and the repairs can cost
thousands of dollars.

In order to protect you from expensive utility line failures, Citizens Gas is proud to offer UtilityShield.

As a Citizens Gas customer, you are eligible to receive utility line protection with UtilityShield. Once you are enrolled in
UtilityShield, the program will manage covered repairs, provide 8 local contractor to perform repairs, and pay the contractor for
service. it's that simple!

How do | get protection?

Because you are a valued Citlzens Gas customer, getting the protection you need s easyl Just select the plan that you want on
the attached enrollment card and return In the postage-paid envelope provided. As a Citizens Gas customer, you will get your
first month of protection free. Then, the tow monthly fee will be conventently placed on your Citizens Gas bill.

Enroll today and join thousands of Citizens Gas customers who have tumed thelr expensive ulility line repairs over to
YtitityShield, But you must enroll by Friday, June 28, 2013 to recelve your first month of pretection for free.

it's simple Lo enroll, choose one of two easy options:

Wit v 12

Michaetl Strohi,
Senldr Vice President, Customer Relationships

" P.S. - Don't forgetl Enroll before Friday, Friday, June 28, 2013 to receive your first month of protection for free.

Phonc: Catl (oll-Iree al 9-889-544.4549, 4 1 Wil Sign end retum the ensallment
Monday - Friday, B:00 a.m. - 6:00 p.m. [ET). | card in the pottage-paid envetope.

UriryStiletd & » prog = =f Y- ti-msh—aar Group, Cltizens Gat b ) mamber of Citlzens Energy Group.
T Menchester G- ~y Group compa-

6 of 32

D Check here if your address Is different than the address listed

Yes, } want to protect myself from utlifty lfne repairs. below. If necessary, please 1lst your correct address an the

Pieate check the plan you are enrolling [n: dack of this casd.
D {nside Gas Lines & First month free,
{nstde Electric Lines then S3.95 per month
theseafter
(] Al Inside Lines Fiestmonth ree,  Pome Prone #: [T (11T CICI[]
Gas, Electric, Water & Sewer then §2,50 per moath 2
thereafter Signature:
By requesting envoliment, | understand WARy3hield @ 4 sivvice Mpreement and mt 20
Complete Protection First month free, huauéu ni":; b;m:.n aAharize CRITENS Gat Lo place iy WA dyshield charges on
All fnside Lines + then $14.95 per month sl ;
thereafter
Outside Water & Sewer Lines Promo Code:

Send no payment now. Your low monthly (ce will ba added to your monthly Citizens Gas blil.
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Q&A

What s UtiiityShield?

WilityShield Is a service agreement that provides
repair or replacement service for a customer when a
protected line fails or teaks due to normal wear and
tear or inherent defects in material or craftsmanship.
UtllityShield is a Manchester Group product made
available to you by Citizens Gas.

Who is The Manchester Group?

The Manchester Group is pant of IGS Energy — one of
the largest privately held energy products and
services companies in the country.

why do | need UtilityShield?

You own your utility lines, and when they fail through
normal use, the hassle and expense of repairs are
your responsibility. UtilityShield takes care of the
repair for you.

Doesn't homeowner’s fnsurance cover the cost of
repafrs?

No, because utllity tines typically (ail through normal
use, and this type of failure is not covered under
homeowner’s insurance. In fact, a report by the
National Association of Insurance Commissioners
wamed that most homeowners incorrectly assume
broken utflity lines are covered by their homeowners’
policies.

Are lines connecting my home to a well or septic
line eligible for protection?

Yes. The single most direct line that connects your
home to a private well or septic tank located on your
property may be protected under UtilityShield.

Is there a fee to cancel?

No. There is no long:term commitment with
UtitityShield. You may cancel the protection at any
time — no questlons asked.

Page 202

What do | do if | need a repair?

Simply call your appropriate local utility to report a
loss of service and then call the UtilityShield
customer care center. UtilityShield will have a
qualified contractor contact you — usually within 12
hours — to schedule repairs provided under
UtilityShield.

How will | obtain the service agreement?

After your enrollment request is processed, you will
be mailed a UtilityShield service agreement. Your
enrollment date will be the date your enrollment
request is processed. Your effective date (when
protection under UtilityShield begins) is 15 days after
your enroliment date. You have a 30 day “free-look
period” from your enrollment date to review the
service agreement. f you cancel during the
"freelook” period, you will owe nothing and will not
be eligible for service under UtilityShield. Any
service provided under UtilityShield will be
administered according to the service agreement. If
you would like to review the service agreement prior
to requesting enrollment, you can view a copy online
through the Citizens Gas website or request a copy by
calling 1-888-544-4541. To review a copy of the
service  agreement  online, please  visit
www.citizensgas.com and select UtilityShield under
the Energy tab located at the top left side of your
browser window.

Important: if you suspect a natural gas line leak,
you must first get yourself and others out of the
house ond stay o safe distance away.

Do not operate electrical equipment or your phone
Inside your home. Call Citizens Gas at
1-317-924-3311 to report your emergency. Once
Citizens Gas has determined your home is safe to
reenter, call UtilityShield to report your claim at
1-800-581-8604.

Don't wait until your utility tines fail, and it’s too late — enroll today!
a Mail: Complete and return the enroliment card in the postage-paid envelope.
Q Phone Call us at 1-888-544-4541, Monday - Friday, 8:00 a.m. 6 00 p.m. (ET).

Please make corrections here & needed.

Customes Name (Please Print):

Street Address:

Cloy:

State/Zip:

8y enrolling, | understand that | am purchasing a service agreement and not an insurance policy. Also, | cerlify that there are no
pre-existing conditions alfecting my utility lines. Further, | understand and agree that lines with pre-existing conditions are not eligible
for protection under UtilityShield. Prior removal of material from my sewer (ine fs deemed a pre-existing condition.

Page 27 of 32
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<P en grO(;Jp' UtilityShield

Service and repairs made easy.

Al Citizens Energy Group, aur goal Is 10 provide customers with superior customer service. Many of obr customers have chosen 1o protect
th tves from expensive utility line repalss with UtilityShield, and now we sre pleased to announce that you can protect yoursell from
expensive heating, cooling and water heater systam repairs Loo. To prolect these vital systems and prolect you from expensive repaly bills, we
sre proud t announce the UtilityShleld HVAC System Protection Ptans.

Speclal savings Just for youl

Since yeu have complete protection on your Wity lines wikh UtiityShield, you qualify for huge savings on 2 UulllyShield HVAL Sysiem Protection
Plan. By adding the Bundled System Prolection Plan option to your current UtilityShield Proteciion Plan, your home will have the best protection
for the best value - saving you over §100 per year.

Did you know that a heating, coollng or water heater repalr can cost you $500 or more?

{t’s a fact that these hard working systems wilt fall al some point dua to normal use. With UtrityShield, taking care of covered system faflures
is easy! Enroll in the Bundled Protection Plan, and UtilityShield will manage the Covered repalr, pcovide a qualified local contractor to perform
cepairs, and pay the contractor for service. It"s thal simple!

How do ) add the HVAC System Protection Plans?

We've made & quick and dimple - just salect the pian that's best for you on the attached enroliment card. And, as a current Citizens £nergy Group
UtitizyShield customer, when you add the Bundied System Prolection Plan to your current plan, you will rave cver $100 per yeor)

Envoll today to expand your protection! Ensure Lhbat your hard worklng systems and water heater ate prolacted. The tow monthly fee will be
conveniently placed on yous Clttzens Energy Group bll(,

Choose ane ol two easy options o enroll:

Phane: Call tod-free ot 1-888-544-4541, @b Mal(; Return the earoliment
Moodizy - Felday, 8:00 3.m. - 6:00 p.m. (ET) Bagdl card In the postage-pald eavelope.

Whether you have a furmace, bofler, central 3lr conditiontng Unit, heat pump, or water heater; rest assured that UtilityShigld has the prataction
you need (or the hand-working systems of youe home. Let ULityShield wake care of the regairs and cover the oons. But you must enroll by Faday,
August 30, 2013 to start your protection.

Sincerely.
M‘QK A @, Lty Shikld 14 a praouct ol The Mancheildr Group.

Jichagl Strod Yhe Manchetler Group b not a Cidaens Energy Croup company,
Senlor Vice President, Customer Relationships and Corporate Affales ——

DR P S T T R T L T T TP viewansne FEEsvvimEvEPPEJASSIERIREYIARPoRRITRETRELY WPmsusseESTESINEETILIEAP S R VI PO AN RRT NS

Yes, | want to protect myseif from costly utility ‘ Home Phone &: DDD DD D DDDD

system failures.

Please check the plan you are enrailing (n: Promo Code:
System Pratection Monthly Price

3 Furnace $9.95

0 Beler $9.93 [[] Check hece 1t your address Is ditterent than the address tisted

- - below. I necessary, please I3t yoor correct address on the

[ Cenural Air Conditloner §9.9% back of this card.

O w $3.95
-Bundled System Protection Save aver $10 ' Monlhly Price

[ Fumece & Central Alr Conditloner « Watar He 314,00 L. "7

[0 Boiler & Central Alr Condhitioner « Water Heater  $14,00 3, e

[ Mest Pump & Water Hexier $14.00 ¢ . -7
Send 0o payment now, Your tow monthty {ee will be added to your monthly Citlzens Energy Group blil,
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Q&A : d
What Is UtilityShield? What does Citizens do with revenue recefved from
UtilityShield s a service agreement that provides  UtilityShield?

repair or replacement secvice for a customer when a
protected line, water heater, or HVAC system falls or
leaks due to normal wear and tear or inherent defects
in material or craftsmanship. UtilityShield is a
Manchester Group product made available to you by
Citizens Energy Group.

Who is The Manchester Group?

The Manchester Group is pant of [GS Energy ~ one of
the largest privately held energy products and
seryices companies in the country.

Why do { need UtilityShield?

You own your utflity lines, water heater, and HVAC
system, and when they fail through normal use, the
hassle and expense of repairs are your respansibility.
UtilityShield protection takes care of the repair for

you.

Doesn‘t homeowner’s insurance cover the cost of
repairs?

Homeewners insurance typically does not cover the
cost of repairs because utility line, HVAC systems,
and water heaters typically fait through normal use,
and this type of failure is not covered under
homeowner's insurance. In fact, a report by the
National Association of Insurance Commissioners
wained that most homeawners fncorrectly assume
these types of repalrs are covered by thelr
homeowners” policies.

Is there a fee to cance{?

No. There Is no long-term comemitment with
UtilityShield. You may cancel the protection at any
time - no questions asked.

What do | do if | need a repair?

Simply call your appropriate local utility to report a
loss of service and then call the UtiityShield
customer care center. UtilityShield will have a
qualified contractor contact you — usually within 12
hours — to schedule repairs provided under
UtilityShteld.

AmiaEraviEsEe PRy NieRiRsrebavonrn i nn i R nwn T beaa

Citizens contrbutes all proceeds received from
UtilityShield to the Warm Heart Warm Home
Foundation. In 1994, Citizens Energy Group
established the Warm Heart Warm Home
Foundation™ Lo assist families and individuals who
are faced with financial hardships. To date,
UtilityShield has generated over $525,000 to assist
families with paying their utility bills.

How will | obtain the service agreement?

After your enrollment request is processed, you will
be mailed a UtilityShield service agreement. Your
enroliment date will be the date your enrollment
request is processed. Your effective date (when
protection under UtilityShield begins) Is 15 days after
your enrollment date. You have 2 30 day “free-look
period” from your enrollment date to review the
service agreement. f you cancel during the
“freelook™ perlod, you will owe nothing and will not
be eligible for service under UtilityShield. Any service
provided under UtilityShield will be administered
according to the service agreement. If you would like
to review the service agreement prior to requesting
enrollment, you can view a copy antine through the
Citizens Energy Group website or request a copy by
calling 1-888-544-4541. To review a copy of the
service  agreement  online, please  visit
www.Cit zensenergygroup.com and setect UtilityShield
under the Energy tab focated at the top left side of
your browser window.,

important: If you suspect a natural gas line teak,
you must first get yourself and others out of the
house and stay a safe distance away.

Do not operate electrical equipment or your phone
inside your home. Call Citizens Energy Group at
1-317-924-3311 to report your emergency. Once
Citizens Energy Group has determined your home fs
safe to reenter, call UtilityShield to report your claim
at 1-800-581-8604,

TlssmwpsrEENsEnasennsinunEm AesEasammsnnaen EXEEEE

Don’t wait until your systems fail, and it’s too late — enroll today!
Q Mail: Complete and return the encoliment card in the postage-paid envelope.
Q Phone; Call us at 1-888-544-4541, Monday - Friday, §: 00 a.m. - 6:00 p.m. (ET).

Plaase make correctlons here as needed.

Customer Name (Plesse Print):

R E T W N E RN Pivivdassassavar st

IR

Slreet Address:

Clty:
State/Zip;

By encolling, { understand \hat | am purchasing & service agreement and not an kndurance policy. Also, 1 centify that there ore no

pre-existing conditions affecting my utitity llnes or systems. Further, | understand and agree that lines or systems with pre-existing condittons

are not eligible for protection ynder UtilltyShletd.

Pl dda e e T s 8
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D Snerey group UtilityShield

Service and repairs made easy.

AL Citizens Energy Group, our goal s to provide customers with superior customer service. Many of our customers have chosen Lo protecl
themselves from expensive Utilily tIne repalss with UtiinyShitld, and now we are pleased Lo anaocunce that you can protect yourselfl from
expensive heatlng, cooling and water heater system repairs too. To protect these vital systems and provecl you from expeative cepair bills,
we are probd to snnounce the UtilityShield HVAC System Protectlon Plans.

Since you alraady have ULilityShleld protection on one or more ol your Utility lings, we wanted you to be the first to know that we now offer
the 2me great protect(on for your heating, cooling and water hepler systems.

Did you know that a heatlng, cooling or water heater repalr can cost you $500 or more?

it’s & fact that these hard working systams witl {all at some point due to normat use. With ULilityShleld, taking care of covered system failures
is @asy? Earoll in the Bundied System Protection Plan, and UtilityShield will manage the covered cepair, provide » qualified local contractor Lo
perioem repairs, and pay the contractor for service. K's that simple!

How do | add the NVAC System Protectlon Plans?

We've made It quick and skmple - just select the plan that's best for you on the allached enrollment card. Take advantoge of adding the Bundled
Prolection Plan to your Utlliy Shield Protection flan today and save over 535 gec yearl

Envoll today Lo expand your protection! Ensure that your hasg working syslenis and water heater are protected. The low monthly fee wit( be
convenieally placed on your Cilizens Energy Group bill.

Choose one of twp easy options to enrall:
' shane: Call toll-free at 1-688-544-4341¢, ; » NAi(: Return the enrollment
tonday - Friday, B:00 a.m. - 6:00 p.m. (ET) [ card in the postage-padd envetope.

Whether you have 3 fumace, boller, central 3ir conditioning unit, heal pump, or water heater; rest assured that UlilityShield has the protection
you need for the hard-working systems of yous home. Lat UtilivShield take care of the repalrs and cover the costs. But you mur enroll by Friday,
Agust 30, 2011 to stant your proteclion,

Sincerely, %
Mlchael Steohl Uiity3hicld 13 » product of The Manthetler Group.
Sentor Vice Preildent, Customer Retationships and Corporste Alfairg The Manchester Group Is not 1 Cltdzens Energy Group company.

YES, | want to protect myself from costly utility Home Fhone #: D I:l D D DD D D D D

system fallures.

Please check the plan you are enrolling In: .

Systom muf:xonm i Honthty Price Promo Code:
[ Frrenace 39.9%
0 $9.95 [T] Check here it your address 4 ditferent than the address listed
O Central Al Condinenee $9.95 below. It necessary, plesse 1151 your correct address an the
{1 Hoat Pump T $18.9% back of this card.
7 Water Heater $3.95

Bundied System Protaction Sav= over $35,007yrl  Mohthly Price
[J Furnace b Central Ak Condilionur » Water Heater $19.95: -
[ Boller & Centeat Al Conithn  r « Water Healer $l9.95: 7
[0 Heat Pump & Water Ho $19.95 -7~
Send no payment now. Your low monthly fce will be added to yaur monthly Citlzens Energy Group biil.
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What is UtilityShield?
UtitityShield 5 a service agreement that provides
repair or replacement service for a customer when a
protected line, water heater, or HVAC system falls or
leaks due to normal wear and tear or inherent defects
In material or craftsmanship. UtilityShield s a
Manchester Group product made available to you by
Citizens Energy Group.

Who is The Manchester Group?

The Manchester Group fs part of IGS Energy — one of
the largest privately held energy products and
services compantes In the country.

Why do | need UtllityShleld?

You own your utflity lines, water heater, and HVAC
system, and when they fail through normal use, the
hasste and expense of repalrs are your responsibility.
UtilityShield protection takes care of the repair for

you.

Daesn’t homeowner's insurance cover the cost of
repalrs?

Homeowners Insurance typically does not cover the
cost of repairs because utility line, HVAC systems,
and water heaters typlcally faft through normal use,
and this type of faflure {5 not covered under
homeowners insurance. in fact, a report by the
Nationa( Assoclation of Insurance Commissioners
wamed that most homeowners incorrectly assume
these of repalrs are covered by thelr
homeowners® policies.

Is there a fee to cancel?

No. There is no long-term commitment with
BtilityShield. You may cancel the protection at any
time — no questions asked.

What do | do if ) need a repair?

Simply call your appropriate local utfiity to report a
loss of service and then call the UtilityShietd
customer care center. UtilityShield will have 2
qualified contractor contact you — usually within 12
hows — 10 s$chedule repairs provided under
UtllityShield.

HRP
CaussNo: 4162 Caus

OUCCDR - 1 Hia
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What does Citizens do with revenue recelved from
ttilityShield?

Citizens contrbutes all proceeds recelved from
UtitityShield to the Warm Heart Warm Home
Foundation. In 1994, Citizens Energy Group
established the Warm Heat Warm Home
Foundation™ to assist families and individuats who
are faced with financial hardships. To date,
UtilityShield has generated over $525,000 to assfst
families with paying their utitity bitls.

How will | obtain the service agreement?

After your enrollment request s processed, you will
be malfled a UtilityShield service agreement. Your
enrollment date will be the date your enroliment
request is processed. Your effective date (when
protection under UtilityShield begins) is 15 days after
your enroliment date. You have a 30 day “free-lock
period” from your encollment date to review the
service agreement. If you cancel during the
“freelook” perfod, you will owe nothing and will not
be eligible for service under UtilityShield. Any
service provided under UtilityShield will be
administered according to the service agreement. It
you would like to review the service agreement prior
to requesting enroliment, you can view a copy online
through the Citizens Energy Group website or request
a copy by calling 1-888-544-4541. To review a copy of
the service agreement online, please visit
www, Cltizensenergygroup.com and select UtilityShield
under the Energy tab located at the top left side of
your browser window.

important: if you suspect a natural gas line leak,
you must first get yourself and others eut of the
house and stay a safe distance away.

Do not operate electrical equipment or your phone
instde your home. Call Citlzens Energy Group at
1-317-924-3311 to report your emergency. Once
Citizens Energy Group has determined your home is
safe to reenter, call UtllityShield to report your claim
at 1-800-581-8604.

FEvsepanvanvEiy svenun

Don't wait until your systems fail, and it’s too late — enroll today!
) Mail: Complete and retum the enrollment card in the postage-paid envelope.
@ Phone: Call us at 1-888-544-4541, Monday - Friday, 8:00 a.m. - 6:00 p.m. (ET).

Please make corvections here ss needed.

Customer Name {Ptease Print):

Street Address;

City:

State/2ip:

By enrolling, | undetstand that | am purchasing B service agreement and Not dn (nsurance poikey. Also, | cerUfy that there are no

pre~existing conditions atfecting my utiiity lines or systems, Further, | understand and agree that lines o systems with pre-existing conditbons

are not eligible for protection under UtilityShield.

0.44462
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Responses of Citizens Energy Group
and CWA Authority, Inc. 10

Office of Utility Consumer Counselor’s
Second Set of Data Requesls

DATA REQUEST NO.4: In its DATA REQUEST Question NO. }1.6, the OUCC
asked Citizens if Ulility Shield is regulated by the Department of Insurance. Citizens
objected to this request 10 the extent it seeks a lega! opinion and added that it is Citizens'
understanding that the Manchester Group operates under an agreement with the Indiana
Department of Insurance regarding the Utility Shield product but is not regulated by the
Department per se.  What is the basis of the understanding. Please provide any
documents on which the understanding is based. Please provide a copy of the agreement
with the department of insurance?

RESPONSE:

The basis for Citizens’ understanding is pursuant to discussions with Bill Thomas,
President of the Manchester Group and Citizens’ review of the information exchange
between the Manchester Group and the Indiana Departmeni of Insurance. The Fourth
Memorandum of Understanding dated November 2012, a correspondence dated
November 2013 between the Manchester Group and the General Counsel of the Indiana
Department of Insurance, and the Notice of Operations dated November 2013 are all
attached as OUCC DR 2.4.1, OUCC DR 2.4.2 and OUCC DR DR 2.4.3, respectively,

WITNESS:
Micheael D, Strohl



HRP Attachment 5
Cause No. 44462
Page 2 of 7

Cause No 44462
OUCCDR 241
Pagoe 1 0f3

FOURTH MEMORANDUM OF UNDERSTANDING

This Fourth Mcinorandum of Understanding ("Fourth MOU") is entered into on this 81h
day of Octobee 2012, by and between (he Indiana Depastment of Insurance (IDOI") and The
Manchester Groug, I.L.C (“MG"). This Fourth MOU will expire November 30, 2013.

WHEREAS, the Comnyissioner of the IDOJ (the "Commissioner”) is in chaige of the
organization, supcrvision, regulation, examination, rehabilitation, fiquidstion, and/or
conselvation of all insurance companies in Indiana;

WHEREAS, MG offers service contracts (the “Sesvice Contracts”) which pay for repairs
lo residential utility Tincs, HVAC systems, and waler healers thal fail due to oydinary wear and
tear;

WHEREAS, service contracts fall within Indiana’s definition of insurance;

WHEREAS, the IDOI has allowed cerlain scrvice contracls to be exempted from
regulalion as insurance if they are backed by a reimbursement fnsurancc policy;

WHEREAS, the IDOTI and MG entesed inlo a Memorsndum of Understanding dated
Aprit 24, 2009 (the “First MOU™), and a Second Memorandum of Undersianding daled
November 19,2010 (the "Second MOU™), and / Thitd Memovrandum of Understanding 3h 2011,
under which MG used a surety bond in lteu of a yeimbursenient insurance policy to back the
Service Contracts;

WHEREAS, MG fully performed all of its obligalions undet the First MOU, the Second
MOU, and the Third MOU, and contimied the surety bond theough the date of this Fourlh
Menwosandum; and

WHEREAS, the 10O} acknowledged and atcepted MG''s uninterrupted compliance with

the lerms and conditions of the First MOU, the Second MOU, and {he, Thisd MOU, and the IDOJ
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has agreed to allow MG (o continue its use of a surety bond under this Fourth Mcmorandum in
lien of & reilnbnrsement insnrance policy to back the Service Confracts;

THEREFORE, the paslies agree as follows:

1) MG will back its obligation tv pay for repairs under the Scrvice Contracts with a
surety band having a value of not less than five percent (5% of gross consideration received,
less claims paid, on e sale of all Service Contracts issued and in force in Indiana, but not less
than $25,000.

2) Bach Service Contract issned in Indiana shall contain a statement in substaniially
the following form;

Obligations of the provider under this seyvice contract are backed only by the full

faith and credil of {he provider and are not guaranteed under a service conlract
reimbursement insusgnce policy.

A claim against the provider shall also include a claim for retorn of the unearned providor fee.
3) Ench Service Conlract issued Will identify the name, eddress, and telephone
number of the parly issuing the Sesvice Contract,
3) MG will not issne, scll, or offes the Service Contracts in Indiana untess it has:

1. Provided a receipt for the purchase of Ihe service conteact to the contract
hotder; and

2. Provided a copy of the service conlract to the service contract holder within a
reasonable period of time from the date of purchase.

35) MG will maintain a funded reserve account for its obligations under its contracts
issued and outstanding in Indiana. Tbe reserves shall not be less than forty percent (40%) of
gross consideration received, less clalims paid, on Lhe sale of the service contract for al! in-force

contracts in Indiana. The reserve account shall be subject to examinalion and review by the

Commissiarer.
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G) The Service Contracts shall bs written in clear, underatandable language, and the
entire contract shall be printed or typed in easy to read ten point type or larger and conspicuously
disclose the requirements of this Pourth MOU.

7) By agreement in writing of the JDOI and MG, this Fourth MOU may be rencwed

[or terms of one year each on or before euch snccceding November 30,

INDJANA DEPARTMENT OF INSURANCE THB MANCHESTER GROUP, LLC

“Sdlul) BherdB87 ()

Stephen W. Robertson, Commissioncy Williant Thoraas,
President
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M/\N» HESTER @ ot£_|

November 20, 2013

Indiana Departmenl of Insurance

Atln; Tina Xorty, General Counsel
311 West Washington Strect, Suite 300
Indinnapolis, IN 46204

Re:  ‘The Manchester Group, LLC
Dear Ms. Korty:

As you ray oy may not yecall, The Manchester Group, LLC (“Manchestey™) sells protection plans thet
covel residential gas lines, electric lines, sewey lines and water lines. Tt also sells protection plans that
cover residential HVAC systems, Manchestey operates in mulfiple stales, and cutr ently has thousands of
customers i the State of Ind tana.

1112008, nafter Manchester detertnined it was not subject to the reguiatory jurisdiction of the Indiana
Deparlment of Insurance (the “IDOI”), and thai its warraaty products were nol subject to the filing
requirements of the fidiana Insurance Code, it nonetheless approached the IDOI to discuss the fact that it
jntended to begin marketing 1hose products in the State of Indiana. Manchester wanted 1o have a
discasgiou with the IDO] because il respects and sheares the IDOY’s interest In proteciing (he citizens of
Indiana, mid also beceuso it wanted to be sble Lo assure ils cusiomers that was operating responsibly.

Afler discussions with {he IDO), Manchester agreed 1o enter into 2 Memorandum of Understandiug
("MOU™), setting foith the terras and conditions under which Maunchester would conduct business in (he
State of [ndiana. The IDOI signed off on the MOU, and it was renewed in 2010, 2001, and 2012. T)ie
2012 renewval, however, met with cohsiderable resistance by the IDO]. The resistance, 1o the best of our
kuowledge, stesnined from the IDOI' s articulated position that, since it had no jurisdiction over
Manchester or its products, it technically had no authority (o enter into or enforce 1lie tenns of the MOU —
a legilimale concern.

Therefore, because Manchester would ike to contivue providing the IDO] with the assurance that it
continues to operate responsibly in the State of Indiana, Mwichester submits the enclosed Notice of
Operalions, sefling forth its commilment to continue operaling under the terms and conditions previously
agreed 10 by Manchestey and the YDOIL. Tle Notice of Operations enclosed replaces the MOU, and does
not require signafure from the IDOI.

Shetld the IDOT have any questions regarding the Notice of Operatlons, or should the IDOI wish to
further discus¢ Manchester*s operations or products, please feel free 10 contacl me at (614) §59-5960.
Thiank you for your attention to this matter, and for yon' Depariment’s service to the conssmers of the
State of Indiana,

William Thomas
President, The Manchester Group, LLC

PO. Box 9052 Dubhn Ohio 430 }7 PH 800.581.8729 FX614.659.5570 TheMG.com
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NOTICE OF OPERATIONS

WHEREAS, The Manchester Group, LLC ( “Manchester”) offers wamanty contraofs in
the State of Indiana, which pay for repairs to residenlial utility lines, HVAC systems, and waler
heatera that fail due to ordinary wear and tear. '

WHEREAS, though Manchester is not subject to reguiation by the JROJ, or 1o the filing
requirements of the Indiana Inswance Code, Manchester voluntarily entered into a Memorandum
of Understanding (“MOUs") in April of 2009, that was renewed in November of 20190, ‘
November of 2011, and Novewmber of 2012, for the pupose of providing the Indiana Departuent
of Insurance (the “IDOT") with the assurance that Manchester was opecating responsibly by
setling forth tenns and conditions under which Manchester would conduct business in the State
of Indiang;

WHEREAS, Manchester would like to provide the (DO} with the assurance that it is
continuing lo operate responsibly in the Slate of Indiana'; .

THEREFORE, on this 20th day of November, 2013, Manchester provides this Notice of
Operations, stating thal Manchester is continuing to operate in compliance with the previously
agreed to termys and conditions as follows:

A. Manchester will back its obligations to pay for repairs with a surety bond
having a value of not less than five percent (5%) of the gross consideration
received, less claims paid, on the sale of all service contracts issued and in force
in Yndiana, but not less than $150,000;

B. Each service contract issued by Manchester in the State of Indtana shal) contain a
statement in substsntially the following form:

Obligations of the provider under this service contract are
backed only by Lhe full faith and credit of the provider and
are not guaranteed under & sexvice contract reimbursement
insurance policy. A claim against the provider shall also
include a ctaim for return of the unearned provider fee.

C. Each service contract issued wil} identify the name, address, ard telephone
number of the panly isswng the service coniract.

D. Manchester will not issue, sell, ot offer the service contracts in the State of
Indiana unless i( has:

! Shoutd e IDO] 1ake the position that Mepchesler is subjecl Lo the fitings requirements of the Indiana Insurance
Code, or to regulation In genasal by the DO, Manchos(er would appreclate the apportunity Lo discuss thal matior
with the 1D0], so thal Manchester can conlimie 1o operats in full compliance of a1l of he laws ond regulations in the
Stalc of Indiuna,
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L Pravided a receipt for the purchuse of the service cqmréct to the contract
holder; and
2. Provided a copy of the service conlract to the service contract holder

within a reasonable period of time from the date of purchase.

Manchestes will muintain a funded resevve account for its obligations under its
contracts issued and outstanding in the State of Indiana. The reserves shall not be
fess than forty percent (40%) of gross congideration received, Jess claims paid, on
the sule of the service contract for all in-force contracts in the State of Indiana.
The yeserve account shall be subject to exuminalion and revicw by the
Commissioner should the Commissioner so choose.

The service contracts shall be written in clear, understandable language, and the

entire contract shall be printed or typed in easy to read ten point type or larger and
conspicuously disclose the requirements of this Notice of Ongoing Compliance.

Respectfull ||| |||| itted,
”ﬁié'mnbrmsm JLLC

By: William Thomas, President
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DATA REQUESTS

DATA REQUEST NO. 1: On page 9 of his testimony, Mr. Lykins states that “Inside

Marion County, . . . wc have the duty of a trustec to confer benefit on the inhabitants of
the county.” Pleasc state the sourcc document or law that imposes this duty on (he (rust.

OBJECTION:

In addition to any applicable gencral objections set forth above, including but not limited
to general objection nos. 3, 4, 5, 6, 8, 9, 10, Respondents object (o this request on the
following grounds. Ju the jurisdictional scction of its March 19 Order in this Cause, the
Commiission cites Indiana Code Sections 8-1-2-68 and 8-1-2-69 as the basis for its
wvestigative authority and thc commencement of this proceeding. Scction 68 addresscs
investigations of ratcs and charges, and Section 69 addresses investigations of service
rclated issues. Neither scctiorr addresscs investigations related to certain 1ssues
introduced by the OUCC in this Cause. Respondents' subnussion of tcstimony
responding to ccrtain questions included in the Commission’s final issucs list addressing
issucs introduced by the QUCC into this proceeding should not be construed as a waiver
by or agrecment of Respondents consenting to any further attempts by the OUCC to
expand and unduly broadcn the scope of this procecding. Additionally, Respondents
object to the extent the request sccks a legat conclusion. Subjcct 10 and without waiving
the foregoing objections, Repondents respond as follows.

RESPONSE:

As the remainder of the answer cited above makes clcar, the “encrgy utility asscts and the
wafer ulilily assels are subject to separate public charitable trust relationships ~ one to
pravide ‘light, heat and power’ and thc other to provide *walcr scrvices,’ at a reasonable
cost to the inhabitants of the City of lndianapolis.”” Resp. Exh. CBL at page 10, lines 3 -
6. Additionally, ihe “Authority holds the wastewater utilily assets subject to a public
charstable trust relationship that operates in the same manncer as the energy and water
utilicy trust asscts.” 1d. at Jincs 21 - 23.

While not an attorney, the responding witncss is advised by counsel and is generally
awarc that the following are the source documents or law thal imposed a duty on the
Board and the Authority to confer bencfit on the inhabitants of the City of Indianapolis.

Wilh respect to the public charitable trust for the Water System, thc Asset Purchase
Agreement dated as of August 13, 2010 by and among the City of Indianapolis and the
Department of Watenvorks of the City of Indianapolis, Acting by and through the Board
of Waterworks, as Sellers, and the Department of Public Ultilitics for the City of
Indianapolis, Acting by and through the Board of Directors for Utilities, as Trustee, in
Furtherance of the Public Charitablc Trust for thc Water System. as Purchaser ("Citizens
Water") (thc “"Water APA"), Section 8.08, provides that Citizens Water will hold and

HBRP Auachmen: 6
Caose No. 43462
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Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
Third Sel of Data Requests

operale the Water System for the benefit of inhabitants of the City of Indianapolis in
furthcrance of the public charitable trust for the Water System.

With respect to the pubfic charitable (rust for the Wastewater System, the Asset Purchase
Agreement dated as of Avgust 11, 2010 by and among the City of Indwanapolis and the
Sanitary District of the City of 1ndianapolis, Acling by and through the Board of Public
Works, as Sellers, and the Depariment of Public Utililics for the City of Indianapolis,
Acting by and through thc Board of Dircctors for Ultilitics, as Trustee, tn Furtherance of
the Public Charitable Trust for the Wastewater System, and CWA Authorily, Inc., as
Purchaser (thc "Wastewater APA"), Section 8.07, provides (hat the Authority will hold
and operatc the Wastewalcr System for the benefit of the inhabitants of the City of
Indianapolis in furtherance of the public charitable trust for the Wastewater System.

With respecel to the public charitable trust for provision of light, heat and power (or what
we have referred to as the “Energy Trust”), the decision in Todd v. Citizens® Gas Co. of
Indianapotis, 46 F.2d 855 (7™ Cir., 1931) (the “Todd casc") eslablished thal the gas
system property originally acquired in 1935 by thic Board, acting for and on behalf of the
City of Indianapolis, and tn accordance with thc Board’s cxclusive government,
management, regulation and control lhereof under what is now Indiana Code 8-1-11,1-3,
was acquired as suceessor truslee of and subject to a public charitable trust, to be held
and operated for the benefit of inhabitants of the City of Indianapolis in furthcrance of the
Energy Trust.

WITNESS (RESPONSE ONLY):
Carey B. Lykins

HRP Adachment 6
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Responscs of Citizens Energy Group
and CWA Authority, 1oc. 10

Oftice of Utihty Consumer Counsclor’s
Third Sct of Data Requests

DATA REQUEST NO. 2: Plcasc provide all dircctives or policics approved by the
Board of Trustces that guide employees of Citizens Encrgy Group or CWA Authority,
Inc. wilh respect to their duties to the bencficiaries of the {rust.

OBJECTION:

In addition 10 any applicable general objections set forth above, including but not limited
to general objection nos. 8 and 9, Respondents specifically object 1o Lhe use of the lerm
“alf”* as overly broad and unduly burdensome. Sce also objeclion to Data Request No. .
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Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Lulity Consumer Counselor’s
Third Set of Data Requests

DATA REQUEST NO. 3: Plcase provide any publicalion by Citizens Energy Group
that cxplains to benehiciaries of the trust Citizens’ obligations to its beneficianes pursuant
to the trust.

OBJECTION:

In addition to any applicable general objections sel forh above, including but not limiled
1o gencral objection nos. 8 and 9, Respondents specifically object to the vse of the term
“any" as overly broad and unduly burdcnsome. Scc also objcction to Dala Request No. 1.
Subjcct to and without waiving the foregoing objections, Respondcnts respond as
follows.

RESPONSE:

Respondents state that therc are numerous publications thal have been published
explaining the Board's and the Authority’s obligations as trustees of the public charitable
Lrusts, including but not limited to testimony filed in numerous Comnussion proceedings,
information published on the Citizens Energy Group web sitc and various reports
publishcd and made available to the public periodically.

WITNESS (RESPONSE ONLY):
Carey B. Lykins
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Officc of Utility Consunmcr Counselor's
Third Set of Data Rcquests

DATA REQUEST NQO. 4: Pleasc identify or describe the beneficial owners of the
frusts’ property.

OBJECTION:

Respondents object to this question on the following grounds. In the jurisdictional
section of its March 19 Order in this Causc, the Commission cites Indiana Code Scetions
8-1-2-68 and 8-1-2-69 as thc basis for its investigative authority and the commencement
of this proceeding. Scction 68 addresses investigations of ratcs and charges, and Scction
69 addresses investigations of service rclated issues. Ncither section addresscs
investigations relaled (o ccrtain issues introduced by the OUCC in this Cause.
Respondents” submission of testimony responding (o ccrtain questions included in the
Commission’s final issues list addressing issues introduced by the OUCC into this
proceeding should not be construed as a waiver by or agreement of Respondents
consenting to any further attempts by the OUCC to expand and unduly broaden the scope
of this proceeding. Additionally, Respondcnls object to the extent the requcst calls for a
legal conclusion. Subjecl to and without waiving the foregoing objcctions, Respondents
stale as foltows. Title to the encrgy utilities” and water utility’s property is owned by the
Board and is subject to the public charitable trusts for the encrgy sysicins and the water
system, respectively. Title (o the wastewater utitily 's property is owned by the Authority
and js subject to the public charitablc trust for thc wastcwater system. Beneficiaries of
cach of the respective public charitable trusts are the inhabitants of the City ol
[ndianapolis.
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and CWA Authority, Inc. 10

Officc of Utifity Consumer Counselor’s
Third Set of Data Requcsts

DATA REQUEST NO. 5: Where may a bencficiary of the trust aceess an accurate
statcment or explanation by Citizens Energy Group (CEG) as to CEG's obligation to
beneficiaries under the trust?

OBJECTION:
Scc objections 1o Data Request Nos. | and 3 above. Subject to and withoul waiving the
foregoing objections, Respondents respond as follows.

RESPONSE:
Scc responsc 1o Data Request No. 3 above.

WITNESS (RESPONSE ONLY):
Carey B. Lykins
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DATA REQUEST NO. 6: Docs CEG acknowledge that beneficiarics of the trust have
ah interest in how proceeds derived from trust owwned property are spent? Pleasc cxplain.

OBJECTION:

Respondents object to this question on the following grounds. 1In the jurisdictional
section of its March 19 Order in this Causc, the Commission ciles Indiana Code Sections
8-1-2-68 and 8-1-2-69 as the basis for its investigative authority and the commcncement
of this proceeding. Scction 68 addresses investigations of rates and charges, and Section
69 addresses investigations of scrvice related issues. Ncither section addresses
investigations rclated to certain issues introduced by the OUCC in this Causc.
Respondents” submission of testimony responding to centain questions included in the
Commission’s final issucs list addressing issucs introduced by the OUCC into this
proceeding should not be construcd as a waiver by or agrecoent of Respondents
consenting to any further attempts by the OUCC to c¢xpand and unduly broadcn the scope
of this proceeding. Additionally, Respondents object (0 the extent the request calls for a
Jegal conclusion. Subjcct 1o and without waiving the forcgoing objections, Respondents
acknowledge that the beneficiarics of the public charitable trusts have (he interest
accorded to them under applicable Indiana law,

HRP Anachaient 6
Chuse No. 344962
Page 7 of 80



HRP Atchorent §
Cauye No. 44462
Page 8§ ol 80

Cause No. 44462

Responscs of Citizens Energy Group
and CWA Authonty, [nc. to

Office of Utility Consumer Counselor's
Third Sct of Data Requests

DATA REQUEST NO.7: Mr. Lykins indicales Citizens and CWA are obligated to
manage and operate their assets “for the benefit of the inhabitants of Marion County, frec
from he influences of partisan political control or private interests.” (p. 11 of 16)

a. Please explain bow Citizens Encrgy Group is free from both of these
influences.
b. Please dcseribe what influences do apply (0 the management and

operabion of those asscts.

c. Pleasc describe all extcmal mechanisms and cxternal controls in place that
will prevent the overleveraging of CEG's trust assets?

OBJECTION:

1o addition to any applicable general objections sct forth above, inctuding bul not hmited
to general objection nos. 3, 4, 5, 6, 8 and 10, Respondcats object to this request on the
following grounds. In the jurisdictional section of its March 19 Order in this Causc, the
Commission cites Indiana Code Sections 8-1-2-68 and 8-]-2-69 as the basis for its
investigative authority and the commencement of this procceding. Section 68 addresses
investigations of rates and charges, and Scction 69 addresses investigations of scrvice
related issues. Neither section addresses invesligations related (o certain jssues
introduced by the QUCC in this Causc. Respondents™ submission ol testimony
responding to certain questions included in the Commission's final issucs list addressing
issucs introduced by the OUCC into this proceeding should not be construed as 8 waiver
by or agrecment of Respondents conscnting 1o any further attempts by the OUCC to
eapand and unduly broaden the scope of this procceding. Respondents further object on
the grounds that the request ss vague, ambiguous and argumentative. Subject to and
without waiving the forcgoing objcctions, Respondents respond as follows.

RESPONSE:

a. See applicable provisions of Water APA (Sections 8.08 and 8.09), Wastewater
APA (Sections 8.07 and 8.08) and the Todd case discussed in tlie response to Data
Request No. I above. Also, see Indiana Codce 8-1-1).1-1, et seq., with respect to
the nature, creation and sctection of the Board of Trustees and Board of Directors,
as well as the Board's exclusive government, management, rcgulation, and control
of the systems and its duties, powcers and authority in connection thercwith.

b. Sec objections above,
C. Scc objections above,

WITNESS (RESPONSE TO PART (A) ONLY):
Carey B. Lykins




HRP Atfachment §
Cuuse No. 44462
Prze 9 of BO

Cause No. 44462

Responses of Citizens Encrgy Group
and CWA Authority, Tnc. 10

Office of Utitity Consumer Counselor’s
Third Set of Data Requesis

DATA REQUEST NO. 8: Plcase provide a copy of the mos! recent assessment in the
Baldridge Program.

RESPONSE:
Please see document attached and idenfified as OUCC DR - 3.8.

WITNESS:
Carey B. Lykins
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Preparing to read your Feedback Report...

This feedback report contains TPE Examiners” abservalions based on thewr understanding of your
organization. The examiner tcam has provided cominents on your organization's strengths and
opportunilies for improvement celative to the Malcolm Baldrige Criteria for Performance Excellence. It wil)
tell you where the Examiners think your organization has imporiant strengths 1o leverage and where they
think key opportunities foc improvement exist. The feedback is not intended to be prescriptive. The repor|
will not necessarity cover every requitement of the Criteria nor will it say specifically how you should
address the oppartunities. Yau will decide what is most impoctant ta the organization and how besl to
respond.

Key Themes, which serves as an overview or executive summary of the entive report, is comprised of four
sections: (a) Process [leny strengths, (b) Process Item opportunities for improvement, (¢) Results tem
strengths, and (d) Results liern opportunities for improvement.

Applicant organizations undecstand and respond lo feedback comments (bolh strenglhs and opportunities
for improvement) in different ways, To make the feedback most vseful to you, we’'ve gathered some tips
and practices from "prior applicants® listed below for you to consider.

o "You applied to TPE to get non-biased, third-parry feedback to miprove yvour vrganization. Take time 1o
read the report. digest it, and then read it again.”

o "You know your organication betier than the Examiners knovw it. Nort all comments will appear egqually
relevant or important 1o you. If Exuminers have nusread your applicarion or misunderstood
information shared with them on a particular point, don't discomnt the whole feedback report. Consider
the other comments and focus on the most imporiant ones.”

s "Especially note comments in boldface type. These comments indicale observatians thar the Examiner
Team found particularly imporiant ~ sirengths or opporiunities for improvement that the team fely had
substantial impact on your organization's performance praciices, capabilities, and/or resulls, and,
therefore, had more influence on the 1eam’s scoring of thar particular lrem."

o "Celebrate your sirengths and build on themn 1o achieve world-class performance and a competitive
advanrage. You've worked hard and should congratulate yourselves.”

e "Use vour strength comments as « foundetion ta improve the things yos do well. Shure those sirengths
with the entire arganization in order 10 speed c¢ycles of learning cimong employees. Continue 1o
evaluate and improve those things you do best.”

»  “Prioritize your opportunitiey for improvement. You can’t - and shouldn't try 1o - do everything all ar
once. Think about what’s mast importam for your organization ar this time and decide where you can
get the niost “bang for your buck.” Work on these opportunities first.”

o "You may decide to address all, some, or none of the oppartunities for improvement in a particular ltem.
[t depends on how tmportant you think that iem or comment is to yonr organization.”

s "Use the feedback as input to your strategic planning process. Focus on the strengtlis and opportunities
Jor improvement that ave an impact on your strategic goals and objectives.”

The Partnership for Excellence Feedback Report 2013 2
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INTRODUCTION

Congratulations! By submitting The Partnership for Escellence (TPE) application, your organization has
differentialed itself from most other organizations. The Board of Examiners has evalualed your applicalion
for an Award for Excellence. Strict confidenliality was observed at a)l times and in every aspect of the
application review and feedback.

This feedback repont contains the Exasminers” findings, including a summary of Key Themes of the
evaluation, a detailed tisting of strengths and opportonities for improvement by each Item of the Baldrige
Criteria, and scoring information. Background informalion on the examination process is provided below.

APPLICATION REVIEW

Stage 1, Independent Review

The apgplication evaluation process begins with a Stage 1 Independent Review. TPE assigns six (o eight
members of the Board of Examiners to each applicalion. Assignments are made according (o the
Examiners' areas of expertise and 10 avoid potential conflicts of inleves(. Euch Examiner notes key factors
as they relate 1o the organization’s profile, independentfy evaluales the application, writes observalions
refating to the applicant’s strengths and opportunilies for improvement, and suggests a score based on the
Criteria (or Performance Excellence scoring system (pages 68-69 of the 20//-12 Criteria for Performance
Excellence booklel). All applicalions in all sectors (governmenl, business, education, health care, and
nonprofit) receive a Stage ) Independent Review evatuation

Stage 2, Consensus Review

All applications proceed to the Stage 2 Consensus Review. The team of six to eight Examiness, led by a
‘Team Leader, conducts a series of conference calls and/or face-to-face meetings reviewing all the Examiner
observations. Their goal is to reach consensus on feedback comments Lhal capture the team’s collective
view of the applican(’s strenglhs and opporlunities for improvement. In addition, the weam assigns a
numerical score for each llem and identifies any outslanding issues that the team will need to clarify and/or
verify during Stage 3, Site Visit. The feam documents comments, scores, and Site visit tssues in a
Consensus Scorebook,

Conscasds Planuaing. Conscensns Review: Pusl-CunuSensts sevie w
e Assign liem Discussion ¢ Discuss Key Faclors Activities:
Leaders ¢ Discuss Ttems und Key Themes '« Document Findings
e Review Findings From the »  Achieve Consensus on Comments, » Prepare Consensus
Independent Evaluations Scores, and Site Visit Issves Scorebook
»  Develop Drafl ltem | & Prepare for Site Visil
Consensus Comments |

Stage 3, Site Visit Review

All applications proceed (o Stage 3, Site Visi. The team of Examiners conduc(s the Site Visil to clasify any
uncertainly or confusion regarding the written application and to verify Lhat the information provided is an
The Parinership for Excellence Feedback Report 2013 3
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accurate reflection of the organization. The team clarifies Lhe site visit issues by interviewing (he
applicant’s employees, by reviewing organizalional documents on sile, and by discussing (heir findings.

Afler compleling (he site visil, the team of Examiners prepares a final Site Visit Scorebook.

Step LTS TR T ISTep 2 A S T I A e P D B e e T
Team Preparation: Site Visit: Post-Site Visit:
* Review Consensus o  Make/Receive Presentations » Resolve Jssues

Findings s  Conduct Inlerviews « Summarize Findings
* Develop Site Visil Jssues |« Reéview Documents, Records, * Finalize Comments

Worksheets Updated Results » Prepare final Site Visilt Scorebook
¢ Plan Site Visit ¢ Record Observations

¢ Provide Key Themes (o Applicant

Stage 4, Judges’ Review

During Stage 4, TPE forwards the Application, Key Faclors, Key Themes, Consensus Scorebook, and Site
Visit Scorebook for each applicant to TPE's Pane) of Judges. The Panel of Judges makes the final
recommendations on levels of Award to the TPE Board of Trustees.

Members of the Panel of Judges may be Ohio, Indizna, West Virginia residenis or they may be from out-of-
state. Judges generally have a long and varied history with (hewr Stale and wilh the national-based Baldrige
progeams, having acted in several capacities at both levels,

A Lead Judge and a back-up judge arve assigned (o each application. The Lead Judge studies the
application, the Consensus Scorebook and Site Visit Scorebook, and confers with the Team Leader as
necessary. The Lead Judge presenls the applicant lo the Panel of Judges. A two-thirds majorily vole by (he
Pane] of Judges is required to award a level for an applicant. Judges do not participale ip discussions or
vote on applications in which they have a conflic( of inlerest or a competing interest. The panel reviews and
discusses all conflicts so tha( all Judges are aware of (heir own and others' liiilutions on access to
information and participation in discussions and voting.

TPE designs (he judging process to provide for a balanced assessmenl of organizational quality. The Panel
of Judges considers many tactors in their decision-making: the breadth and relevance of competitive
comparisons noted in Lhe application; observations, verification, and clarification oblained by the examining
team during Lhe site visit; and (he strengths, opportunities for impravement, and overall score identified by
the examination team.

The TPE Panel of Judges seeks Lo apply consistent standards across all sectors for the final determination of
Award levels. Afier the Judges® review and recommend Award recipients, the lead judge works wilh the
Team Leader to edil the Stte Visit Scorebook which becomes this Feedback Report. The Judges” final
recommendations are then sent to the TPE Board of Truslecs for approval.

During its review, the Judges' Panel also looks for role model organizations which can be used for
recognition and sharing at ibe annual Quesl for Success conference in September of each year.

The Partnership for Excellence Feedback Report 2013 4
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S Sars
Stepd . L - 3 :
Panel of Judges’ Review: Evaluation by Application Tier: | Assessment of Organization:
®  Applications ¢ Reccommendations made for s Overall Strengths/ Opportunities for
»  Key fFactors Bronze, Silver, Gold, and Improvement
s Kecy Themes Platinum Awards ¢ Declermination of Award Levet
s Consensus Scorebooks ¢ Idenlification of category Role
e Site Visit Scorebooks Models
» Updated Results (Category
7)
SCORING

The scoring system used to score each llem is designed to differentiate the Applicants in the various stages
of review and to facilitate feedback. The scoring of respanses to Criteria llems is based on two evaluation

dimensions: Process and Results.

o The four faclors used to evaluate Process Categories 1-6 are Approach (A), Deployment (D),
Learning (L), and Integration (1), Figure 1 shows Scoring Guidelines for Categories 1-6.

® The four factors used to evaluate Results (Ilems 7.1-7.5) are Levels (Le), Treads (T), Comparisons
(C). and Integration (I). Figure 2 shows Scoring Guidelines for Category 7.

The Applicant's overall scores for Process Jtems and Results Jiems each fall into one of eight scoring bands,
Figure 3 shows each band score with its corresponding descriptor of at(ributes associated with that band.

The Partnership for Excellence Feedback Bepont 2013
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FiGURE 1: 2011-2012 BALDRIGE CRITERIA PROCESS SCORING GUIDELINES

PROCESS SCORING GUIDEUNES
PROCESS (for usa with categorion l-&)
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FiGURE 2: 2011-2012 BALDRIGE CRITERIA RESULTS SCORING GUIDELINES

RESVLTS SCORING GUILEUNES
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Band | Band PROCESS Descriplors (Categorles 1-6) 8and 8ang BESULTS Descriptors (Category 7)
Score | Number Score Number
0150 | 1 | The organization demansicates eady slages of \ 0-125 1 A lew resulls are reporled responsive 1o the
i devaloping and implemenling approaches 1o the basic Criterla requirements. but they generatly
basic Crlienia requirements, with deployment lack Irend and comparalive data.
lagging and inhibiling progress. improvemenli
| efiorts are a combination of problem solving and
| an garly general mprovement orientalion. )
' 151-200 2 The organization demonsirales efieclive, ‘ 126-170 | 2 Resulls are reported lor several areas
i syslematlic approaches responsive (0 the basit: responsive (o the basic Crileria requirements
requirements of the Crileria, bul some areas ol and (he accomplishmeni of the arganization’s
work units are in the early stages of deplaymen), misslon. Some of these results demons(rate
The arganization has devejoped a general | good performance levels. The use ol
improvemeat orienfation (hat is forward-looking. comparative and lrend dala is in the early
e — L slages. R —
201—-26¢ 3 | The organization demonstrates effechive, i 171-210 | 3 Results address areas of importance (o the
’ syslemalic approaches responsive o the basic | basic Crlteria requirements and
requremenls of masl Crilera items, although | accomplishmeni of the organizalion's mission, |
| there are slill areas or work unils in the early with goad perlarmance being achieved.
s1ages ot deployment. Key processes are | Comparalive and Irend dala are available for |
beginning to be systemalicatly some of these imporian! resulls areas, and
| evalualed and imgroved some bangficial rends are evident
261-32d 4 Tne ocganization demonstralas ellective. 211-255 | 4 Results address some key
syslemalic approaches responsive 1o the overall customer/stakeholder, markel, and process
requirements of the Criteria, bul deployrnent may requirements, and lhey gemonslizle good
vary in some areas or work unils Key processes | relative performance against relevant
benefll from facl-based evaluation and | comparisons. There are no palierns of
improvemenl, and approaches are being aligned | adverse rends or poor performance in areas
with overall organtzalional needs ol imporiance (o the ovetall Critefia
' | requirements and {he accomplishmenl ol (he
organizalion’s mis3ion |
321-a7d 5 The arganizalion demonstrates eflective, 256-300 | 3 Resulis address mosl key
[ systematlc, well-depioyed approaches cuslomer/siakeholder, markel, and pracess
responsive to the overall cequiremenis of mast requiremenls, and they demonstzate areas ol
Crileria items. The organization demonsirates a strenglh against relevant comparisons ang/or
fact-based, syslemalic evaluation and benchmarks. Improvament irends and’or good
| improvement process and organizational perlormance are reported {or mosl areas of
| learning, including innovalion Ihal resulls in importance lo lhe overall Criteria requirements
improving the effectiveness and efliciency of key and the accomplishment of the organizalion's
processes mission. i
371 ‘430} 6 The crganizalran demonsirates relined 301-345 | © Resulls agdress mosi key
approaches responsive (0 the multiple - customer/stakeholder, markel, and process
requitemanis of Ihe Crilena These approaches requirements, as well as many aclion plan
are characierized by Ihe use of key measures, requiraments. Results demonsirate benehcial
good deployment, and evidence of innovationin | Irends in mos! areas of importance to the
mosl areas. Orgamizational tearning, inchuding | Criteria requirements and the accomplishment
innovalion and sharing of best practices, is 3 key of the organizalion's mission, and the
management (oo!, and inegraton of approaches organization is ap industry* leader in some
with current and fulure organizational needs is resulls areas.
| avident .=
I 43180 7 The arganization demonstrates refined 246-390 7 Resulls address most key
. approaches respansive to the multiple customer/siakeholder, market, piocess, and
requiremenis of the Criteria items. 1 also actlon plan requirements. Results demonstiate
. demonstrates innavatlon, excellenl deployment, excellent organizalional
and good-1o-excellent use of measures in mos) pedormance levels and some industry*
areas. Good-lo-excellent inlagration is evident, (eadership Resulls demaonsirate sustalned
wilh orgaanizational analysis, leaming through beneficial (rends in most areas of Imporance
Innovatior, and sharing of 8besl practices as Rey io Ihe mulliple Critena requiremenis and ihe
managemerni slraiegies. ] accomplishment of Ihe organizalion’s missian.
4B1-550 8 The organizalion demonslirales outstanding 991450 | & Resulls (ully address key
approaches focused oo innovation. Approaches cuslomer/stakeholdar, marke!, process, and
are lully deployed and demonsteale axcelienl, aclion plan requirements and include
sustained use of measures. There is excellent projections of (ulure perlormance. Resufis
inlegration of approaches wilh organizalianal demonstrate excelien) orgamzalional

needs. Organizational analysis, learning lhrough
innovalion. and sharing of besl praclices are
pervasive.

pedormance levels, as well 2s national and
world leadership. Resulls demonsirale
suslained beneficiat trends in all areas ol
imporiance 1o lnhe muliiple Crilena
requiraments and he accomplishmen( of the
organization’s missian. |

* "lnduslry” refeis 1o other organizaltons performing subslantially the same tunclions, thereby lachitaling direct comparisons
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Score Summaries for Citizens Energy Group

Process Process Score

ltems Range

l

Item 1.1 50%-65% \

Item 1.2 70%-$5% l

' Item 2.1 70%-85% |

Item 2.2 50%-65% |

|

Item 3.1 70%-85% |
Item 3.2 50%-65%
item 4.1 50%-65%
. ltem 4.2 50%-65%
| item 5.1 50%-65%
ltem 5.2 5096-65%
Iltem 6.1 50%-65%
Item 6.2 50%-65%

Results Resuits Score

Items Range
Item 7.1  50%-65%
Item 7.2 50%-65%
Item 7.3 50%-65%
item 7.4 50%-65%
, ltem 7.5 509%-65%

HRP Attachmenl 6
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Bage 9 ol 25

Your application scored in the band 5 for PROCESS ifems. The organization demonstcates

effective, systematic, well-deployed approaches responsive to the overall requirements of most Criteria items.
The organizalion demonstrates a fact-based, systematic evalvation and improvement process ang organizational
learning, inctuding innovation (hat results in improving the effectiveness and cfficiency of key processes.

Your application scored in the band S for RESULTS items. Resuits address most key

customer/stakeholder, markel, und process requirements, and they demonstrate areas of sirength against celevant
comparisons and/or benchmarks. {mprovement trends and/or good performance are reported for most areas of
imporlance o the overall Criteria requirements and the accomplishment of (he osganization’s mission.

The Partnership for Excellence Feedback Report 2013
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KEY THEMES

A Key Theme is a strength or opportunity fos impsovement that addresses a cenlral requirement of the Crileria,
is cominon to more (han one Jtem or Category (is cross-cutling), is especialty significant in terims of the
applicant’s Key Facrors, and/or addresses a Core Value of the Criteria.

Process Item Strengths: What are the most important strengths or ovtstanding practices (of potential
value to other organjzatjons) identified?

Customer-Driven Excellence - Citizens Energy Group (CEG) exhibits the Baldrige core value of
Customer-Driven Excellence. A focus on cuslomers is built into the Vision and Mission, and CEG has
multipie methods 1o listen to customers and build customer relationships. In deployment checks throughout
CEQ. every employee the examiner team (alked with understood the focus is on the customer. An cxample
of a customer-driven process is the Cusromey Relationship Management Model. Key work systens are
specifically defined o meet customer requirements. There are numerous examples of processes that have
been revised and improved based on customer feedback. This focus on the customer supporls the core
compelency of customer satisfaction.

Officer Commitment - Officer commilmenl Lo the Mission, Vision, and Vatues (MV V) and sustainabilily
of CEG is recognized and aligns with the Baldrige cove value of Visionary Leadership. The leadership
system is based on CEG's Values, and is used 1o set direclion and provide a focus on action. Together, the
Icadership system and Sirategic Planning Process (SPP) provide u framework for the officers to identify and
develop stralegic objectives, determine whal necds 10 be measured, and lead the workforce in achievement
of objectives. Officers are also focused on organizational sustainability, and have recently instituled a
succession planning process. Officer conyunitinent Lo the MVV during the significant changes occurring as 4
result of the acquisition may further inspire and engage the workforce.

Focus on Community - Duc to the nature of the Trusl, CEG places a significant focus on community.,
They go beyond the requirements of the Trust, however, in managing investments and identifying
opportunities thal will allow participation and re-investment in the community. The communily is a
significant stakeholder and CEG has many examples of societal benefit. Workforce engagement by
participating in community evenls is high, with some evenls being "sold oul". Since many members of the
community are also customers, this conlinued focus on communily may enhance CEG's reputation among
both the community and customers.

Strategic Planning Process - CEG has a robust SPP with considerable thought given to inputs. Strategic
objectives are deveioped in ieasurable, outcome-oriented goals, as well as tracked and managed through
cascading scorecards. All members of the workforce participate in an incenlive program tied Lo these goals.
The strength of the planning process may assist CEG in addressing their expanding organizational priorilies
due to the acquisilion.
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Process lem Opportunities for Improventent: What are the most significant opportunities, concerns, or
vulncrabilities identified?

» Deployment to All Stakeholders - There are a numbey of leadership processes that have not been
systematically deployed to all stakeholders. (n some cases this relatcs to employees below tire leadership
Jevel, and in other cases it relates to non-workforce stakeholders. During deployment checks on-site, most
employees were nol awarc of any Trust objectives except customer satisfaction, and employers were not
sure exactly whal their year-end incentive pay was based on. In addition, there is no systematic deployment
of the MVV, including ethical conduct, 1o customer-tacing strategic suppliers and pariners. Syslematic
deployment of such cultural aspects may help ensure the value of integrity is practiced and perceived by all
stakeholders

¢ Sharing Internal Lessons Learned and Best Practices - CEG has an opporiunity to ymprove internal
sharing of lessons learned and best practices across the combined organization. For example, there is no
systematic process to internally share lessons learned and best praciices identified during external
benchmarking. In addition, as customer compfaints are addressed, there 1S no broader communication ol
root cause, and best practices inplemenled for specific projects are noi proactively shared to all CEG
employees to see if other areus could benefit. A systemalic process 10 spread tessons leamed and best
praclices sharing may also help mitigate (he potential loss of knowledge due ta the aging workforce.

»  Post Acquisition Cycles of Learning - Several processes have not been evaluated for cycles of learning
and improvement; such processes may warrant improvemenl due to the increased size and breadth of CEG
post-acquisition. These include the effectiveness of the leadership tcam, manuging career progression
below the leadership team tevel, and addressing workforce capacity and capability. Systemaiically
reviewing and improving such critical processes may help CEG maintain high performance and its
orgunizational sustainability.

Results Item Strengths: Considering the applicant’s key organizational factors, what are the most
significant strengths (related to data, comparisons, linkages) found in its response to Results Items?

s Gas Customer Satisfaction - CEG shows sustained and consistently high satisfaction ralings from ils gas
customers. and is ut or near the top in all categories of customer service based on outside research surveys.
In addition, CEG has positive levels and trends in reliability, a key measure of customer product and service
resulls, and ranks 3™ in a 20-city survey for the percentage of plastic and prolecied pipe. These resulls are
consistem with the core competency of customey service, and delivering the value of the Trust.

s Societal and Comamunity Results - CEG presents positive trends for key measures of fulfilling societal
responsibilities angd suppoit of key communities, including reduction of NOx emissions, reuse of botiom
ash, and United Way conlributions. In addition, complaints from the Indiana Utility Regulatory
Commission show a susiained positive trend, level and comparison. Furtherinore, employees and customers
confirm their perception of CEG's ethical behavior. These positive results are confirmation of CEG's
integration of the Mission and Vision into their operations.

s Cash Flow - CEG's financial position is strong, with more than minimum-requived debl service coverage
for atl product lines. In addition, synergies from the acquisition are approaching the 3-year targeted
cumulative level afier onty 112 years. The steength of CEG's financial management addresses the strategic
challenge of reducing cosls and generating sufficienl cash flow.
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Resalts ltem Opportunities for Improvement: Considering the applicant’s key organizational factors, what
are the most significant opportunities, vulnerabilities, and/or gaps (rclated to data, comparisons,
linkages) found in jts response to Results Ttems?

Results for Waler and Wastewater - Several key cesults are missing for the water and waslewater
business. Customer satisfaction has traditionally been a challenge for this division While there is an inlent
to infer that gas satisfaction will atso reflect water satisfachion with the centralized calt center and biiling,
thal will not cover water customers who use electiic insiead of gas. In addition, employee survey resulls are
nol segmented for water and wastewaler. Understanding the results of the water and wastewater operations
could contribute to overal! performance since it ts now (he top revenue-producing division of the
organization.

Workforce Results - Several workforce results have recently shown unfavorable trends, including
voluntary turnover. In addition, even though a significant portion of the workforce is retirement eligible,
there are no results on forward-looking waorkforce capability and limited resul(s for workforce capacity.
Having a better understanding of workforce retention, capability, and capacity may help CEG respond to the
stralegic challenges of retirement ¢ligibility as well as expanding customer service expectabions resulting
from customer demographic shifts.

Missing Results and Comparisons - There are several areas of missing results and/or comparison data.
These include levels and trends of regulatory and legal requirements, trends and comparisons on bond
ratings, and comparisons for Earmings Before Interest, Taxes, Depreciation & Amortization (EBITDA) from
organizations providing simitay products and services. Focusing on such results may assist CEG 1n (heir
journey 10 provide unparalleled excellence.
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DETAILS of STRENGTHS and OPPORTUNITIES for IMPROVEMENT

Category 1 Leadership

Item 1.1  Senior Leadership / Scoring Range 50-65%

STRENGTHS

1.1a(2) Oificers demonstraie their commilment o legal and ethical behavior by commubicating clcar
expeclations, modeling those behaviors, applying Values in decision-making and communicating that back
to the employees. These actions can help further CEG’s cullure.

& ].1b(2) CEG uses the Senior Leadership System, which is based on its Values, to set and communtcale
direction and provide a focus on action. For example. officers play an active role in the Succession
Planning Process, which may increase the organization's sustainability.

¢ 1.1a(]) The personal actions of senior Jeaders exemplify the company's Valuves in multiple ways. One
example is Officers’ participation in diversity training. with several being graduales ol the Diversity
Leadership Academy.

s 1.)a(}) CEG’s Vision and Mission reflect (heir focus on customers and the environment. Deployment
checks in all Jocations confirmed workforce awareness and alignment with the Vision and Mission. Such
alignment may help CEG maintain their core compelency of cusiomer satisfaction.

OPPORTUNITY FOR IMPROVEMENT

¢ 1.a(l) The Mission, Vision and Values (MVV) are not syslemalizally deployed to non-workforce
stakeholders, such as the customer-facing strategic suppliers and partners, and such deptoyment is not
included in the Communication and Engagement Forums (Figure 1.1-3). There is also an opportunity to
consider extending CEG’s culture to the investment stakeholdecs. Deploying the MVV 1o all slukeholders
may help strengihen the stewardship ot the Trust.

Item 1.2 Governance and Societal Responsibilities / Scoring Range 70-85%

STRENGTHS

¢ 1.2b(1) CEG has excellent processes in place to address any adverse impacts on society of its products
and operations. For example, in 2010, CEG adopted ISO Environmental Management System (EMS)
to raise organizational awareness concerning the environmental aspects and impacts of its businesses
and to identify the strategies that were being implemented across the organization with external
stakeholder groups. The water division is certified in ISO QMS and EMS. Such processes are
consisten{ with CEG’s Mission to bc a good steward of the environment.
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¢ 1.2c CEG considers long-term benefit of their cuslomers and communilies as parl of thesr Mission, and (his
leads to significant contribution to the wel)-being of the community. Many exanples of Socicial Benefits
(Figure 1.2-3), Stralegic Community Investments (Figure 1.2-4), and the ongoing supporl of surrounding
neighborhoad and economic development are identified.

e 1.2a(1) CEG is governed by a Board of Trustees (BOT) and a Board of Direclors (BOD). Both governing
boards are subject to oversight by officials of the City of Indianapolis and other stale agencies, attowing
transparency in operalions.

OPPORTUNITIES FOR IMPROVEMENT

o 1.2b(2) Processes to ensure ethical behavior in all interactions are not fulty deployed. Policies such as
Code of Conduct, Conflict of Interest, EEQ, etc.. are discussed with new employees during new hire
ortenlation, but deployinent checks on-site indicated many employees werve unfamiliar with the specifics of
the policies. [n addition. processes for ensuring ethical behavior are nol deployed to all partners, suppliers,
and other stakeholders. Wilhout lhis deployment, CEG's Value of Integrity could polentially be
compromised.

e ].2¢ There is no systemalic process 10 manage and improve societal responsibility and communily support
efforts. For example, there is no sys(ematic approach to integrate any needed improvements of lhese efforts
into the SPP. Without this systematic process, CEG's core competency of’ Collahoration & Partnering may
nol be fully achieved.

* 1.2a(2) Processes to evaluale leadership effectiveness have nol been veviewed for cycles of improvement
since the acguisition. 11 may benefil CEG 1o consider how (hey evaluate leadership team effectiveness and
determine if the same processes in pluce before the acquisition conlinue 10 be the mosl effective ones for Lhe
larger organization post-acquisition.

Categoryv 2 Strategic Planning

Item 2.1 Strategy Development / Scoring Range 70-85%

STRENGTHS

¢ 2.1a(l) CEG uses a systematic Strategic Planning Process {(SPP) (Figure 2.1-1). The SPP includes a
12-st¢p process - beginning with step 1 to analyze strategic inputs and cnding with step 12 to improve
the process. This approach allows CEG to align and focus its resources to achieve its strategic
objectives.

s 2.1a(2) CEG's stralegy consideratlions include Strengths, Weaknesses, Opportunities Threats (SWOT) and
Market Analysis. For example, a SWOT analysis is performed annually while comprehensive markel
analysis is performed twice a year. These actions provide CEG with a betler understanding of ils
current siluation and help {o create belter stralegies.

o 2.1b(1) CEG idenlifies and develops the strategic objectives in measurable, onicome-oriented terms, with a
timetabte, and tracks them using a Trust Scorecard. The most important goals for these strategic objectives
are also identified, as shown in Figure 2.1-2, and Officers establish priorilies 1o meel Lhe business’ overal)
goals using the scorecards. This process of developing goals may help ensure successful implementation.

The Partriership for Excellence Feedback Report 2013 14



HRP Altachment &
Cause No - 41462Cruse Na. 44462
GUCC DR - 3.8 Page24 of8D
Page 150025

Opportunities for Improvement

¢ 2.1b{]) The Trust Scorecard Objectives are not systematically deployed to employees below the
Execulives’ and Direclors’ levels. During deploymenl interviews on-site, a numbey of employees were not
aware of any of the Trust Objectives other than cuslomer satisfaction. Without cffective deployment of the
objectives o the enlire workforce, it inay be dillicuit for CEG 1o achieve consistenlly high results.

e 2.1a(2) There is a potential disconnecl between the timeline 0 achieve the Trust Objectives and some of the
capital projects being worked on. The Strategic Plan is for s S-year timeframe, bul several capital projects
were for 20+ years. Without an effective integration of the timeline, it may be difficult for CEG to oblain
desired results.

Item 2.2 Strategy Implementation / Scoring Range 50-65%

STRENGTHS

» 2.2a(1) CEG uses a systemalic approach to effectively convert stralegic objectives into detailed action plans
that align with key objectives and costomer requirements. Forexample, Figure 2.1-2 shows a sample of the
action plans with their strategic alignment. This systematic approach may increase CEG's ability to address
the strategic challenge of requiring solid aligmment of priorities.

»  2.2a(2) Action plans are cascaded from the SPP to sirategic objectives to division/department planning
sessions and ultimately to individual action plans. For example, short-term and long-tesm strategic goals are
altached to aclion plans that are deployed throughout each department. Each employee also participales in
an incentive plan with metrics aligned to the SPP. The alignment of individual action plans with short- and
long-term goals fucther clarifies the priorities for the workforce.

e 2.24(5) CEG presents a systemalic approach to identify key performance measures for tracking the
effectiveness of action plans. For example, CEG uses a balanced scorecard that further aligns the objectives
with key metrics. Operational plans and annoai budgets, prepared by each division, link action plans al the
depurtment level (o Trust Goals and Objectives.

OPPORTUNITY FOR IMPROVEMENT

» 2.23(6) Should circumstances require sudden shifts and rapid executon, CEG does not have a sysiematic
process to evalvate the effectiveness of speciftc action plans. Some action plans are re-evaluated when
circamstances change, bt such re-evaluation varies by business and depariment. Without a systematic
process, 1l may be difficult for CEG to continuously improve.
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Category 3 Customer Focus

Item 3.1 Voice of the Customer / Scoring Range 70-85%

STRENGTHS

* 3.1a(1) CEG uses a systematic approach for listening to customers through maltiple listening and
learning mechanisms, including external sources like J.D. Power, customer studies, and social media.
Internal processes, such as the TVR system and using the Benchmark Portal to become a certified call
center, have been changed as a result of customer feedback. These approaches support the core
competency of customer satisfaction.

o 3.1b(3) CEG has a duta driven method to determine customer dissatisfaction and is proactive in using the
informaltion to exceed customers' requirements. In the customer research stadies, attributes are iracked and
customers who rate CEG 0-8 in Overall Satisfactdon are asked "What could (he organization have done to
earn a9 or 107" This allows the customers (o describe the issue in their own words. Work eams review
those comments monthly to identify process improvement opportuntties and 1o coach individual employees.
This pracess ullows CEG to get aclionable feedback to use in moving lowards jts Vision of unparalleled
excellence.

s 3.1a(1) CEG uses social media and online forums in innovative ways 10 help listen to the VOC and obtain
feedback. Use of the DKNEWMedia is un innovative way Lo ook for unbiused commenis without
soliciting them. 1n addition, CEG uses Facebook, Twitter and YouTube to communicate. Using social
media and online forums are innovative ways 1o help CEG 10 keep their brand loyully strong and percerved
product value high.

OPPORTUNITIES FOR IMPROVEMENT

»  3.1b(2) CEG does not have a systematic process 10 oblain information on i1s customers' satisfaction relative
to the satisfaction levels of customers of other organizations providing similar producis or to industry
benchimarks. Without such a process, CEG's Vision of unparalleled excellence may be impacted.

s 3. la(l) CEG's newly integrated listening and leaming methods for water and wastewater customers, such as
the common call center, re-contact surveys and focuos groups, have not been deployed long enough to enable
further Jearning or innovation opportunities. A gap may yemain in the core compelency of customer
salisfaction untit enough dala can be gathered 1o analyze.

Item 3.2 Customer Engagement / Scoring Range 50-65%

STRENGTHS

s 3.2b(1) CEG uses a systematic process to manage and build relationships with its customers. This is
shown in the use of the Customer Relationship Management Model (Figure 3.2-1), which was

identified through a benchmarking exercise and adjusted to fit CEG's needs. This is consistent with
the success Factor of delivering exceptional customer service.
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= 3.2b(2) CEG has a systematic approach Lo coliect and use complaint dafa to drive improvements. CEG vses
a Complain( Resolution Process (Figure 3.2-2) 10 formalize cuslomer feedback and as a means to solve
issues and drive customer recovery and satisfaction. This systematic approach shows attention to the core
competencies of customer satisfaction and performance improvemest.

e 3.2a(l) CEG uses competitive intelligence und benchmarking to idenlify new products and service
offerings. CEG consistently uses both primary research and secondary research (data from trade
assaciations, consortium’s, case studies, U.S. Census) to spearhead product and service projects, and
marketing and communicalion campaigns, This approuch may help CEG remain compelitive,

OPPORTUNITIES FOR IMPROVEMENT

» 3.2b(}) Processes such as the Customer Relationship Model {CRM) to non-gas product line customers is
generally not deployed as well as it is 1o the traditional gas customers. This may lead to a segment of
customers that do not have the same ability to have their concerns and opportunities heard.

* 3.2b(2) There is no systematic process for lessons learned from recurring issues. Complamts are logged,
and management is notitied when complaints have been resolved, but there is no root-cause analysis 10
eliminate 1he issne at the source. Without a process, CEG miay be wasting resources and creating re-work 10
resolve the same issues.

* 3.2a(4) The process (o identify opporlunities for innovalion is new and has not yet been able to undergo
cycles of improvemeni 10 determine ils effectiveness or ability 10 lead to future opportunities (0 enhance
customer relations.

Cateporv 4 Measurement. Analysis, and Knowledge Management

[tem 4.1 Measurement, Analysis, and Improvement of Organizational
Performance /Scoring Range 50-65%

STRENGTHS

¢ 4.1a(1) Key metrics are selected and aligned through the Trust, Division, and Department
Scorecards. CEG uses these scorecards to focus resources to implement improvement at various
levels in the organization.

* 4.1a(1) The Seaior Leadership Systemn ([Figure 1.1-1) und SPP (Figure 2.1-1) creale a systematic and
sequenlial sysiem to determine what 18 important and needs to be measured. These systems allows CEG to
align resources 10 accomplish strategic objeclives.

* 4.1(b) CEG uvses a defined set of review meetings to assess organizational performance. For example,
quarterly divisional meelings, monthly BOD meetings, and regular department( leadership meetings are held.
Consistent review of performance aligns with CEG’s culture of continuous improvement.

OPPORTUNITY FOR IMPROVEMENT

* 4.1a(2) No systematic process exists to select key comparative data and information to support innovation,
Exumples of processes using benchmark data to spur innovation were ad hoc in nature and were not well-
ordered and repeatable. Using a syslemalic process to select and identify sources of key comparalive dala
may enable CEG to increase thetr opportunities for innovation.
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Item 4.2 Management of Information, Knowledge, and Information Technology /
Scoring Range 50-65%

STRENGTHS

e 4.2b(2) Critical information, hardware, and software systems arc identified in business continuity plans and
are covered by robust processes to ensure their availability in the event of an emergency. These processes
include backups, retention schedule. fail-overs, and an annual recovery exercise with lessons learned. These
processes support the customer requirement of seliable supply.

® 4.72a(2) CEQG effectively makes information available 10 customers, suppliers, and employees. The website
is used o provide information 10 alt three groups, and suppliers also have access to information using
Microsofl SharePoinl. Effective information sharing with (hese stzkeholders enable CEG to meet the
requirements of siakeholders.

o 42a(l)uand (2). A Knowledge Management System (KMS) is used o manage the various lypes of intecnal
and external knowledge. CEG also uses the KMS to improve their information and knowledge assets 1o
ensure data accuracy, integnly, and securily.,

OPPORTUNITIES FOR IMPROVEMENT

s 4.2a(3) A process o collect relevant knowledge and iransfer the knowledge to the workforce from the KMS
for use in the innovation process is not deployed in a sysiernatic way throughout the organization. Some
depaniments have alot of information in iShare, and other departmeats posi very liule information.
Systemalic deploymeni of the KMS may help CEG address the strategic challenge of the aging workfoirce.

¢ 4.2a(3) There is no systematic process 10 share best practices across the organization o all business groups
and at all levels, Best praciices are opportunistically sought and implemented for specific projects, but there
is a general {ack of sharing continuous improvement 1ypes of best praclices. Deploying best practices
throvghout CEG may help to maintain the lowest possible rates for cusiomers by keeping non-gas costs
down.

Catepory § Workforce Focus

Item 5.1 Warkforce Environment /Scoring Range 50-65%

STRENGTHS

s 5.1b(2) CEG uses workforce policies that 1ake into account the diverse workforce needs, allowing CEG o
build a supportive and diverse workforce environment. Policies that address the needs of a diverse
workforce help maintain employee retention and continuity of customer service which is impanant for
CEG’s sustainability,
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5.1a{2) CEG uses a centralized and systematic approach o recruit and hire new employees. CEG
continuously improves this approach to ensure Lhe eftectiveness of the process and to fill open positions
with individuals thal fit with thejr culiure and beliefs. This approach allows CEG 10 build an effective
workforce in alignment with 118 overall core competency of perfarmance excellence.

5.1b(1) Workplace envitammental fuctors are addressed through an Occupational Health, Safety & Security
Department. This department has programs to promote work safety, which may help reduce accidents and
demaonstrates CEG's commitment to safety of the workforce.

OPPORTUNITIES FOR IMPROVEMENT

5.1a(1) CEG does not systeinatically address workforce capability and future capacity, specifically the non-
exemp? and bargaining unil warkforce with significant retirement eligibility. Without systematically
addressing this challenge, CEG may impact its ability 10 maintain a high perfarming workforce and
potentially limil sustainability.

5.1a(4) Change management processes deployed during the acquisition integration did oot fully prepare (he
waorkforce for changing capability and capacity needs. An example is the unexpected spike in the volume of
call center activily. Proaclively preparing the workforce for changes may support ¢ continued high
performing workforce.

Item 5.2 Workforce Engagement /Scoring Range 50-65%

STRENGTHS

5.2a(2) CEG foslers open communication and an engaged workforce through the Performance Plan and
Review (PPR) and Development and Performance Feedback (DPF) processes. Open communication and an
engnged workforce are critical to ensuring a high performing and motivated workforce needed for CEG lo
achieve its core compelency of operational excellence.

5.2¢(3) CEQG has developed a Succession Planning Process 1hal identifies gups in readiness for key
positions. In conjunclion with training and mentoring, this process may assist CEG ensure ils sustainabifity.

5.2¢(1) CEG uses a syslemalic learning and development system that addresses the organizalion’s core
competencies and strategic direction. Ongoing iraining and development is a workforce requirement.

OPPORTUNITIES FOR IMPROVEMENT

5.2b(!) Indicalors such as workforce retention, absentecisin, grievances, safety and productivily are not
analyzed to assess and improve workforce engagement. Ensuring thal engagement is assessed and results
are used for improvement may contribute to continuing to deliver exceplional customer service, one of
CEG’s success factors.

5.2¢(3) There is not a systemalic approach for managing career progression below the leadership tevel.
Lack of managing effective career progression below the leadership level may impact development of this
warkforce segment, and may hinder achieving higher performance.
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e 5.2a(3) CEG does nol have a well-deployed systematic process for rewards and recognition (hat supports
performance. On-sile interviews with employees indicated employees felt recognized for service years, but
CEG as an orgamization, has no systcmatic process (o reward employces based on performance. However,
there were instances of team rewards, and some departments — such as IT — had (heir own reward progran).
Integration of reward and recognithon programs with lhe workforce performance management sysiem may

improve overall workforce engageiment.

» 5.2b(2) CEG does nol correlate engagement results with olher business results in an effort (o improve all
areas of the business. J may be difficult to achieve the vision of unparalleled excellence if business results
are not coirelated with CEG’s overall workforce engagement.

Category 6 Operations Focus

Item 6.1 Work Systems / Scoring Range 50-65%

STRENGTHS

s 6.Ja(l) Key work systems have been specifically defincd 1o meet customers' ang slakeholders' requirements
and deployed to most divisions. The organizational work systems and support systerns such as Capital
Program and Engineering (CP&E) have also been defined and implemented (6 compliment the key work
systems. CEG usces a Plan-Do-Check-Act (PDCA) approach in its Integraled Performance Improvement
Cycle to learn and improve the efficiency of its work systems. This approach addresses CEG's desire 1o
focus on customers’ needs and continually improve its processes.

*  6.1b(2) Effeclive processes are in place to contro] cosl of work systems. These processes include monthly
monitoring of expenditures and budgel variance reporting for each work system, employee training,
Standard Operalting Procedures (SOP), and aulomaltion to eliminate defect and rework. Such processes allow
CEG 10 provide low cost services o jts customers, and thus fulfil) its mission.

e G.1c CEG uses an integrated Disaster Recovery Plan covering all divisions and follows siandards from
governing organizations (National Incident Management System). Emiergency response training is jointly
provided by the Indiana Pipeline Awareness Association to cmployees and emergency response plans are
lested yearly to assess vulnerability. This approach atlows CEG 1o continue without intenuption to product
supply and delivery, which is & key cuslomer reguirement.

OPPORTUNITIES FOR IMPROVEMENT

e 0.lc The emergency response plans are not fully deployed 1o contractors und temporary employees. There
1S O systematic process to check and evalunie contruciors and key supplier/pariner operations for continuity
or disaster recovery plans. A complete deployment of emergency responsc and disaster recovery plans
throughout the product and service chain may further ensure CEG can continue 10 provide the crucial
services expecled by its customers.

»  6.1b(2) Costcontrol is not systematically embedded in Lhe design of the work systems. Designing cost
control into each work system may support the success factor of controlfing non-gas costs to keep prices
low.
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Item 6.2 Work Processes / Scoring Range 50-65%

STRENGTHS

6.2(1) CEG muanages, designs and improves its work processes around stakeholders' requirements and
arganizational needs. For example, CEG vses inputs from customers, cross-functional teams, and the
Performance Jmprovement Cycle (PIC) to manage and improve its work processes and achieve stakeholder

expectanons.

* 6.2b(2) CEG uses a Category Managcmenl approach to manage its many suppliers and partners and enters
inlo master service agreements with preferred suppliers to ensure availability of supplies and reduce cosl.
CEG's goals and values ure shared with the suppliers, and suppliers participate ia strategic planmmng. These
processes suppos an effective and reliable supply chain which is crucial o the delivery of products and
services to CEG customers.

*  6.2b(3) To improve work processes and achieve beler performance, CEG uses a well-deployed Problem
Solving Process as parl of phase 11 of ils Performaace Improvement Cycle. These processes encovrage CEG
to gather inJormalion and best praclices from oulside experlise, industry forums, etc. In doing so, CEG
makes improvement to its processes and their effectiveness by tapping inlo a much larger pool of
knowledge.

OPPORTUNITIES FOR IMPROVEMENT

*  6.2h(2) CEG has a process to remove poor performing suppliers, but no data-driven process 1o monitor
vendor performance (for example, through vendor scorecards). Without a data-driven process to monitor
vendors/suppliers/contraclors performance, it may be difficult for CEG to identify early deficiencies or issue
supplier corrective aclion requesls.

s 6.2a(1) The potential need for agilily is not systematically incorporated into work processes. Many process
changes have occurred as a result of the acquisition integration. Systemalically incocporating agilily into
processes may support the success factor of controtling non-gas costs as well as CEG's culture of
confinuous improvement,

Category 7 Resulis

Item 7.1 Product & Process Outcomes Scoring Range 50-65%

STRENGTHS

¢ 7.1a CEG presents positive levels and comparisons in reliability, one of the key measures of cusiomer
product & service results. For example, CEG ranks " in the 20 ~ City Survey Companies on Percenlage of
Plaslic & Protected Pipe (Figure 7.1- 1) resulting in high ga$ system reliabilily. Water and Waslewater
Systems Reliability (Figure 7.1-5) show 100% of time minimum pressure is achieved over Lhe pas( 4 years
(2009-2012).
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7.1b Posilive trends in steam operational process effectiveness results support CEG’s organizationsl
stralegy and aclion plans and ave consistent with its MVV. Examples include tesulls for steam boiler

availability (Figure 7.)-9) and the number of header sags (Figure 7.1-18) over the lusl 5 years.

7.)¢ The savings attributed 10 the acquisition integration (Figure 7.1-27) shows a significant positive
performance in the first year. The savings for Year [ is approaching the 3-ycar goal. Such savings support
CEG's customer requirement 1o keep cusiomer costs low.

OPPORTUNITIES FOR IMPROVEMENT

7.1a and 7.1b(1) Refative to comparisons, some product and process results do nol reftect CEG’s Vision
and are below best-in-class. An example is the average heating bill (Figure 7.1-23) where CEG ranks #12
of the top 20 cities. Additionally, Gas Meter Reading Accuracy (Figure 7.1-8) and Cycle Times in the Call
Cenler (Figure 7.1-22) show mixed resulis and wrends. Improving these results over time may assist CEG to

betler serve is customers.

7.1b(2) Test results of the disaster and recovery response program are limited 1o a few tornado exercises
and fire drills. There are no results to confirm if CEG's facilities/production plants would remain in
operalion should its workforce be significantly reduced (pandemic, for example) which could stop lhe
delivery of the crifical services it provides 10 ils customers.

(tem 7.2 Customer-Focused Outcomes / Scaring Range 50-65%

STRENGTHS

7.2a(1) CEG shows consistently high ratings and improving trends in customer satisfaction for gas
residential and thermal over the last § years. Thermal Overall Satisfaction (Figures 7.2-2);
Residential Satisfaction (Figure 7.2-3); JD Power Rank of 27 Midwest Companies (IFigure 7.2-4); and
Restdential and Business Best in Class (Figure 7.2-5) all show that CEG consistently rates at or near
the top in all categories of customer satisfaction based on oulside research sources. These results
indicate that CEG understands and meets most of its customers' requirements.

7.2a(2) CEG's Customer Engagement outcomes provide evidence of relationship-building with
customers. CEG-Gas Residential Segment (Figure 7.2-11) ranks best in class in 2 loyalty measures in
2012, and Gas Business Segment (Figure 7.2-12) show results in the top quartite ratings for loyalty.
These resuits show CEG’s focus on customer-driven excellence for the gas customers.

7.2a(1) Complaints received from the Indiana Ulility Regulatory Commission (Figure 7.2-7) show that the
nymber 1s decreasing, and currently is less than one complaint per 100,000 customers. Compared to its
direct competitor, Vectren North (Gas), overall CEG receives fewer complaints. These results indicate
CEG's commitment to the community and to be a good citizen.

OPPORTUNITIES FOR IMPROVEMENT

7.2a(1) Business, Gas Dissalisfaction (Figure 7.2-6) shows business dissatisfaction at 2% in 2009 and
increasing (o 5% in 2012. There are no equivalent figures for the gas business segmenl, simtlar to those for
residential gas customers (Figures 7.2-3 or 7.2-4) . Without a focus on dissatisfaction, CEG may not be able
Lo sustain lhe engagement and loyalty of all of its customer groups.
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e 7.2a(1) There are limited results for the Water and Wastlewalter Divisions, which now comprise the majority
of revenue for CEG. CEG has emphasized that for water customers who are also gas customers, the
company now has one face. However, water customers who are not gas customers mnay be a customer
segment that have unrecognized issues. Without results for all customer seginents, CEG may miss
opportunities that impacl their core competency of customer satisfaction.

Item 7.3 Workforce-Focused Outcomes / Scoring Range 50-65%

STRENGTHS

¢ 7.3a(3) Workforce engagement and development resulis show favarable levels and comparisons. For
example, Employee Loyalty/Truly Loyal Einployees (Figure 7.3-13). a Trust Scorecard meusure, shows
Executive Management and Managers/Supervisors are above the 2009 national average for the four years
reported. Having an engaged workforce is crucial to CEG’s growth and sustainability.

e 7.33(2) CEG demonstrales s positive 1rend in its core competency of collaboration with the union resulting
in fewer grievances (Figure 7.3-8), and 95% of all grievances from 2006 ~ 2012 have been settled or
withdrawn by the union (Figure 7.3-9). These resulls shows that the CEG is leveraging one of ils surategic
advantages of collaborating and building relationships with the union and this positsvely impacls employee
saligfaction.

s 7.3a(4) CEG shows positive levels of investment in workforce development. For example, Investment in
Employee Development (Figure 7.3-17), shows CEG shows significant inceeases in average hours per
employee for Corporate and Gas entployees in 2012 and exceed the Saraloga benchmark. These vesults
create long-term value for CEG's customers and community.

¢ 7.3a(2) CEG shows positive levels in some key measures of 1ls workforce climate, including workforee
health, safety and secarity. The DART rate (Figure 7.3-4) is below the 2010 Natiopa) Safety Council level.
Tn addition, CEG has received numerous industyy awards for safely. These results reinforce CEG’s
commitment to its Value of safety .

OPPORTUNITIES FOR IMPROVEMENT

s 7.3a(1) Volunlary lurnover levels and (rends are increasing. especially for Non-Exempl employees (Figure
7.3-3). This increase in voluntary turnover with Non-Exempt employees does not support CEG’s goa) of
emplayee engagement and may potentially simpacl the core competency of operational excellence.

s 7.3a(2) The number of vehicle accidents first decreased between 2008 and 2009, but sieadily increased in
2010, 2011 and 2012 (Figure 7.3-4). This onfavorable (rend is inconsislent with the core value of safety.

e 7.3a(l) CEG presents no measures or indicators on workforce capability, and limited results on workforce
capacity. Such results may help CEG to belter understand their short- and long-teym ability to respond to
strategic challenges relating ro Lhe retirement eligibility of the workforce.
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[tem 7.4 Leadership & Governance Outcomes / Scoring Range 50-65%

STRENGTHS

e 7.4a(5) CEG shows positive trends for key measures of the organization's fulfillment of its societal
responsibilities and support of its key communities, including reduction of NOx Emissions (Figure
7.4-11), reuse of Bottom Asb (Figure 7.4-12), and United Way contributions in contributions and
leadership giving (Figures 7.4-13 and 7.4-14). These results reinforce CEG’s commitment to fulfilling
societal responsibilities and support of key communities.

e 7.4a(4) Three of five employee groups — Execulives, Managers/Supervisors and Exempt Employees indicate
a positive perceplion of CEG's ethics (Figure 7.4-6). Gas-Residential customers’ perceplion (Figure 7.4-7)
of CEG’s ethics shows generally positive trends, and Gas-Business customers’ perceplion (Figure 7.4-8)
indicates improving trends. Such perceplions of CEG's ethics are consistent wilh the core value of integrity.

e 7.4u(]) There is a conlinual increase of information communicated to employees from 2003-20(1 and
exceed the benchimarks (Figure 7.4-1), These results indicate the Jeadership’s on-going commitment 1o
coinmunicating with its workforce and improving employee engagement,

OPPORTUNITY FOR IMPROVEMENT

* 7.4a(3) There are no levels or trends to indicale relative performance on regulatory and legal requirements
(e.g., 1SO audits or any of the other regulatory agencies). A focus on such resulis may affirm CEG's Vision
to serve customers and communities with unparalleled excellence and integrity.

{tem 7.5 Financial & Market Outcomes / Scoring Range 50-65%

STRENGTHS

e 7.54{)) CEG has favorable levels and trends of required cash tlow. Figures 7.5-1 through 7.5-4 show debt
service coverage for all product lines above minimuin requirements. Figure 7.5-6 shows above breakeven
EBITDA for the past three years. These resulis contribule to CEG's ability to achieve their Mission of
sound financial management.

s 7.5a2(2) CEG indicales a 60% Gas markel share which is 10% higher compared 10 the nation, and indicates
@ 50% Elecrric market share.  Continuing this market share advanlage assures sustainability and achieving
its Mission to build and renew its businesses to remain compelitive.

OPPORTUNIJTIES FORIMPROVEMENT

¢ 7.5a(]) CEG does not indicale trends or use comparisons on Bond ratings, Such results may allow an
understanding of current performance againsl providers of similar products and services, and thus shed light
on CEG’s abilily lo provide unparalleled excellence.

» 7.5a(1) No comparative dalu is available for regulated operations EBITDA. Use of comparative data and
results similar to service providers in other markels, (for exampte JEA) may provide CEG opportunities to
evaludle its performance relalive (o other best-in-class organizalions.
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END OF FEEDBACK REPORT
Ivis TPE's goal that this feedback report provides your organization with actionable data and becomes a
valuable {ool in moving your organizalion forwacd. Please contact Al Faber at The Parinership for Excetlence

al (614) 425-7157 if you have questions regarding this repost.

Thank you for your support of The Parinership for Excellence.
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DATA REQUEST NO. 9: Plcasc provide a copy of the limited feedback referenced on
pagc 15, lincs 4 — 6 of Mr. Lykins tcstimony.

RESPONSE;
Sce responsc to Data Request No. 8 above.

WITNESS:
Carcy B. Lykins



DATA REQUEST NO. 10: Pleasc describc to what extent Cilizens’ opcralions are
subject 1o review by the Siate Board of Accounts.

OBJECTION:

In addilion to any apphcable general objcctions set forth above, including but not limited
to gencral objection nos. 3, 4, 5, 6, 8 and 10, Respondents objeel to this request on the
following grounds. In the jurisdictional scction of its Macch 19 Order in this Cause, the
Commission cites Indiana Code Sections 8-1-2-68 and 8-1-2-69 as the basis for ils
investigative authorily and thc commencemicnl of this proceeding. Scction 68 addresses
investigations of rates and charges, and Section 69 addresscs investigations of service
refated issucs. Neither section addresses investigations related to certain issues
introduced by the OUCC in this Cause. Respondents’ submission of testimony
responding to cerlain questions included in the Commission’s final issues Jist addressing
issues introduced by the OUCC into this procecding should not be consteued as a waiver
by or agreemcnt of Respondents conscnting 1o any further attempts by the QUCC 1o
expand and unduly broaden the scope of this proceeding. Subject to and without waiving
the foregoing objcction, Respondents would refer the OUCC fo Indiana Code Scction 8-
E-101-17,
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Responses of Citizens Encrgy Group
and CWA Authority, Inc. o

OfTicc of Ulility Consumer Counselor’s
Third Set of Data Requcsts

DATA REQUEST NO. 11: Does CEG opcerale, own, or control any assets nol located
within the State of Indiana? If so, piease describe and cxplain.

OBJECTION:

In addition 1o any applicable general objcclions sct forth above, including but not limited
to gencral objcction nos. 6 and 8, Respondents specifically object to the reference to
undefined term “CEG™ as vague and ambiguous. Scc also objection 1o Data Request No.
j above. Subject 1o and without waiving the forcgoing objection, Respondents state that
ncither the Board nor the Authority opcratc, own of control any assets localed outside the
State of Indiana that are uscd and uscful in connection with providing utility services (0
customers in Indiana and rcgulated by the Commission.
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Cause No. 44462
Page 37 o 80



HRP Attachment §
Canpie No. 44362
Page 38 of 80

Causec No. 44462

Responsces of Citizens Energy Group
and CWA Authority, Inc. to

Office of Ulility Consumer Counselor’s
Third Set of Data Requesls

DATA REQUEST NO. 12: Please provide a copy of the 2013 quarterly reports for the
internal controls accountability (1CA) program results.

RESPONSE:
Please sec the alttached document identificd as OUCC DR - 3.12,

WITNESS:
Carey B. Lykins
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( citizens
\) energy group
Summary of Internal Auditing Activity

Audit Commitiee Meeling Review Date:  August 21, 2013

Desired Quicome:  Informational/Background to updaie the Avdiy Committee

Outline:
L Status of Curreni Projects
1 Update of 2012/2013 Audit Plan
o Status of Planned Audits — Attachment A
¢ Siatus of Current Risk Assessment

1. Status of 2013 Projects

A. IT COBIT (Control) Maturity Road Map Project Status
The design portion of the project is complete. 1A will be conducting the final design review in
the falf. IT is developing their own review process to validate thal processes are being executcd
as designed. LA will begin auditing the in fiscal 2014.

B. Internal Controls Accountability (ICA)

& Asof August 8th, 19 of the 83 (ests have been completed by the Business Process Owner (BPO).

A is reviewed the results, and all have been deemed effective.

o The ICA Stcering Comnittee has reviewed and approved the [CA Mission Statement and
Charter,

¢ Quarlerly surveys for the should be completed by the middle ol August

¢  Process Inprovement — The quarterly ceclification Jetler has been revised to more appropnalely
reflect changes within CEG and the tCA program.

3rdh

C. Enterprise Risk Management (ERM) Committee Meeting

o The quarerly ERM meeting occurred on August 8, 2013.

s Updalcs on risks (emerping risks, risk impact changes), validations of mitigation strategies, and
additional mitigation strategies being implemented were provided and discussed by the
committec members.

® A process for developing a fraud detection program was presented ducing the meeting.

o [A is working closely with legal counsel to identify enhancements to the ERM process.

¢ The schedule for the Annual Enlerprise Risk Assessment refresh is as follows:

Risk Workshops — October and November (cach areu)
- Please identify pacticipants from your area
- Update Prior Year Risks
Further jdentification of area {raud scenarios (new to ERM in 2013/2014)
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- Identification of laws and regulations for area (ncw to ERM in 2013/2014)

- ERM Committce Risk Prioritization Meeting — Early December
Identify key strategic risks for 2014

- 2014 Strategic objectives will be utilized as primacy filler for determining the most
crilical enterprise risks
Audit Direclor and Individual Board Member Meeting to discuss preliminary enlerprise
risks identified (December and January)
Audit Direclor 1o present 2014 Fnterprise Risks and Audit Plan to VP group (January

2014)
Final Enterprise Risks and Audil Plan presenled to the Audit Committee of the Board of

Directors (February 2014)
D. Customer Billing Audit

The scope of the Customer Billing Audir has been detesmined. The scope extends aver several
departments ahd will include a review of some of the processes for customer billing and adjustments,
customer billing systerns (application and systems infrastructure}, Custorner Service operations, and
miscellaneous billing, as il pertains to the customer billing process.

E. Humean Resources — Employee Life Cycle Audit

The scope of the consuliing engagemenl has been defined based upon risk. The scope inclndes the
following processcs: inlerviewing for open job positions, néw employee onboarding training, new
cmployee and current employee surveys, talent management (includes succession planning), and
cxit interviews.

F. Capilal Planning & Engineering (CP&E)

The planning portion of this review has taken longer than anticipated due 10 the vasl amount of
processes inherent in capital planning and engineering. The magnitude of this project is similar (o
the IT control project which is a multi-year project.

Internal Audit js developing an RFP for a Forensic Exarmnation of CP&E’s transactions. 'This
will assist us in assessing where therc are risks lhal we may not recognize at this fime. The work
will enable Internal Audii to benter determine where Lhere may be areas of weak conlrols.

G. Corporale Development

Internal Audit is currently participating in the following Corporate Development Projects,

s Weslfield Water and Waste Water ntegralion.

» Kinetrex Energy (LNG) - assistance with development of initial struclure, policy,
identiication process and procedural needs.

H. Ethics Commttee

» FEthics Committce will be mecting on Seplember 17, 2013.
s The project plan, 1o evolve the ethics proaram, continues (o be worked.
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|. Other IT Projects

Internal Audit Direclor continues (o participale in IT Governaoce Commitieces. Jniemal Director
serves on the sleering conunittee and auditors participale in validation of project plans (readiness)
for ihe foltowing large IT Projects.

s WAM (Assct Management)

e Unifier/P6 (project management and scheduler software for CP&E)

« SCADA

s« EBS Upgrade (Financial and Human Resource)

e CIS Upgrade (Customer Service)

11, Status of 2013 Internal Audit Plan

* Status of Planned Audits — Altachment A
¢ Stams of Currenl Risk Assessment
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citizens
() energy group
Summary of Internal Audiling Activity

Audil Comminee Meeting Review Date:  May 15, 2013

Desired Outcome:  Informational/Background to updale the Audit Commiltee

Outline:
. Status of Current Projects
. Update of 2012/20] 3 Augii Plan
» Stals of Planned Audits — Attachment A
s Staws of Current Risk Asscssment — Auachment B

Il Status of 2013 Projects
A. T COBIT (Control) Maturily Road Map Project Status

Information Technology (3T) and Intemal Audil continue 10 wark collaboratively 1o make
adjustments to the project 1o ensure Lhat the project will be successfully completed on time.
While 1T has experienced sonme delay with the consullants who are working on Lhe I'l Risk
assessment, IT does not expect (his to delay the overal) project dead)ines.

C. ProLiancc
CEG Audit Direclor continues to parsticipate in a weekly CEG meeting regarding the Prof.iance
business. ‘The Tntemal Audit Director has also been involved in validaling some of the key strategies
currently underway.

D. Inlernal Controls Accounlability (ICA)

¢ Annual Certifications have beea completed.
= [CA Sleering team met on May 9, 2013

E. Enterprise Risk Commillee Meeting
s The quarterly ERM meeting occurred on May 2, 2013,

F. CEG Human Resource Review

The status of the Human Resources Audits and Reviews are as follows:

e  Payroll Audil — has been issued with no significant issues noted.

e The Pension and Benefits Review - The audit report 1ssued. The only issue of note was
regarding reconciliations and a remediation plan has been pul into place and Audit will
follow-up on the action plan later in calendar 2014.

Page 42 o7 30
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*  Training Consulting Repori — has been issued. Human Resources (HR) will use Lhe feedback
from that consulting review to ensure that a well designed corporate tcaining process is in
place. Internal Audit will follow-up with a validation audit in the next 6 to 12 months,

o Talent Management Consulling Projec|- Inlernal Audil is working with HR {0 change the
scope of the consulting engagement to an employee life cycle project (interview, on-
boarding, emnployee development and separation).

G. Capital Planning & Engineering (CP&E)

Scoping is still underway. The magnitude of this project is similar to the JT control project which
is a multi-year projeet.

H. Corporate Development

Internal Audit is currently particspating in the following Corporate Developmeni Projects.

o Westficld Water and Waste Water integration.

e Kinetrex Enerpy (LNG) — assistance with developmenl of initial structure, policy,
identification process and procedural necds.

s ProLiance— Tracking of key risk associated with the currenl project and validation of
miligation plans.

[. Ethies Commuiltee

o Ethics Committee met on April 22, 2013. It was determined Lhat thece were no issaes that
needed to be communicated to the board.
¢ The project plan, 10 evolve the ethics program, continues to be worked.

E.  Other IT Projects

[nternal Audit Director conlinues to padicipale in IT Governance Comrnillees. Internal Director
serves on the sleering committee and auditors participate in validation of projecl plans (readiness)
for the following large IT Projects

o  WAM (Asset Management

»  Unificr/P6 (projcet management and scheduler software for CP&E)

s SCADA

» EBS Upgrade (Financial and Human Rcsource)

» CIS Upgrade Customer Service)

Interna! Audit Director is participating as a leam member on the Voice of the Cusiomer project

W, Stutus 0f 2013 Internal Audit Plan

e Stams of Planned Audits — Attachment A
o Status of Current Risk Assessment — Attachment B
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¢, citizens
\) energy group
Summary of Internal Aunditing Activity

Audit Conumittee Meeting Review Dale:  February 20, 2013

Desiced Ouicome:  Informational/Background (o update the Audit Coramiltee

Qutline:
I. 2013-2017 Strategic Audit Ptan
It. 2013 Internal Audit Plan and Budget Review
1. 2013 Intemal Audit Metric Results for 2013
V. Status of 2012-2013 Projects

1.2013-2017 Strategic Audit Plan

The steategic audit plan has been updated for 2013. Because the stralegic audil document ss jarge and
key updales are included in this package as scparale attachments, (he stralegic audil plan is nol
included but will be available as a bandoul al the meeting,

As a refresher, the strategic audit plan includes information regarding the approach to audit planning
and correlation to the Enterprise Risk Management (ERM) process. The five year detailed audit plan
can be found 21 the end of the strategic plan document. The componenis of the five year detaiied
avdil plan include the following sections:

»  Risk Bosed Audits identified for 2013 (Attachment A) - The ERM Risk Committee identified
the critical risks CBG is facing in 2013, An extensive review was conducted by representatives
from all areas, Each department head presented their top risks and risk treatment/mitigating
strategies at the January ERM meeling. The ERM Risk Cominittee then discussed and
prioritized the risks as a group.

» Recurring Audits (Attachment A) — Intemal Audit reviewed the risks and identified the
processes Lhat should be included in the five year audit ¢cycle and has “slolted” each process into

a specific audit year.
> Audif Strategic Projects (A(tachment A) — These consist of larger strategic audil projects that
likely cover multiple years and are desigaed to improve the effectiveness and efficiency of the

audil or ERM processes over time,
»  Audit Recurring Work (Attachments A) - Monitoring, analytics and validalions performed on

a monthly, quarterly and annual basis.

1}. 2013 Preliminary CEG Internal Audit Plan and Rourly Budget

The 2013 Internal Audit Plan is a subset of the stralegic audit plan and is included as Attachment B.
The 2013 Audit Plan is based on validanng the adequacy of the mitigation stralegies for the residual
risks. A brief description of each slide is as follows:

» Page 1 - represents the 2013 risk heat map (by number of risks) before a mitigation strategy
is considered.
Page 2- is the same heat map as documented in Page 1, afier mitigation strategy is
¢onsidered.

v
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Page 3 & 4 - represents the top 27 risks, by name, for 2013 afler mitigalion is considered; the
2012 ranking is indicated on the left side of the page for comparison purposes (a dash
indicates the risk was not identified in 2012 and is new for 2013),

Page 5 - represents the 22 highest inherent risks identified or 2013 (before any risk
treatment is applicd to the risk)

Attachment C represcnts the hourly budget by audit and auditor for the 2013 Interna) Audil Plan.

H]. Internal Audit Metrics Resulbts for 2013

A. Internal audit score card is in included as Attachment D. In addition, 1A held the first of a series
of strategic planning sessions on February 7" and is exploring the possibilify of adding
additional 1A metrics in 2013,

1V, Status o 2012/2013 Projects

A. Tnicgration Ongoing Activity Follow-up Report

At the December 2012 Audit Comuniltec meeting, we provided a status report of continuing
Integration process aclivities. There ate no significant updates. We are continuing the following:

Construction Project Management Sofiware (Unifier) — went live ia December 2012, Internal
Audit will include an evalvalion the software within the CP&E review work

Director of Audil is participaling in reconstituted )T Governance Steering Team

Measurement of Synergies - Scheduled to audit in 2013

Internal Audit will continue to participate in steering teaws and repor( on readiness for all key 1T
projects including WAM (Work Asset Management), CIS (biiling) Upgrade, Primavera (Project
Scheduling), SCADA and Oracle/EBS (Enterprise Business Syslem) upgrades.

B. [T COBIT (Control) Matucity Road Map Project Slatus

IT and 1A continue 1o work collaboratively to make adjustments ro the projecs to ensure (hal the
project wilf be suceessfutly coropleted on time, While IT has experienced some delay with 1he
consullants who are working on the IT Risk assessiment, T1' does not cxpecl this to delay the
overall project deadlines.

C. ProLiancc

CEG Audit Director continues to participate in a weekly CEG meeting regarding the ProLiance
business, Audit Director has also been involved in validating some of the key strategies currently

undcrway.

D. Internal Conlrols Accountability (1CA)

All control testing for 2013 has been completed and reviewed by Internat Audit with no
significant pssues noted.

IA continues to work with 1T via the COBIT Maturity project noled in “‘B” above. As lhe
maturity controls project is compleled, 1A 1s warking with IT to ensure that the new 1T
conltrols identified as key are included as part of the ICA program.

All annual certifications are expecled to be complete by the audit commiitee March 11, 2013,
TA will continue to enhance the 1ICA program through 2013.
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E. Enterprise Risk Commitiec Meeling
e The IZRM meeting occurred on January (4, 2013,
FF. CEG Human Resource Review

The staws of the Human Resources Audils and Reviews are as follows:

» * Payrotl Audit - Audil is substantialty complele. However, [A is looking some oppottunities
to develop some monitoring activilies that could be included in the ICA process.

= The Pension and Benefits Review — The audil report is being wrilten. There are no significant
control weaknesses or anticipated findings to report, but there are several opportunitics for
process improvements. LA is looking at opportunities to develop monitaring to thiese
processes that could be included in the JCA process.

» Jraining Review — Consulted with Human Resources personnel on training processes.
New processes have been developed; Internal Audat is assisiing with documeniation of the
processes. A draft report has been generaled that identifies follow-up items later in 2013,

¢ Talcm Management Review —~ Consulted with Human Resources personnel on lalent
management processes. Internal Audit is assisting with documentation of the process.

G. Capial Planning & Engineering (CP&E)

Documentalion of the process undersianding and scope development is continuing for this
review,

. Corporate Development

Internal Audit is currently parlicipating in the following Corporate Development Projects.

* Weslfield Waler and Waste Water integration.

¢ Kinetrex Encrgy (LNG) - assisiance with development of initial structure and policy and
identification pracess and procedural needs

1. Ethics Commiltee

Bihics commitlee is scheduled to meet on February 13*, Any nceded updates will be provided at
the audit committee meeting.
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citizens
() energy group’
Summary of Internalt Auditing Activity

Audit Committee Meeting Revicw Dale:  December 10, 2012

Desired Outcome:  Informational

Qutling:
I. Starus 0f 2012 Projects
Il. Enterprise Risk Commitlee Meetings (Annual Risk Assessment)

ML Ethics Program
1V.  Internal Audil Metrics

1. Status of 2012 Projects

A. Integration Follow-Up

e Measurcmen( of Synergics — Scheduled to audil in August 2013

« TFair Value Appraisal - The sppraisal fitm SAIC concluded its fair value analysis and provided ils
report in 2012, SAIC and Citizens concluded that the fair values of the Water aird Wastewater
systems were Lhe respeclive consideration transferred for each. The final opening balance sheets
are currently being audiled by D&T'.

e Billing System Upgrade and Tntegration — Went live in October, JA issued 8 readiness repon pnoc
to go live. No significant issues noled. IA Director continues to participate in regutar steering
team meetings

= Construction Project Management Sofiware (Unifier) — scheduled to go live in December 17,
2012

= Intemnal Audit continues to participale in IT Governance Stcering Teams

B. IT COBIT (Control) Maturity Project Siatus

At the December 2011 Audil Commitiee meeling, Internal Audit (JA) provided an overview of
Information Technology's (IT's) 2-year COBIT (Control) Maturily Mode!l Project. The praject
was designed to address IT process maturily concemns. As of the August 2012 board mecting, 1A
reported that the project was at risk.  Since the August mecting, IT and {A have worked
collaboratively to make adjustments to the project to ensure thai the project will be successfully
completed. TA prepared a COBI1 Maturity project siatus update memo that was included with
the November 2012 board documents. No significant changes to the status of the project have
occurred since the November 2012 memo.

C. [nternal Controls Accountability (ICA)

Internal Audit assumed responsibility for the ICA process as of fiscal year 2012, Current year
testing includes the following:
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» Asof 11/19/12, RB out of 94 lests have been completed by the Business Pracess Owner (BPO) and
audit has cuerently evatualed all of the testing of non-1T controls with no exceptions. The IT tests
(22) asc currently being evaluated.

e Ofthe 6 ests not yet received, two are TA tests that cannot be conducted until the financial audii
is complete (certifications and annual assessment). The remaining tests are accounting lesls that
have not yel been completed due 10 dependencics with the yearend audit.

o The [CA Stecring Committee Charter and Mission Statement are scheduled for review and
approval al the December 5, 2012 meeling.

s DProucess Improvement - The JCA Survey has been converted into an electronic survey using the
SharcPoint application. The improvemenl has decreased the time needed to distribute and collect
the surveys, as wcll as, provide a more etticient and effective way for employees to respond.

. CEG Strategic Sourcing Audits
Results of Strategic Sourcing Audits are as follows:

Contract Management Audil has been completed and the control environment has been

assesscd as adegquate with no significant concerns noted. However, audit did observe that many

of the contracl management processes ar¢ ncw; and while audit is comfortable with the design of

the contro} processes, several of the processes have not had sufficient time/hislory to allow

validation that the processes are working as designed. Therefore, [A will follow-up by June 30,

2013 and perform testing of the following processes:

o Process [or ensuring that contracts assigned as a resull of 1he Indianapolis Waler and Waste
acquisition adhere and/or are converted to CEG standards as appropriate.

¢ The Capital Planning and Engineering (CP&E) group have developed a new capital project
change control process that has not yet been approved and implemented. Once approved,
Supply Chain plans 1o adopt the new process. (This process is also within the scope of [A’s
CP&E review work that started in November 2012)

«  Supply Chain is beginning the process ro implement new Oracle software (iSupplier). This
software should enharnce the effectiveness and efficiency of several Supply Chain processes.
IA will provide our slandard contral consulting services for this project.

Additional Actions plans of note include the following:

¢ Sourcing Management to work with Human Resources to ensure that procurement fraining is
included in the HR on-hoarding process 1o make certain thal all employees receive timely and
adequale procurcment training.

e Sourcing Management wil) work with 1T Lo explore automaled contract routing options wilh a
goal toward improving efficiency and increasing the accuracy of the contracts.

¢ A process will be implemenled to monjlor the procurement system (SmartSource) “audil log” to
cnsure changes made (o the procurement system records are properly authorized.

Supply Chzin Vendor Management and Supplier Diversity Audit has becn compleled and the

control environment has becn asscssed as adequate with no significant concerns noted.
However, audil did obsecve that many of the Supply Chain Vendor Managemenl and Supplier
Diversity processes are new; and while audit is comfortable with the design of the control
processes, scveral of those processes have not had sufTicient time/history to allow validation that
the processes are working as designed. Therefore, IA will follow-up by June 30, 2013 and
perform testing of the following processes:

s Vendor requalificalion process

«  Supplier Diversity Utilization Compliance Tracking

N
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Additional Aclion plans of nole include the following:

«  Sourcing Management wi)l develop a process to standardize the review/record-keeping of
diversity vendors and the recertification of those vendors.

¢ A process will be implemented to monitor the procurement system (SmarntSource) “audit Jog™ 1o
ensure changes to vendor access are properly authorized.

E. CLG Humap Resource Review

The stalus of the Human Resources Audits and Reviews are as [ollows:

¢ Payrofl Audit - fieldwork has been completed and results of this review will be discussed
with management within the next two weeks. No significant coniro) weaknesses are
anticipated at this time,

»  The Pension and Bencfits Review - is in process and cxpected to be compleled by year end.
At this time there are no significant control weaknesses or anticipaled findings to report, but
there are several opportunitics for process improvements.

*  Training Review - fiecldwork has been completed and results of this review will be discusscd
wilh management within the nexl two weeks. No significant control weaknesses arc
anticipated at this time.

o Succession Planning Review ~ is in progress and will be completed by the ¢ad of calendar
Year 2012.

F. Capilal | Planning & Enpineening (CP&L)

The CP&E controls consulling review project kicked of1'in Mid November and is in the
background and pianning phase.

G. ProLiance

CEG Audit Director continues {o participate in a weckly CEG snecting rcgarding the ProLiance
business.

H. Tiscal Year End work — Internal Audit has conducted our standard fiscol ycar-end reviews of Pension
and Incentive Compensation. No significant concerns were noled

1. IT Steering Team Activily — Internal Audit continues to participate in all three monthly I'T Steering
Committees and Lhe TA Director is a member of several high priority I'T Project Steering Committees.

1. Enterprise Risk Management (ERM) Activities

A. The following ERM activities have been completed or are planned:
* November/-December 2012 ~ Division/ Departinent Workshops
o 2" week in January 2013 — ERM working session 10 identify 1op risks stralegic business risks,
prioritize rigks,
o 3" week in January 2013 - Audit Dircctor risk discussions with Board Members
» 4" week in January 2013 - Audit Direcior to present risk picture to CEG Vice Presidents
o 2" week in February 2013 - Present final risk assessment results to Audit Committce of the

Board of Direclors
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ERM Committee Mcétings
s Meelings were held on August 24, 2012 and November 12, 2012,

s Apendas are attached as Attachment A and B.

JEL Ethics Program

A.

IV.

Quarterly Ethics committee meeting was held on November 3, 2012, All members of the Commiittee
were present. The committee discussed hotline activity (there were no reports) along with complaints
that were generated oulside the hotline (committees members reported fhat they were not aware of any

additional complaints).

Process Improvement

o The Cade of Conduct quarterly reporting has been auvtomated, This has resulted in significant
efficiencies in the administration of this processes and the ability to effectively manage the
results

Internal Audit Metrics

Status of Outstanding Audit Action Plans — All actions plans (rom previous audit projects are on
schedute

Siatus of Key Mitipation Stratepies Validated — When ERM was implemented in 2010, 1A committed
to ensuring that 20% of the key mitigation strategies identified in the mitigation sirategy populalion
would be validated each year, with the goal of 100% every five years beginning in 201 1. However, in
order to focus on the inlegralion, the slan of this process was deferred to 2012. It appears that JA that
this metric will be met or exceeded for calendar 2012. This metric will be calculated after 2012
calendar year end.

Page S0 of 80



Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor's
Third Set of Data Requests

DATA REQUEST NO. 13: Mr. Lykins described the process and procedures utilized
by CEG fo ensure its opcrations and governance comply with any (ransparency
requircmenis of the trust. (p. (6)

a.  Please identify all transparency requiremicnts of the trust. For cach, state
the source of the requircment.

b.  Pleasc identify and provide a copy of all written policies or procedures or
other guide to any employecs of CEG with respect to chsuring required or
desired transparency.

OBJECTION:

In addition to any applicable gencral objections sel forth above, including bul not limited
to gencral objection no. 8, Respondents specifically object to the use of the term “all™ as
overly broad and unduly burdensomc. Rcspondents further object to thus request on the
grounds that it is vague and ambiguous and 10 the ex(ent if calls for a Icgal conclusion.
Subjcct to and without \vaiving the loregoing objections, Respondents respond as
follows.

RESPONSE:

a. Mr. Lykins’ testimony regarding transparcncy focused on transparcney in the
contexl ol access to public records, because the Commission’s question rclcrs to
such (Issue 1.4.). In addition, however, there arc 2 number of reporting and other
requirements that could be considered to be related (o “transparcncy.” See, for
example, Indiana Code Section 8-1-11.1-1 et seq., Scction 8.08 of the Water APA
and Section 8.07 of the Wastewater APA.

b. Respondents rely on the applicable provisions of Indiana’s Access to Public
Records Act and Open Door Law (Ind. Code §§ 5-14-3-1 et seq.) as well as
publications made available by Indiana’s Public Access Counselor as guidance for
compliance with thc transparency requirements imposed by lhose laws. Those
materials are availablc on the Public Access Counsclor’s web site  al
hittp://www.in.gov/pac.

HRP Atigchment 8
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Causc No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Otfice of Utility Consumer Counsclor's
Third Sct of Data Requests

DATA REQUEST NO. 15: How many public records requesis were received in 20137

RESPONSE:
Citizens did not maimain a formal public records (racking procedure in 2013.

rd



Cause No. 44462

Responscs of Citizens Energy Group
and CWA Authority, Inc. to

OfTice of Utility Consumcr Counselor’s
Third Sct of Data Requests

DATA REQUEST NO. 16: Plcasc provide a copy of all public rccords requesis
rcceived in 2014 to dale.  For cach, picase provide a copy of the responsive
communicalion. (Note: the QUCC docs not scek in this requesl a copy of the actual
documents provided.)

RESPONSE:
Please see the attached document identificd as OUCC DR - 3.16.

A

MRP Anacbmeni 6
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Summary of Public Records Requests and Responses 2014

Request on July 6, 2014:
verbal request from Clarke Kahlo for minutes of previous Water and Wastewater Resources kxecutive

Committee meetings.

Response on July 11, 2014

From: Considine, Daniel {.

Sent: Friday, July 11, 2014

To: Clarke Kahlo

Subject: FW: Request: Meeting Minutes

importance: Righ

Clarke:

Per your request, | have attached are the draft minutes of the following meetings:
. June 18, 2014 Water Resources Executive Committee

. June 18, 2014 Wastewater Resources Executive Committee

Please note these are draft minutes and will not be presented for approval until their next scheduled
meeting on Wednesday, November 19, 2014,

Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254

Request on July 6, 2014
Verbal request from Clarke Kahlo for Storrow Kinselia Report on Central Canal

Response on July 17, 2014

From: Considine, Daniel §,

Sent: Thursday, July 17

To: Clarke Kahlo

Subject: Request for Storrow Xinsella Report

(mportance; High

Attached are the remaining documents generated by Storrow Kinsella. [ am guessing you saw the story
at the link below.
http://www.ibi.com/honsier-environmental-council-onposes-dam-on-white-
river/PARAMS/article/48488

Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254
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Request on fuly 1,2014

Verbal request from Clarke Kahlo for minutes of CICEQ Board Meeting.

Response on July 3, 2014

Verbal response from Dan Considine that Citizens does not have the minutes, but would ask Jili
Hoffman, Upper White River Watershed Alliance, to provide,

On 7/3/14, Jil Hoffmann <jhoffmann@empowerresults.com> wrote:

> Hey Qark,  rounded them up from Jennifer. Hece ya go!

> Maotives are in the right place here ~ hollstic view of water needs and

> water planning. it's early in the process. The scope of any sort of

> planning effort is still evolving, not to meantion funding would need

> to be secured (related to the currently unkaown scope). We are in the

> process of using surveys to gather info about muricipal staff's

> knowledge of various water issues and their priorities, as well as some of the key agencies’
> perspeclives at this point. The effort needs a littie structure before

> discussions go wider {which they inevitably will).

> Rest assured, Mounds Reservoir is not driving this initiative, its

> broader than that. I'Hl keep you up to date and appreciate your dedication.
> Jill

> Jill Hoffmann

> Empower Results, President

> White River Alliance, Exec. Director

> C:317-752-7110

Request on May 14, 2014

Name of Reguesting Party: Clarke Kahlo

Company (if applicable):

Addresss: 4454 Washington Boulevard

City: Indianapolis

State: IN

Zip Code: 46205

Phone: 3172836283

Identify with Reasonable Particularity the Record Being Requested: Hello,

This requests a digital copy of Citizens Waters’ executed grant agreement and the accompanying scope
of services which was apparently recently finalized with the Upper White River Watershed Alliance.

Thank you.

Clarke Kahlo

Response on May 15, 2014
From: Considine, Daniel J.
Sent: Thyrsday, May 15, 2014
To: Clarke Kahlo
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Subject: UWRWA contract

Here you go.

Dan Considine

Manager, Corporate Communications
Citizens Energy Group

Office: 827-4718

Cell: 407-5254

Request on May 1, 2014

Name of Requesting Party: Matthew Fernholz

Company (if applicabte): Cramer, Multhauf & Hammes

Addresss: 1601 E. Racine Ave., Suite 200

City: Waukesha

State: Wi

2ip Code: 53186

Phone: 262-542-4278

tdentify with Reasonable Particularity the Record Being Requested: All contract information that Citizens
Energy has between 5-K JV and RMS, Inc. in regards to the Deep Rock Tunnel Connector Project. in
addition, | would like to request all bid item numbers with descriptions of scope of work and total price,
along with any addenda. We have a copy of the August 11, 2011 document submitied by 5-K JV, but
want to know if the bid items have been amended since the project began. Thank you.

Partial Response on luly 9, 2014

From: Considine, Daniel J.

Senl: Wednesday, July 8, 2014

To: Matthew Fernholz

Subject: Request

Importance: High

Mr. Fernholz:

The files you have requested are at the attached link in Box.
Link to documents:
httos://www.dropbox.com/sh/xuxach6dp6d81bz/AAAY3¢|CMApDIXsQgichBdiTa
Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254
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Request on April 21, 2014

Name of Requesting Party: Desi Clinton

Company (if applicable):

Addresss: 1930 Bechtle Rd

City: Indianapolis

State: IN

Zip Code: 46260

Phone: 317-529-0106

Identify with Reasonable Particularity the Record Being Requested: Record of reported residential
complzints and the results of any investigations of said complaints of flooding and sewer backup from
residenis of the Narth Willow Farms neighborhood or the HOA for North Willow Farms, indianapolis, IN
by Citizens Energy Group or its predecessor company for the periad between 2000 and 2014. Any legal
actions and the adjudication of said actions filed by the HOA North Willow Farms or indiviual residents
of the Nornth willow Farm neighborhood vs. Citizens Energy or its predecessor.

Response an June 6:

Records na longer requested after further consultation with the customer,

From: Dillard, James

Sent: Friday, June 06,2014

To: Considine, Daniel J.

Subject: RE: Dasi Clinton

Dan, There does appear to be a problem with the sewer at or near his lateral connection. We are
investigating and | have arranged for Ron Sanders to give Mr. Clinton an update an Monday.

lamie



Doucias | May
dmay@rravelers.com

PATRICK |. DEININGER
pdeining®teavelers.com

TiMOTHY & McCTIKAY
rerackay@iravelers com

V1A CERTIFIED MA(L:
Citizens finergy Group
2020 North Meridian Street
fndianapolis, IN 16202

TRAVELERS STAFF

COUNSEL OFFICE
625 EDEN PARK DRIVE, SUITRS!I0
CINCINNATY, OH 45202

TELEPHONE NO.: (513) 639-5340
FAX Na.; (513)639-5348

April 16,2014

RE: Freedom OF Information Act Request

Traveters Insured:
Travelees Claim No.:

Date of loss:

Lucalion of 1,08s;

Dcar Sir or Madam:

Joseph and Linda Erlinger
068 FR HNK1540 I
April 25,2013

7475 Nurth Pennsylvania Sireel

Indianapolis, IN 46240

HRP Atischment 6

Cause No. 44462
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Travelers Staff Counsel is not u
purtnership or a professional
corporation. All attorncys ove
employecs of The Travelers
indemnity Company and its
Property Casualty Affiliates and
Subsidiarics

This s a request under the Freedoin of Information Act (FOIA), 5 U.S.C. § 552, for
documentation regarding any water shut ofTs at lhe above stated address ducing {tie month of Apl, 2013,

If there ore any foes for processing thesc records please inform me before filling my request. II
you deny any or this entirc requesl, picase cilo each specific exemplion you fec) justifios the refusal to
release the information and nofily me ol appeal procedures available to me under the Jaw.

If you have any questions about Lhis cequiest, you may contact me by telephonc at (513) 639-5340.

| look forward to your reply within 20 workdays (excluding Sutucduys, Sundays and lepal

holidays), as the statute requires.

Thank you lor your copsideration of Lhis cequess

Very h-ulx\yOum,

N 5 (004

Cincinnati, Q1145202
(513) 639-5340

. 2
: ‘A s .lfl RIS
625 Eden Park | drive,

(|ll€5|0

77242—15)
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Response on July 30, 2014

From: Toppen, Lauren

Sent: Wednesday, July 30, 2014 2:45 PM

To:'dmay@travelers.com'

Subject: Request Re: 7475 North Pennsylvania Ave. tndianapelis, IN 46240 Erlinger HNK1540

Mr. May:

In response to your request regarding any water shut offs at 7475 North Pennsylyvania Street,
Indianapolis (N 46240 during the month of Apyil 2013, please find the attached documents, which reflect
the aoutages that occurred in that area during that timeframe.

if 1 can be of additional assistance, let me know,
Regards,
tauren

Lauren R. Tappen

Counsel

Citizens Energy Group
2020 North Meridian Street
Indianapolis, Indiana 46202
317.927.4482 (o)
317.750.0646 (c)
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Request on March 28, 2014

Name of Requesting Party: Josh Cwikla

Cosmpany (if applicable): Citadel Environmental Services

Addresss: 1725 Victory Blvd

City: Glendale

State: CA

2ip Code; 91201

Phone: 818-246-2707

Identify with Reasonable Particularity the Record Being Requested: All available documentatior:
relating to \he well is identified as IGS ID: 126554, Well Number CG-57, localed along what is now S.
Ronald Reagan Prkway, Plainview IN. The well is noted as presumed plugged status. Please confirm this
well has been plugged to current standards with associated documentation. Also, please confirm receipt
of this request. Thank you for your time on this matter.

Response on April 7, 2014

From: Public Records Request Form

Sent: Monday, Aprit 07, 2014

To: Joshua Cwikla

Subject: RE: Public Records Request

Mr. Cwikla:

This Is an oit or gas well listed under the oil and gas side of DNR. This is not a well that bas anything to
do with our water or energy operations.

Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254

{ .citizens

Request on March 27, 2014

Verbal request from Clarke Kahlo for document showing rate impacts by rate class as result of recent
water rate inccease

Response on April 1, 2014

Fram: Considine, Daniel J.

Sent; Tvesday, April 01, 2014

To: Clarke Kahlo

Subject:

Clarke:
Attached is a document that shows the various water rate classes and impacts. On the residential class,

line 3 (3,750 gallens) would be the average residential customer. Lines S and 6 would be higher water
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users, presumably thase who irrigate and/or have a pool. Korlon Kilpatrick, our director of rates, will be
presenting at the next Water TAG meelting on April 16.

Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254

Request on March 20, 2014

Page 6) of 80

From: cibaniszewski@gmail.com

Subject; Public Records Request

Date: 03/20/2014 at 03:08 PM (GMT -5) from 67.59.58.202

Name of Requesting Party: Carrie Baniszewski

Company (if applicable);

Addresss; 1610 Spruce St

City: Indianapolis

State: IN

Zip Code: 46203

Phone:317-518-2288

tdentify with Reasanable Particularity the Record Being Requested: | am requesting a copy of your
policies and procedures for customer service reps as well as in the fleld emplovees, specificallv regarding
transfer of service requests AND inability to access a meter.

Thank you

Response on March 25, 2014

From: Considine, Daniel J.

Sent: Tuesday, March 25, 2014

To: Carrie Baniszewski

Subject: Request

Importance: High

To: cibaniszewski@gmail.com

Subject: RE: Public Records Request

Contact Center Associates — place orders on requested date for Move-In, Move-out for customecs
Customer Field Services - if unable to access meter will cancel the order as a CGI (can’t get in), customer
will have to request an additional order to have service started in their name

4.4 CORRECTION OF ERRORS

When an error is discovered in any billing or when hilling is omitted, the Utility may adjust such error to
the known date of error, but in any event within not mare than twelve (312) Months fcom the date of
such billing. Whenever it is discovered a Meter is not recording within the limits of accuracy as
prescribed by the [.U.R.C. Rules, an adjustment of the individual billings shall be made for a period of
one-half of the time elapsed since the previous Meter test, or one yeac, whichever period is shorter.
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5.6 PROVIDING SPACE FOR EQUIPMENT

The End-Use Customer shall provide a suitable space satisfactory to the Utllity for the Meters,
regutators, and other equipment necessary to provide Gas Delivery and/or Gas Supply Services. Said
space shall be readily accessibte to employees of the Utility, and shall be kept free of foreign materials
and maintained in a sanitary condition by the End-Use Customer.

7.2.3 The End-Use Customer shall provide Utility's employee or agent access to the End-Use Customer's
or other users Premise at all reasonahble hours, and at any time in the event of an emergency, to inspect,
read, repair, or remove its Meters and other property, and to inspect the appliances and piping instafled

for connection or connected to the Gas Service Line on the End-Use Customer's Premise.

Requesy on March 14, 2014

From: m.swinford@sbcgiobal.net

Subject: Public Records Request

Date: 03/13/2014 at 11:45 PM (GMT -5) from 76.240.195.58
Name of Requesting Party: Michael Swinford

Company (if applicable):

Addresss: 608 S Pass St.

City: Chesterfield

State: IN

Zip Code: 46017

Phone: 765.378.0643

ldentify with Reasonable Particularity the Record Being Requested: Feb 19 2014 monthily meeting
presentation to Service Advisory Board. Topic: demand for future water supply in central indiana.
Would prefer this info be put online for public access. Or be in digital format. NOT paper copy.

Is there a cost $55 for this.

This info appears to conflict with a DLZ engineering firm you hired. In DL2 report, CW wlli be short of
water and Anderson IN, Mounds Lake reservoir must be built by year 2020.

Response on March 17, 2014

From: Poblic Records Reguest Form

Sent: Monday, March 17, 2014

To: m.swinford@sbcglobal.net

Subject: RE: Public Records Request

Mr. Swinford:

Here is the presentation you requested.

Dan Considine

Manager, Corporate Communications
Citizens Energy Group

Office: 927-4718

Cell: 407-9254

{ citizens
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Request on March 3, 2014
Verbal request from Clarke Kahlo for copy of SAB agreement with DLZ and amount Citizens pays SAB

each year.

Response on March 15, 2014:

From: Considine, Dariel .

Sent: Saturday, March 15, 2014

To: 'Clarke Kahlo*

Subject: Response to Your Pubic Information Request

Hi Clarke:

This is in response to your public records request. Attached is a copy of the SAB agreement with DLZ.
We pay for the SAB’s professionat services {mostly legal and engineering} in an amaunt not 1o exceed
$150,000 per year. The SAB and DLZ do not provide us with performance reports or budgets. Rather, we
receive invoices from DLZ for payment.

Sorry again that this took a while to get to you,

Dan Considine

Manager, Corparate Communications

Citizens Energy Group

Office: 927-2718

Cell: 407-9254

(écitizens

Request on February 25, 2014

Name of Requesting Party: David Williams

Company (if applicable):

Addresss: 1520 East Riverside Drive

City: indianapolis

State: IN

Zip Code: 46202

Phone: 317-709-5290

identify with Reasonable Particularity the Record Being Requested: 1. All projects on which TSW Utlfity
Solutions has been a prime contractor, a subcontractor, or has worked in any other capacity from 2011
to the date of this request - February 25, 2014. This would include any current projects on which TSW
has already been selected to work in any capacity.

Response on March 31, 2014

From: Public Records Request Form

Sent: Monday, March 31, 2014

To: David Williams

Subject: RE: Statue of Public Records Request

Mr. Williams:
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Attached is a spreadsheet that shoulc provide the informration you requested.
Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254
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350 Mount B ble Avecus, PO Bod 1937
Marstin. tiew Jersey 07967
plioac 97 4247-9056
i3y 923 207-Ldi
saav coughilindufty. com

o) Strert Plaza
88 Puie Swrect, 280 Floar
NEw York, New York 10005
ghong: N7 483 0105

February 24,2014

Citizens Water Departiment of Public Utility

At FOLA Coordinator
1220 Walerway Bvld.
Indianapolis. [N 46202

Re:

Dear SirrfMadam:

FREEDOM OF INFORMATION ACT REQUESNT

Our ollice represents various defendant insurers in the akove relerenced mater
pending in Now Jersey stuic court. We present this IFrecdom of Information Act request
sceking information penaining to the presence of atrazine in the water district for the

Syngenta Crop Protection, Inc. v. Insurance Compuny of Norih
Awmerica, ¢f ul.

Docket No.: UNN-L-3230-08

CD File No.; S2350-00001

Citizens Water Departiment of Public Utility, Indiana.

Specifically, under the Indiana Open Door Law. 1C 5-14. we are requesting an

opportunily {0 oblain copics of the public records that address the [ollowing topics:

"‘,."./-’3-_{ J

)

E\J

Any and all documcils rclating to water lesling lor atrazine. of raw and/or
(inished water, performed by or on beha){ of the Citizens Water Department of
Public Uity and/or its predecessors and/or retated entities including. bt not
limited to, documents relating (o the Alrazane Monnoring Program.

Any and all documents relaling (0 fines or penallies levied by or apainst the
Citizens Water Department of Public Utility retated 1n any way o atrizine.
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3. Any and all documents relating to any investigalion by federal or siate
environmental agencies regarding atrazine and the Citizens Water Departimenl

of Public Utiluy;

4. Any and all documents regarding efforts of the Citizens Water Department of
Public Utlity or its predecessors to ehiminate, reduce or limit the presence of
atrazinc in the water supply, including but not limited to studies and expenses;

5. Your complete claim form and file submiited with regard to the class action
litigation involving Syngenla Crop Protection, [nc., including, but not Jimited
to, completed-forms, claim subinission materials and substantiating documents.y

The Indiana Open Door Law ailows far a response time of seven days. If access (o
the records we are requesting will take fonger than this amouni of time, please conlacl us
with information about when we might expect copies of the requested records. If any
requested documents or portions of such documents are withheld on (he basis of a claim of
privilege, please identify each document or portion withheld and the privilege asserted.

We agree to pay all reasonable fees in comnnection with your rcsponsc (o this
request, as specified in the Indiana Open Door Law. Please contact the undersigned so
that we may defermine whether we would elec( 10 receive all the requested documents and
then select those we wish 1o have copied. To the extent the information can be provided
clectronically, it would be our preference to reccive the matenals in this fashion.

If you should have any qucstions, pleasc advise us immediately. Thank you in
advance {or your an(icipaled assistance and cooperation,

Very truly yours,
Jl-IL[N.lDUI'FY LLP

£
g E \

“PDrew T lLong 2>—

23T
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Request on Feb. 24, 2014

From: ro@ey@ﬁ.ne_{
Subject: Public Records Request
Date: 02/24/2014 at 09:08 PM (GMT -5) from 76.238.161.148
Name of Requesting Party: David Del Vecchio

Company (if applicable):

Addresss: 244 Pineview Drive

City: Mooresville

State: (N

Zip Code: 46158

Phone: 3178341140

identify with Reasonabte Particularity the Record Being Requested: Capitot Machine Co.
2801 Roosevelt Ave

Indianapotis, In 46218-0310

Carbon monoxide gases. Need the parts per miflion reading. | was taken 10 the Emergency room at iU
Methodist for poisoning on 2/7/2014 and spent 9 hour there,
Y need this for my insurance company.

Please email me when | may pick this up.

Thank You,

Sincerely,

David Del Vecchiow

Response on March 1,2014

From: Public Records Request Form

Sent: Saturday, March 01, 2014

To: 'rockiey@att.net’

Subject: RE: Public Records Request

Mr. Del Vecchio:

Here is the information you requested

Request on February 19, 2014

From: bart.brown@comcast.net [mailto:bart.brown@comcast.net|
Date: 02/19/2014 at 02:10 PM (GMT -5) fram 209.117.29.134
Name of Requesting Party: Bart Brown

Company (if applicable):

Addresss: 6434 Quall Creek Bivd

City: Indianapolis

State: (N

Zip Code: 46237

Phone: 317-430-9540

Identify with Reasonable Particularity the Record Being Requested: In regards to your POTW
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‘Pretreatment Program 1) a list of "Significant industrial Users“ (Sitt's} that discharge to your plants; 2) a
list of SIU's that perform pretreatment and the pretreatment standards; 3) 3 written description of your
surcharge program if it already exists

Response on March 3, 2014

From: Considine, Daniel J.

Sent: Monday, March 3, 2014

To: Bart 8rown

Subject: Request

Importance: High

Mr. Brown:

Please see attached the fist of Significant Industrial Users, organized by source category, regulated by
Industriat Pretreatment Permits by CWA Authority, Inc,

The rate for wastewater disposal are contained in the Terms and Conditioas of service which can be
found at http://www.citizensenergygroup.com/ARates.aspx.

For specific information about the surcharge program, please visit
http://www.citizensenergygroup.com/pdf/Rate-Waslewater.pdf.

Dan Considine

Manager, Corporate Commuaications

Citizens Energy Group
Office:927-4718

Cell: 407-3254

(l _citizens

Request on February 11, 2014

Verbal request fromClarke Kahto for water planaing presentation

Response on February 19, 2014

—---QOriginal Message-----

from: Considine, Danief J.

Sent: Wednesday, February 19, 2014 7:00 PM

To: Clarke Kahlo

Subject: Fwd: Request for an e-copy of your Integrated Water sesources planring slides from the SAB

Here you go Clarke.....
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Cvaasyile I 204 Nonb (ihaois Streas
» (udianapolis | Suie i225
A AL Veinnn Ingianapatis, IN 46204
) ¥ Bamberger o
i ; Bamberger, Foreman, Princeton | far 3172641592
N ' Hag ot hot " QOswald & Hahn, LLp Vincees . wosw bambergercom

Michael J. Cork
Direct phone: (317) 464-1594
Email: sncork@bamberger.com

January 23, 2014

Mr. Carey B. Lykins, CPA

President and Chief Executive Officer
Citizens Energy Group

2020 N. Meridian Sireet

fndianapolis, IN 46202

Re: Requesl under the indiana Access to Public Records Act, Indiana Code §
5-14-3-1 et seq.

Dear Mr. Lykins,

Under the Indiana Access lo Public Records Act, Indiana Code § 5-14-3-1 et
seq., | am requesling lo inspecl| or obtain copies of Citizen Energy Group public records
regarding fundraising commitments to defeat a legislative maller pending before the
Indiana General Assembly. | request copies of records, memorandum, emails, diary
entries, time sheets, caterer records, communications between and among board
members, communications between and among officers, board member and employees
regarding your commitment 1o raise financial support to defeat, amend, delay or block
passage of a marriage definition amendment to Indiana’s Stale Constitution—on behalif
of Freedom Indiana or any other third party or parties. This request specifically
includes, but is not limited to copies of documents consisting of or related to:

1 correspondence to Mr. Kevin Breniger and Mr. Mark Mites regarding any
fundraising event (for the purpose described above} sponsored by Cilizens
Energy Group, at any location, at any time, butl specifically during the Fall of
2012;

2. invitations to individuals to come to Citizens Energy Group for discussions ang,
or fundraising events relaled lo the marriage definition amendment beforé the
Indiana General Assembly; any fundraising activilies for Freedom Indiana, the
Human Rights Campaign, or other organizations affiliated with, or funding any
one of them;

3. communications of any type, consisting of or related to, fundraising solicitations
from any Citizens Energy Group board member, officer, employee, vendor,
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Carey B. Lykins, CPA

President & Chief Executive Ofticer
Citizens Energy Group

January 23, 2014

contractlor, or retiree regarding suppon, financial support and or volunteer efforts
for Freedom Indiana, the Human Rights Campaign, or other groups that have
taken a position on the marriage definition amendment pending before the
Indiana General Assembly;

4. cost estimates of employee time, staff time, letterhead, caterer coniracts,
refreshments, meals, postage, and other expenses relaled (o fundraising or
seeking support to defeat the marriage definition amendment pending before the
Indiana General Assembly;

5. communications, including, but not limited to, fetters, memorandums, and emalls,
diary entries, meeting notes, or minuies that chronicle any financial commitment
that Mr. Lykins has made;

6. any communications Mr. Lykins has made in his capacily as an officer of, or
using the resources of, Citizens Energy Group related to fundraising—
specifically, we request copies of any records detailing a commitment to raise
$15 million dollars;

7. agenda ilems and guest lists—including full contact information for any and all
invilees—and communications by Mr. Lykins for the purpose of raising funds o
defeat or amend or block the Marriage Amendment currently pending belore the
Indiana General Assembly;

8. any documents that state how Citizens Energy Group—a nonprofit public utility
with the avowed purpose of providing Its customers with the lowest possible
energy costs in Marion County—is served by Mr. Lykin's political activities to
raise millions of doltars to defeat the marriage amendment currently pending
before the Indiana General Assembly; and

8. records of any request for a meeting, any actual meeting, and all noles or
minutes detailing or summarizing any meeting involving Mr, Lykens and Indiana
House Speaker Brian C. Bosma, including, but not limited o, the dates, topics,
and outcomes of any such meetings.

If there are any fees for searching or copying these records, please inform me if
the cost will exceed $150.00. However, | would also like to request a waiver of all fees
in that the disclosure of the requested information is in the public interest and will
contribute significantly to the public's understanding of the operation of this public
utility. This information is not being sought for commercial purposes.

The Indiana Access to Public Records Act requires a response time within seven
business days. If access to the records | am requesting will take longer than seven
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Carey B. Lykins, CPA

President & Chief Executive Ollicer
Citizens Energy Group

January 23, 2014

days, please contact me with information about when | might expect copies or the ability
to inspect the requested records.

if you deny any or this entire request, please cite each specific exemption you
feel justilies the refusal to release the information and notify me of the appeal
procedures avallable to me under the law.

Thank you for your anticipated cooperation.
Sincerely,
Michael J. Cork

Bamberger, Foreman
Oswald & Hahn, LLP

MJC
Certified Mail No. 7003 1010 0002 4711 4027

LALIB\DQC 5\62534\CORRAYI380589.00C %
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( & Citize n s Lauren R. Toppen

Counsel ||

t | ¢
p !
PhoneflFax: (317) 927-4482
2020 North Meridian St. | Indlanapohs, IN | 46202 E-mail: Roppen@cilizensenergygroup.com

C(itizensinergyGravp.com

May 5, 2014

Michael 4. Cork

Bamberger, Foreman, Oswald & Hahn, LLP
201 N. llinois SL

Suite 1225

Ingdianapolis, IN 46204

Re: March 14, 2014 Nasrowed Request for Public Records

Dear Mr. Cork:

Thank you for your e-mail of March 14™ narrowing the scope of your January 23, 2014 request to the
following:

"correspondence 1o Mr. Kevin 8rinegar and/or Mark Miles regarding any
fundraising event to raise financial support to defeat, amend, delay, or
block passage of a marriage definition amendment o Indiana’'s State
Conslilution. This includes correspondence on behalf of Mr. Lykins,
Citizens Energy Group, Freedom Indiana, or any other party(s).
regarding a fundraising event sponsored by Citizens Energy Group, at
any localion. Please provide responsive informalion created or received
during the period from June 1, 2012 through December 31, 2012."

We have completed the search of our records ang have found na responsive records “regarding any
fundraising event Lo raise financial support” concerning an amendment to Indiana’s constitution on the
subject of marriage equality. Although not responsive to your request, our search did find the
enclosed correspondence concerning a no-charge, sducational receplion and discussion regarding
the social, public health, and economic effects of a ban on same-sex marriage held at Citizens Energy
Group ("CEG") on July 25, 2012. Please be advised, because these documents are not responsive to
your request, we are not obligaled to produce them, bul have chosen to do so in this instance only to
provide information that will hopefully ctarify the nature of the event held at CEG.

Please contact me if you have any questions.
Very teuly yours,
. - - \‘
/7< (7.0.¢ L(J | = /6",.,()‘1:&’.._.3—«—---"'
Lauren Toppen
Enclosures

Cc: Jennett M. Hill, Senior VP & General Counsel
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Request on January 9, 2014

From; mtlg@gmail.com

Subject: Public Records Request

Date: 01/09/2014 at 10:54 AM (GMT -5) from 63.250.70.211

Name of Requesting Party; Anne B,

Company (if applicable):

Addresss: 8162 Roung Hill Ct.

City: Indiacapolis

State: IN

Zip Code: 46260

Phone: 3172540718

ldentify with Reasonable Particularity the Record Being Requested: I'm a college student doing a
reseacch project an domestic partner benefits in Indiana. ) am wondering, does Citizens Energy Group
provide benefits to domestic partners of its employees? If so, what benefits does it provide? | would
appreciate a citable document along with an answer. Hope to hear back soon! Thanks!

Response on January 13, 2014

From: Considine, Daniel J.

Sent: Monday, January 13, 2014

To: annedb@gmail.com

Subject: FW: Public Records Request

Yes, we do provide benefit for domestic partners. All benefits that are avaitable to married employees
are available ta domestic partners. See details attached.

Dan Considine

Manager, Corporate Communications

Citizens Energy Group

Office: 927-4718

Cell: 407-9254

Requests on fanuary 4, 2014

Verbal requests from Clarke Kahlo for flaod maps fram possible dam breach in Broad Ripple {written
request previously); cost estimate for a regional reservoir; and 2014 schedule of Service Advisory Board
meetings.

Response on January 9, 2014:

From: Considine, Daniel J

Sent: Thursday, January 03, 2014

To: Clarke Kahlo

Subject: Public information Requests

Clarke:

Here are some responses;

a Stillworking an your requests for the maps
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- Cost or study about a regional teservoir? We have not done a feasibility study, but in our long-
range water planning we do have an estimate that a regional reservoir would likely cost about $400
million.
. Schedule for SAB meetings:

Service Advisory Board

2014 Meeting Schedule

1220 Waterway 8ivd

Café Conference Dining Room

Tuesday, January 23, 2014 5:00 pm — 6:00 pm
Tuesday, February 18, 2014 5:00 pm — 6:00 pm
Tuesday, March 18, 2014 5:00 pm — 6:00 pm
Tuesday, April 15, 2014 5:00 pm - 6:06 pm
Tuesday, May 20, 2014 5:00 pm - 6:00 pm
Tuesday, June 17, 2014 5:00 pm — 6:00 pm
Tuesday, July 15, 2014 5:00 pm — 6:00 pm
Tuesday, August 19, 2034 5:00 pm — 6:00 pm
Tuesday, September 16, 2014 5:00 pm - 6:00 pm
Tuesday, Octaber 21, 2014 5:00 pm - 6;:00 pm
Tuesday, November 18, 2014 5:00 pm — 6:00 pm
Tuesday, December 16, 2014 5:00 pm - 6:00 pm

Dan Considine

Manager, Corporate Communications
Citizens tnergy Group

Office: 927-4718

Cell: 407-9254

Request on December 26, 2013

Name of Requesting Party: Clarke Kahlo

Company (if applicable):

Addresss: 4454 Washington Baulevard

City: Indianapolis

State: IN

Zip Code: 46205

Phone: 3172836283

Identify with Reasonable Particularity the Record Being Requested: This is to request a copy of the
inurdation area maps {resulting from a catastrophic dam failure of Morse and Geist reservairs which
CW's consultant A.J. Feicke referenced in his presentation at the 12-18-13 TAG meeting.

The potentizlly affected downstream neighborhoods/residentia! areas were not specifically mentioned
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in the discussion, but surely there are quite 3 few. Ary notification system for a dam-failure mcident or
emergency should Inciude provisions to maximize neighborhood notification/alert. For instance, many
neighborhood organizations operate list-serves which could sugment media generated notifications.
Thank you.
Response on Janvary 31, 2014
From: Considine, Daniet J.
Sent: Friday, lanuary 31, 2014
To: Clarke Kahlo
Subject: Requests
Importance: High
To: Clarke Kahto
Subject: Response to Your Request for Public Records from Citizens Energy Group
Hi Clarke:
This is in response to your December 26, 2013, request for “a copy of the inundation area maps resulting
from a catastrophic dam failure of Morse and Geist reservoirs which our consultant A ). fricke
referenced in his presentation at the 12-18-13 TAG meeting:” First, sorry it took us awhile for us to
resolve this request.
As required by (C 5-14-3-8.4(b){1), we are informing you that your request is being denied pursvant to IC
5-14-3-4{b){19), because the maps provide the following information, disclosure of which would have 3
reasonable likelihood of threatening public safety by exposing vulnerability to terrorist attack:

s the size of the area that wilf be impacted if the dam were to fait from cectain events, including

sabotage;

o the contents of the impacted area {e.g. hospitals, schools, etc.}; and

s how long it would take hefore the affected areas are impacted by a breach.
Please contact me if you have any additional questions.

Dan Considine

Masnager, Corporate Communications
Citizens Energy Group

Office: 927-4718

Cell: 407-9254

4 , citizens
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Responses of Citizens Encrgy Group
and CWA Authority, Inc. to

Ofticc of Utility Consumer Counselor's
Third Set of Data Requests

DATA REQUEST NO. 17: Plcase provide any praclice and proccdural manual or
guidancc used by CEG for determining whether a CEG document is a public record
required to be disclosed under public records law.

RESPONSE:
See response lo Data Request 13(b) above.
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Responsces of Citizens Encrgy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counsclor’s
Third Set of Data Requests

DATA REQUEST NO. 18: Plcasc provide a samiple copy of an automaicd response
acknowledging thc request.

RESPONSE:

From: PRRF(@citizensenergygroup.com
Scnt:  Saturday, July 26,2014 6:48 AM
To: XXXXXX

Subject: Public Records Requesl

Citizens Energy Group has received your public records request and has initialed a scarch
of its public records (o identify and collect those records, if any, which are responsive to
your requcst. You will be nolified as soon as the records, if any, are available for
delivery.

Dan Considine
Manager, Corporate Communications
Citizens Bnergy Group

You submllcd the following information:

Naime of Requesling Party:
Company (if applicable):
Address:

City:

Sralc:

Zip Code:

Phonc:
Identify with Reasonable Particularity the Record Being Requested: record
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Cause No. 44462
Responses of Citizens Energy Group
and CWA Authority, [nc. to

Oflice of Utility Consumer Counsclor’s
Third Set of Data Requests

DATA REQUEST NO. 19: Picasc provide a job description of the Manager of
Corporate Communications.

RESPONSE:
Please see the attached document identitied as OUCC DR - 3.19,

WITNESS:
Jodi L. Whilncy
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Job Description

[ Jab Title: Manager, Corporate Communications Prepared By: Dan Considine
me: - - Prepared Date: May 15, 2012 B
Department: Corporate Affairs Number of Direct Reports: 2
_lI Reports To: V.P. Community Relations FLSA Status: Non-exempt ]
|
Job Summary

Provide strategic planning and direction for all aspects of the Corporate Communications function. This
includes communications strategies to support the Board of Directors and Executive Team; corporate
reports; stakeholder outreach for all utilities; and support for utility advisory groups. Provide supervisory
support to Internal Communications Coordinator, Media Relations Coordinator, and outside public
relations agency resources.

Essential Duties and Respopsibilities: Other duties may be assigned.

Percentage Essential Duties and Responsibilities
{Tota! 100%)
20% Carporate Communications strategy development and execution for the Trust,

inrcluding supervisory suppart for Internal Communications Coordinator, Media
Relations Coordinator, and outside public relations agency resources.

10% Communications and Public Relations suppert to the Citizens Energy Group 8oard of
Directors and associated cornmittees
- 10% Communications support to Executive Team includiﬁg strategic communications
advice and speech and presentation development.
20% Develop and execute corporate reports and special communications targeted to

community leaders and other stakeholders including the Annual Report, Corporate
| Social Responsibility Report, Annual Water Quality Report, and periodic Consent
Decree Progress Report.

20% i Manage water and wastewater related public outreach programs inciuding those
supporting the Combined Sewer Overflow and Septic Tank Elimination programs.

5% Communications support to departments interacting with public and technicat advisory
= groups providing input to Citizens

5% | Provide communications support for potential news businesses, acquisitions and
‘ divestitures.
5% —l Provide strategic communications support to cross functional teams throughout the
| Trust,
| 5% ~ Represent Citizens on civic boards and events. -

Required Qualifications:

« Education: Minimum bachelor’s degree In journalism or communications.

« 10 plus years experience with full range of Corporate Communications functions including
strategic communications plaaning, media relations, public relations, emergency response and
internal communications.

= Ability to interact effectively with all levels of the company and the full range of community
stakeholders.

= Ability to link communications plans and tactics to the strategic goals of trust and business units.

» Agency and budget management skills,

Preferred Skills Qualifications:
= Master’s degree in journalism or cammunications.

This job description is o general description of essential job functions. I is not intended to be an exhoustive list of oll
responsibilities, dulies and skills required of employees ossigned o this job,




Cause No. 44462

Responses of Citizens Encrgy Group
and CWA Authority, Inc. 10

Office of Utility Consumer Counselor’s
Third Sct of Data Requests

DATA REQUEST NQ. 20: Pleasc list and describe all trust asscts or operations located
oulside Marion Counly.

OBJECTION:

In addition to any applicable general objections sct forth above, including but not lintited
to general objcction nos. 6, 8 and 10, Respondents specifically object to the cxtent the
request sccks a detailed assct listing on the grounds that such a request 1s undoly
burdensome. Scc dlso objection to Request No. § above. Subjcct to and without waiving
the forcgoing, Respondents respond as foltows.

RESPONSE:

The Board owns asscts located outsidc Marion County that arc uscd and useful in
conneclion with prowviding gas utility services to customers inside Marion Counly. The
Board als¢ owns assets Jocated outsidc Marion County (hat arc used and uscful in
connection with providing water utility services to serve its customers inside and outside
Marion County. The Authority owns assets lacated oulside Marnion County thal arc uscd
and uscful in connection with providing wastewater vlility services to customers mside
and outsidc Marton County.
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Cause No. 44462

Responses of Cilizens Energy Group
and CWA Authority, [nc,

Office of Utility Consumer Counselor’s
First Set of Data Requests

DATA REQUESTS

A. Customer Call Center Data and Customer Payment Designations

DATA REQUEST NQO. A.i: Please staie the current number of bi-hugual customer
service employces.

RESPONSE:
As of June 27, 2014 17 bi-lingual employees are employed in Customer Relations.
WITNESS:

Rhonda L. Harper

HRP Altichmen( 7
Cause No. 43462
Page 1 of 111



Cause No, 44462

Responses of Citizens Energy Group
and CWA Authorily, lnc. to

Office of Utifity Conswner Counselor’s
First Set of Dala Requests

DATA REQUEST NO. A.2: Please explain the reasons or siluations that would cause
CEG to use outside bi-lingual services at its Customer Call Center. Also please explain
how outstde bi-lingual services at the Cuslomer Cal! Center are provided (provision of
personnel, telephonically, or by soinc other means).

RESPONSE:

tf a lobby visit is made or & call is received from a customes wha does not speak English,
requives an nlerpreter, and a bi-lingual associate js not avaitable or we do not have an
associate that speaks the lanpuage lhe customer speaks, Citizens conlacts the interpreler
service and places the customer on a conlerence call, or speaker phone if ir the lobby, to
have the interpreter provide assistance.

WITNESS:

Rhonda 1.. Harpey

HRP Alinchment 7
Causc No. 44462
Pagc2ofll)



Cause No. 44462

Responses of Citizens Energy Group
and CWA Authorily, Inc. to

Office of Ulility Consumer Counselor's
First Set of Dala Requests

DATA REQUEST NO. A.3: How often does Citizens Energy Group engage an oulside
conlractor (o perform a Call Center Benchimarking study?

RESPONSE:

Citizens is not on a set schedule to have call center benchinarking studies completed.
The last study was complcted in 20]0.

WITNESS:

Rhonda L. Harper
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Cause No. 44462

Responses of Cilizens Encrgy Group
and CWA Authority, Ine. t0

Office of Utility Consumer Counselor’s
First Set of Data Requesls

DATA REQUEST NO. A.4: In 2010, Citizens Gas bad a scrvice agreement with
Benchmarkportal, LLC to review Citizens Gas' call center (“Best Practices Consulting
and Call Ccoler Benchmarking”).  Please indicate whether CEG  has  used
Benchmarkportal, LLC, or any othier third-parly contractor, 1o conduct a call center
benchmarking study in the last 3 years. If so, pleasc pravide a copy of all reports and
execulive suminaries prepared and all studies performed during the last 3 years.

RESPONSE:

Cilizens has not engaged BenchmarkPortal, LLC or any other third-parly to conducl 8
call center benchmarking study in the Jast three years, During the last three years,
Citizens has been preparing [or and implementing a rew combined call center with the
acquisition of the water and wastewater utilities from (ke City of Indianapolis. Post
integration, Citizens belicves it is important to monitor the new combined call center and
identify and work through issues before another benchmarking study is considered.

WITNESS:

Rbonda L. Harper

HRP Atfachmoat 7
Cause Na. §4462
Puze dof 111
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Cause No. 44462
Responses of Citizons Energy Group
and CWA Authority, Inc. ta

Officc of Uttlity Cansumer Counselor's
First Set of Data Requests

F. Customey Service and Compensation Metrics

DATA REQUEST NO. F.i: Pleasc provide the 2014 Exccutive Incentive Plan.

RESPONSL:

Please sce the attached documents idenlified as OUCC DR - 1 Fla and OUCC DR -
1.F]b that are for the perforniance cycle ending Seplember 30, 2014,

WITNESS:

Jodi L. Whitney
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Exhibit D

CITIZENS ENERGY GROUP

EXECUTIVE INCENTIVE PLAN

Amended and Restated Effective
for the Performance Cycle beginning October 1, 2012
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CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN
ARTICLE 1.

RESTATEMENT OF THE PLAN

Section 1.1. Restatement. The City of Indianapolis, by and through its Board of

Dicectors for Utilities of its Department of Public Utilities ("Board of Directors™), doing business
as Citizens Energy Group ("Citizens"), established the Citizens Gas & Coke Utility Long-Tenn
Incentive Compensation Pian, effective as of October 1, 1997, which was subsequently amended
and restated from time to time, most recently effective as of October 1, 2012, and renarmed as the
Citizens Energy Group Executive Incentive Plan (the "Plan™).

Section 1.2. Background, Citizens is a public charitable (rust established pursuant to

the laws of the State of Indiana, for the fundamental purpose of keeping natural gas rates low for
the residents of Marion County, Indiana, the beneficiaries of the public charitable trust. As such,
all of the strategic objectives of Citizens and the manner in which its business is conducted is
subject to this fundamental purpose. Citizens has developed both regulated and unregulated
business units in related businesses in order to increase the services it offers, and to lower its cost
of providing gas service, to citizens of Marion County. Jn addition to competing for the
provision of pas and other services, Citizens and its business units are competing to attract,
mottvale and retain talented and experienced managers to lead the organization in responding to
the new competitive environment.

Citizens has a lopg history as a customnes-focused, quality driven organization. It is
essential to incorporate that focus into the measures of performance under the Plan. There are
many reasons, empirical and philosophical, supporting this emphasis. One of the mosl imporlant

is the spplication of these measurcs to Citizens' various customer segments. The ability of



HRPFP Attachment 7

Couse No.: 2446 ause No, 44462
OUCCDR- LF1#sge 8ol 111

Page 3 of 30

Citizens to serve both its residential consumers and its business customers can be gauged on the
basis of customer satisfaction, atthough strategically separate initiatives may be required to
achieve the desired improvement.

It is desirable to base the incentives under the Plan on the same quality component to
ensure that short-tean gains are sustained and expanded over the longer termn. The measures are
defined to reward achievement in a way that is compatible while differentiating between the
short-termt end long-term incentives.  Specifically, while the short-term incentives reward
improvements in the average rating for satisfaction, the longer term incentives reward moving
customers into the highest rating categories.

Finally, {o ensure the satisfaction incentive reaches every customer segment, the
incentive measures under the Plan are divided to reflect throughput by market segment.
Specifically, one-balf of the Plan benchmark incentive for the customer satisfaction portion is
based on residential performance and one-half on pas commercial/industrial and stearn customer

performance.

Seetion 1.3.  Purpose. The purpose of this Plan is to provide to key management

personnel, incentive compensation tied to various performance measurements including the
provision of gas and steam sevvices at rates lower than similar rates ofCitizens' comparcators, as
well as maintaining and improving customer satisfaction. The Plan is inteaded to: (1) link long-
term management compensation to Cilizens' ongoing objective of achieving low gas and steam
rates for Marion County residents; (ii) providé an incentlve to attract, motivate and retain the
type of key management needed to create, devclop and operate profitably all aspects of Citizens’
operations, including both the regulated and unregulated business wnits, in a compelitive
environment; (iii) provide an incentive to maintain and improve customer satisfaction, (iv)

maintain supplier diversity; and (v) ensure operationat reliability.

2
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Section 1.4. Funding. The Plan is unfunded and the rights, if any, of any person to any

benefits hercunder shall be the same as any unsecured general creditor of Citizens.
ARTICLE I,

DEFINITIONS AND CONSTRUCTION

Section 2.1. Definitions. When the initial letter of 8 word or pbrase is capitalized
herein, such word or phrase shall have the meaning hereinafier set forth:

(2) “"Beneficiary” means the person or persons designated by a Participant to receive
any Vested Incentive Compensation payable with respect to the Participant after his death. To be
effective, a Beneficiary designation must have been made in writing on forms provided by the
Committee during the litetime of the Participant. If a Participant fails to designate a Beuneficiary,
or if his designated Beneficiary predeceases him, the Participant's Beneficiary shall be his
surviving spouse, if any, or if no spouse survives him, the Beneficiary shall be the Participant’s
¢estate.

(b)  "Board of Directors" means the Board of Directors of Citizens.

(c) "Cause" means the occurrence of one of the folowing:

@) {ndictment or copviction for a felony, or tndictinent or conviction for any
crime or offense lesser than a felony, Involving the property of, or against any employee,

of Citizens or any of its Subsldiaries;

(2)  Engaging in conduct which has caused demonstrable and serious injury to
Citizens or any of its Subsidiaries, whether monetary injury or otherwise, as evidenced by
a determination in 2 binding and final judgment, order or decree of a court or

administrative agency of competent jurisdiction, after exhaustion or lapse of all riphts of

appeal; or
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(3)  Oross dereliction of duties or other grave misconduct of the Participant
and the failure by the Participant to cure such situation within thirty (30) days after
receipt of notice thereof from the Board of Directors or its designee, cxcept that if the
Board of Directors has jnformation upon which it has formed a good faith belief that the
Participant's misconduct may either constitute u violation of laws or cause immediate
demonstrable and serious injury to Citizens, then Citizens shall not be obligated to
provide the Participant any opportunity to cure the misconduct.

(d)  “Citizens" means the City of Indianapolis, by and through its Board of Directors
for Utilities of the Department of Public Utilities, doing business as Citizens Energy Group.

) "Code"” means the Intemal Revenue Code of 1986, as amended from time to time.

6) "Commifttee” means the Compensation & Finance Commitiee of the Board of
Directors, which shall consist of directors who are not currently employed by Citizens and who
are not eligible for benefits under this Plan.

(2 "Competitive Rates Component" means the pesformance with regard to
compelitive Rates provided to customers of Citizens, as set forth in Section 5.3 and Appendix C.

(h}  “Comparators" means the group of utilities, as determined by the Board of
Directors, in its sole discretion, and referenced in Appendix C attached hereto and made a part
hereof and as amended from time to time, that provide natural gas and other services similar to
‘Citizens against which the Rates of Citizens wifl be compared under the Plan.

® "Covered Employment” means employment in a position designated by the Board
of Directors as eligible for participation in the Plan at the beginning of a Performance Cycle, as

set forth in Appendix A, attached hereto and made « part hereof, as amended from time to time.
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(i)  "Customer Satistaction Component” means the Residential Customer Satisfaction
Measurerment Program, and the Commercial Customer Satisfaction Measurement Program, and
Steam Customer Satisfaction Measurement Program, as set forth in Section 5.4 and Appendix D.

&) "Disabled” or "Disability" means a Participant is considered disabled undér Code
Section 409A and in particular means a disability for which the Participant: (i) Is unable to
engage in any substantial gainful activity by reason of any medically determinable physical and
mental impairment which can be expected to result in death. or can be expected to last for s
continuous period of not less than twelve (12) months; or (il} is, by reason of any medically
determinable physical or mental impairment which can be expected to result in death or can be
cxpected to last for a continuous period of not less than twelve (12) months, receiving incame
replacement benefits for a period of not less than three (3) months nnder an accident and health
plan covering cmployees of Citizens; or (iii) if the Participant is not covered by a Citizens
spohsored disability plan, is receiving disability retirement benefits under the Federal Social
Security Act; provided in each case such Participant would be considered disabled under Code
Section 409A and the applicable regulations thereunder.

) “Fiscal Year" means the twelve (12) month period beginning each October ! and
ending on the following September 30.

(m)  "Incentive Compensation” means the long term cash incentive awards eamed by

Participants in the Plan as described in Article V.

() "Interest” means the rate of interest to be credited on accrued but unpaid Incentive
Compensation, as established by the Board of Directors from time to time based on U.S.

Treasury securities of comparable terms.

(o)  "Maximum" means thc highest level of performance established by the Board of

Directors, in its sole discretion, for an applicable Performance Cycle, at which one hundred fifly

5
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percent (150%) of Incentive Compensation shall be awarded to Parsticipants, as set forth In
Appendices C, D, E and F, atlached hereto and made a pait hereof.

(9))] "Minimum Threshold Trigger" means the minimum target, established by the
Board of Directors for each Performance Cycle that must be achieved by Citizens for the
applicable Performance Cycle, to trigger an award of any Incentive Compensation, as set forth in
Appendix B, attached hereto and made a part hereof.

(@9  “Operational Measures Component” means perfosrmance measured by the
religbility of the pas, water, and steam systems, as set forth in Section 5.6 and Appendix F.

9] "Participant" means each employee or exccutive officer of Citizens who is
employed in Covered Employment and who meets the requirements of Section 4.2.

(3) "Performance Cyule" means the two-year period beginning on October {, 2012,
and ending on September 30, 2014; and thereafter, if so designated by the Board of Directors,
each two (2) year period (or such other period as may be designated by the Board of Directors)
beginning annually on the October Ist that occurs each year after the end of the humediately
preceding Performance Cycle.

® "Plan"” means the "Citizens Energy Group Executive [ncentive Plan,” as set forth
herein and as may be amended from time to {ime,

(v) "Rates" means, individually or in the apgregate as the context requires, gas and
steam rates charged to customers of Citizens for services provided during the applicable Fiscal

Year.

(v}  “Retirement” or "Retjrees” means retirement from Citizens and all affiliated
employers on and after the date the Participant is entitled to ar unreduced early retirement

benefit under the Citizens Energy Group Retirement Ptan.
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(w)  “Subsidiary” or “Subsidiaries" means any company or business organization in
which Citizens or a Subsidiary of Citizens has an ownership interest greater than fifty percent
(509%).

(x)  "Supplier Diversity Componeat" means performance measured by achieving a
level of minority purchases as set forth in Section 5.5 and Appendix E.

\9) "Target" means the desired leve] of performance established by the Board of
Direstors, in its sole discretion, for an applicable Performance Cycle, at which one hundred
percent (100%) of Incentive Compensation shall be awarded to Participants, as set forth in
Appendices C, D, Eand F attached hereto and soade a part hereof.

(z)  “Threshold" means the minimum level of performance established by the Board
of Directors, in its sole discretion, for an applicable Performance Cycle, at which fifty percent
(50%) of Incentive Compensation shall be awarded to Participants, as set forth in Appendices C,
D, E and F attached hereto and made a part hereof.

(az) “Vesl," "Vested,” or “Vesting" means the interest of a Participant (or his
Beneficiary) in his Incentive Compeansation for any applicable Performance Cycle that is
unconditional, fegally enforceable, and not subjeci to a substaatial risk of forfeiture.

Section 2.2. Construction and Governing Law.

(a) The Plan shall be construed, enforced and administered, and the validity thereof
determincd, in accordance with the laws of the State of Indizna.

®) Words used herein in the masculine gender shall be conslrued to include the
feminine gender where appropriate, and words used herein in the singular or plural shall be

construed as being in the plural or singular where appropriate,
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ARTICLE IIL

ADMINISTRATION AND ACCOUNTS

Section 3.1.  Admijnistrative Authority. The Plan shall be administered by the Board of

Directors. The Board of Directors shall have full authority 1o administer the Plan, including the
authority to interpret and construe any provision of the Plan, resalve any ambiguities and adopt
such rules and regulations for administering the Plan as it may deem necessary to comply with
the requirements of the Plan or any applicable law. The Board of Directors may delegaie to the
Committee such authority, duties and responsibilities of administering the Plan as it, in its sole
discretion, deems necessary or appropriate for the proper and efficient operation of the Plan.

ection 3.2.  Duties of the Board of Directors. In addition to its administrative

authority, the Board of Directors shall have the exclusive authority and the duty to: (i) designate
the positions or titles of employees who shall be eligible to participate jh the Plan; (ii) establish
target performance levels and corresponding Incentive Compensation opportunilies for the
applicable period; and (iii) determine achievement levels for each Performance Cycle. In
fulfilling such duties, the Board of Directors may engage the services of outside consultants and

may consider the recommendations of senior management,

Section3.3. Actigns _of the Board or. Commitiece. AR actions taken and all
interpretations and determinations made in good faith by the Board of Directors or the
Cornmittee shall be final and binding upon all Patticipants, Citizens, and all other interested

persons.

Section 3.4, Accounts. The Committee shall mainlain 2 bookkeeping account for each

Participant reflecting the allocation of accrued but unpaid Incentive Corapensation and lnterest
accrued thereon. Amounts allocated to the account of a Participant under Article V shall be

credited to his or her account. The value of the account of a Participant at any time shall be the
8
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amount of Incentive Compensation previously credited to the accoumt, plus Interest thereon,

minus any distributions made from the account.

Section 3.5. Periodic Statements. As soon as administratively practical after the end of

each Fiscal Year, the Committee shall provide to each Pacticipant a writien report stating the
amount, if any, allocated to his account in accordance with Section 3.4, calculated at the =nd of

such Fiscal Ycar.

ARTICLE IV,

ELIGIBILITY AND PARTICIPATION

Section4.l. Covered Employment, Any employes or officer who is employed in

Covered Employment, as set forth in Appendix A, shall be eligible to participate in this Plan.
The Board of Directors, in its sole discretion, shall select the positions or titles of persons who
shall be eligible to participate In the Plan and may add or remove eligible positions or tiiles at

any time and from time to time,

Scction 4.2.  Participation. Any employee or officer who is eligible to participate in

this Plan in accordance with Section 4.1 shall becomne a Participant only after completing such
forms and making such elections as the Board of Directors or the Commiittee may prescribe.
ARTICLE V.

INCENTIVE COMPENSATION

Section 5.1. Incentive Corapensation. Subject to adjustments in accordance with

Section 5.9, the amount of Incentive Compensation awarded under the Plan for each applicable
Performance Cycle shall be based on the extent to which the goals for competitive Rates, each
Customer Satisfaction Measurement Program, the Supplier Diversity Component and the

Operational Measures Component are achjieved for such Performance Cycle. For eaoch
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Performnance Cycle, the Board of Directors shall establish desired levels of performance with
regard to each Performance Measure as set forth in Appendices C, D, E and F. Before, or within
a reasonable time after the beginning of a Performance Cycle, the Board of Directors shalt notify
each Participant in writing of the Performance Measures for the applicable Performance Cycle as
set forth in Appendices C, D, E and F. The amount of Incentive Compensation awarded to
Participants for the applicable Performance Cycle, shall be deteymined by comparing the actual
performance during such period to such Performance Measures. Such Incentive Compensation
shall be aflocated as provided in Sections 5.3, 5.4, 5.5 and 5.6 below, and shall Vest and become
payable as set forth in Article V1 and subject to Section 5.2.

Section 5.2. Minimum Threshold Trigger. Notwithstanding any provision herein to the

contrary, no Incentive Compensation shall be awarded to any Participant for any Fiscal Year if at
the end of the Performance Cycle the Minimum Threshold Trigger as set forth in Appendix B

has not been achieved.

Section 5.3. Competitive_ Rates Component. Twenty-five percent (25%) of the

Incentive Compensation of a Participant for any applicable Perfoninance Cycle shall be
determined based on performance in providing competitive Rates to Citizens's customers. The
amount of the Competitive Rates Component awarded in the applicable Fiscal Year shall be
determined according to the Performance Measures set forth in Appendix C.

Scction 5.4. Customer Satisfaction Component. Fifty percent (50%) of the Incestive

Compensation ¢f a Participant for any applicable Performance Cycle shall be determined based
on achievement of customer saisfaction goals nnder the Customer Satisfactjon Measurement
Program during the Performance Cycle. For such purposes the Board of Directors shall establish
the base benchmark satisfaction as of the first day of each Performance Cycle. The amount of

the Customer Satisfaction Component awarded in the applicable Fiscat Year shalf be determined

10
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according to the Performance Measures set forth in Appendix D.

Section 5.5. Supplier Diversity Component. Ten percent (10%) of the Incentive

Compensation for a Participant for any Performance Cycle shall be determined based on
attaining a certain percentage of minority purchases, as cstablished by Citizens, during the
Porformance Cycle. The amount of the Supplier Diversity Component awarded in the applicable

Fiscal Year shall be determined according to the Performance Measures set forth in Appendix E.

Section 5.6. Operational Measures Component. Fifteen peccent (15%) of the Incentive
Compensation for a Participant for any Performance Cycle shall be determined based ou
satisfying certain operational reliability measures. The amount of the Operational Measures
Component awarded in the applicable Fiscal Year shall be determined according to the

Performance Measures set forth in Appendix F.

Scction 5.7. Interest Accrual. The account of a Participant shall be credited with

Interest compounded annually on amounts allocated to his account until such amounts are
actually Vested or forfeited. The Board of Directors, io its sole discretion, shall declare the rate
of Interest to be¢ credited to Participant accounts and shall, not less than annually, review the rate.

ection 5.8. Late Entry. Unless the Committee determines othetwise, if an employee

becomes a Participant effective aftey the first day of the applicable Performance Cycle, then he
shall be entitled to a portion of his Incentive Compensation for such Performance Cycle. Such
povtion ot Incentive Compensation shall be determined as if the Performance Cycle began on the
first day of the Fiscal Year immediately following the date he becomes a Participant and ending
on the last day of the Performance Cycle.

Section 5.9,  Adjustmenis. The Board of Directors shall, in its sole discsetion,

detcrmine if adjustments shal) be made in the performance results, Minimum Threshold Trigger

or {n the amounts of Incentive Compensation payable for any given Performance Cycle, or such

It
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shorter period as may be applicable, due Lo extraordinary iterns or events that occursed during the
Performance Cycle. Such extraordinary items or events include, but are not limited to, any
changes in accounting principles or tax laws, changes tn the regulation or deregulation of
Citizens, or changes in the ownership or operations of Citizens.

ARTICLE VL

VESTING AND PAYMENT OF BENEFITS

Section 6.1.  Vesting. If the Minimum Threshold Trigger is satisfied for a Performance

Cycle, fifty percent (50%) of the Incentive Compensation of a Participant for the applicable
Performance Cycle (and any Interest attributable thereto) shall become Vested and shall be
payable to the Participant on the last day of such Performance Cycle, provided, the Participant is
employed by Citizens on such date. Notwithstanding the previous sentence, if the Padicipant is
eligible for Retirement, one-hundred percent (100%) of the Incentive Compensation for the
applicable Performance Cycle (and any interes( atiributable thereto) shall became Vested and
shall be payahle to the Participant on the last day of such Performance Cycle. Actual payment of
such Vested amount shatl be paid by the end of the calendar year in which the Performance
Cycle ends. The remaining Incentive Compensation (and Interest attributable thereto) for such
Performance Cycle, if any, shall beconie Vested and shall be payable to the Participant on the
first anniversary of the end of such Performance Cycle, provided, the Participant is emaployed by
Citizens on such date. Actual payment of such Vested remzining Incentive Compensation shall
be paid by the end of the calendar year in which the (irst anniversaty of the Performance Cycie
occurs. If the Minimum Thueshold Trigget is not satisfied for a Performance Cycle, any
Incentive Compensation (and any Interest attributable thereto) shall be forfeited. An example of
the operation of this Section is illustrated in Appendix 1.

Section 6.2. Discrelionary Vesting. Notwithstanding Section 6.1, if a Participant is not
12
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Vested in his unpaid Incentive Compensation (and any Intercst attributable thereto) and his
Covered Employment is involuntarily terminated by Citizens without Cause, the Board of
Directors, in its sole discretion, may determine for valid business reasons to Vest such
Participant in auy or all such unpaid [ncentive Compensation conlingent upon satisfaction of the
Minimum Threshold Trigger for the applicable Performsance Cyele. If the Minimum Threshold
Trigger for the applicable Performance Cycle is satisfied, such benefils shall be Vested. Such
Vested benefits shall be paid by the end of the calendar year in which such Performance Cycle
ends. If the Minimum Threshold Trigger for the applicable Performance Cycle is not satisfied,
such unpaid Incentive Compensalion shall be forfeited. The Participant shall not be Vested or
awarded any Incentive Compensation attributable to Fiscal Years remaining in the applicable
Performance Cycle that end after the date the Panticipant’s Covered Employment terminated.
Any taxes owed under the Code shall be the responsibility of the Pacticipant vegardless as to
when aclug) payment is made by Citizens. An example of the operation of this Section is

illustrated in Appendix G.

Section 6.3. Retirement, Disability, or Dcath. Notwithstanding Section 6.1, if a

Partjcipant is not Vested in his unpaid Incentive Compensation (and any Interest attributable
theceto) and he Retires, djes, or becomes Disabled, he shall be Vested in one hundred percent
(100%) of any such unpaid Incentive Compensalion conlingent upon satisfaction of the
Minimum Threshold Trigger for Lhe applicable Performance Cycle. If the Minimum Theeshold
Trigger for the applicable Performance Cycle is satisfied, such bencfits shall be Vested. Such
Vested benefits shall be paid by the end of the calendar year in which such Performance Cycle
ends. [f the Minimum Threshold Trigger is not satisfied for such Performance Cycle, such
unpaid Incentive Compensation shail be forfeited. The Participant shall not be Vested or

awarded any Incentive Corupensation atiributable to Fiscal Years remaining in the applicable

13
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Performance Cycle that end after the date the Participant Retires, dies, or becomes Disabled. An
example of the operation of this Section is illustrated in Appendix H.

Section 6.4,  Forfeitures, Notwithstanding any provision herein to the contrary, a

Participant shall forfeit any and all rights he may have to any unpsid Incentive Compensation
(and any Interest afiributable thereto) which has not become Vested under Section 6.1, provided:
(H he volumarily terminates Covered Employment with Citizens before he is
Vested, except in the case of Retirement, Disability or death as provided in Section 6.3;
(2)  his Covered Employment with Citizens Is terminated involuntarily without
Cause, except as provided under Section 6.2; or
(3)  bis Covered Employment is terminated by Citizens for Cause,
An example of the operation of this Section is illustrated in Appendix J.
ARTICLE VII.

MISCELLANEOUS

Section 7.1. Amendments, The Board of Directors from time to time may amend,

suspend, or terminatc the Plan or any part hercof, effective as of the beginning of any TFiscal
Year commencing on or after the date of adoption of such action by the Board of Directors;
provided, however, that no such action shall affect the rights of the Participant or 1the operation
of the Plan with respect to the portion of the Incentive Compensation of the Participant that has
become Vested before such action. No such amendment or termination shall operate to
accelerate the payment of benefits in violation of Code Section 409A and the regulations
thereunder, if applicable.

Section 7.2, No Employmeunt Righis. Netither the establishment of the Plan nor the
status of an employee as a Participant shall give any Participant any right to be cetained in the

employ of Citizens or participate in any subsequent Performance Cycles; and no Participant, and
14
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no person claiming under or through such Participant, shall bave any right or interest in any

benefit under the Plan unless and untl the termis, conditions, and provisions of the Plan affecting

such Participant shall have been satisfied.

Section 7.3.  Non-alienation. The right of any Participant or any person claiming under

or through such Participant to any benefit or any payment hereunder shall not be subject in any
manmer to attachment or other legal process for the debts of such Participant or person; and the
same shall not be subject to anticipation, alienation, sale, trausfer, assignment or encumbrance.

Section 7.4. Limitation of Liability. No member of the Board of Directors or the

Committee, and no officer or employee of Citlzens, shall be liable to any person for any action
taken or omitted in connection with the administration of the Plan, nor shall Citizens be liable to
any person for any such action or omission. No person shall, because of the Plan, acquire any
right to an accounting or {0 examine the books or the affairs of Citizens. Nothing in the Plan
shali be construed to create any trust or any fiduciary relationship between Citizens and ony

Participant or any other person.

Section 7.5. Tax Withholding. Citizens may withhold frem any payment due

hereunder any taxes required (o be withheld under applicable federal, state, or local tax laws or

regulations.

Section 7.6. Counterparts. The Plan may be evidenced by any number of counterparts,

each of which shall constitate an original.

Section 7.7.  Term nf Plan. No grants can be made under the Plan on or after October

[,20%4; except as otherwise permitted by the Board of Directors.
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N WITNESS WHEREOF, the undersigned has caused the Citizens Energy Group

Executive Incentive Plan 10 be executed as of this |8 day of October, 2013.

CITY OF INDIANAPOLIS, BY AND THROUGH
ITS BOARD OF DIRECTORS FOR UTILITIES
OF ITS DEPARTMENT OF PUBLIC UTILITIES,
DOING BUSINESS AS CITIZENS ENERGY
GROUP

By.?&ﬁZQQ

x}ﬂdﬁﬁt of the Board\f*ercotors

16
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APPENDIX A

TO THE CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN

FOR PERFORMANCE CYCLE:
OCTOBRBER 1, 2012 THROUGH SEPTEMBER 30, 2014

Officers of Citizens who hold any of the following positions shall be eligible to
participate in the Plan:

President and Chief Executive Officer

Senior Vice President and Chief Financial Officer

Senior Vice President and Chief Administrative Officer

Senior Vice President, Chief Legal/Compliance Officer

Senior Vice President and Chief Operations Officer

Vice President, Water Operations

Vice President, Human Resources (effective February 1, 2013)

Vice President, Information Technology

Vice President, Community Relations

Senior Vice President, Customer Relationships

Vice President, Controller

Director of Internal Audit and Enterprise Risk Management

Vice President, Regulatory Affairs

Vice President, Strategy and Corporate Development

Vice President, Energy Operations

Sentor Vice President Engineering and Sustainabitity

Vice President, Engineering and Shared Field Services (effective
December 31, 2012)

Vice President, General Counsel (effective February 1, 2013)

Vice President, Major Capital Projects (effective December 31, 2012)

Associate General Counsel (effective November 1, 2012)
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APPENDIX B
MINIMUM THRESHOLD TRIGGER

TO THE CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PUAN

FOR PERFORMANCE CYCLE:
OCTOBER 1, 2012 THROUGH SEPTEMBER 30, 2014

For purposes of determining whether any Incentive Compensation shall be awarded, the
Minimum Threshold Trigger shall be based on Citizens achieving an aggregate two-year
EBITDA (eamnings before deduction for inferest expense, taxes, depreciation and amortization)
of at least Four Hundred Million Dollars ($400,000,000) as of the end of a Performance Cycle.
EBITDA shal! be based on actual EBITDA for Citizens for each of the Fiscal Years in the
Performance Cycle. In calculating the actual EBITDA for the Fiscal Year, the amount included
as affiliate eamings {3 replaced with the Citizens Resources' share of affiliate dividends for the
curtent year. The Board, in its sole discretion, reserves the right to modify such EBITDA
performance threshold to take into accounl any extraordinary gains or losses that may occur
during a Performance Cycle.

Such threshold dollar amount shall be established by the Board for each Performance
Cycle,

B-1
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COMPETITIVE RATES COMPONENT

TO THE CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN

FOR PERFORMANCE CYCLE:
OCTOBER 1, 2012 THROUGH SEPTEMBER 30, 2014

i. For purposes of determining the Competitive Rates Component, eighly percent
(80%) of the Competitive Rates Component shall be determined based on = percentage
comparison between the Rates charged to Citizens's gas residential customers, and a twenty (20)
city (predetermined by the Board) average rate. The 20 city rate comparison will be determined
using a three (3) year rolling average.

2, The remaining twenty percent (20%) of the Competitive Rates Comporent shall
be determined based on the ranking of the Rates charged to Citizens's steam customers,
compared 10 the rates of the steam customers for the seven (7) midwest steam suppliers for the
weighted average of Total Annual Bill for small, medium and large customer classes.

3. Performance Measures for the Competitive Rates Component

COMPETITIVE RATES COMPONENT

Gas Residential Customers (80% of Compelilive Rales Componenl)

Rank Long-Temn Incentive
Compensation Eamed
(peccentage of Target)
Less than or equal to 4% 0%
below 20 cily average rate.
Threshold Gieater than 4% below 20 50%
| city average rate.
Target Greater than 8% below 20 100%
city average rate.
Maximum Greater than or equal to 1S0%

12% below 20 city average
rate.




RP Adtachmeat 7
Cause No.. 4446 anse No. 4462

QUCC DR - 4 Flpane 26 af 141

Page 21 of 30
COMPETITIVE RATES COMPONENT
Steam Customers
(20% of Competitive Rates Component)
Rank Long-Term Incentive
Compensation Eamed
(percentage of Target)
Greater than 5 ; 0%
Threshold |5 50%
Target 4 100%
Maximum Less than or equalto 3 150%




APPENDIX D
CUSTOMER SATISFACTION COMPONENT

TO THE CITIZENS ENERGY GROUP

EXECUTIVE INCENTIVE PLAN

FOR PERFORMANCE CYCLIL:
OCTOBER 1,2012 THROUGH SEPTEMBER 30, 2014
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l. For purposes of determining the Customes Satisfaction Component, fifty percent
(50%) of the Customer Satisfaction Component shall be determined based on the Citizens Gas
Residential Customer Satisfaction Index and thirty-five percent (35%) of the Customer
Satisfaction Component shall be based on the Citizens Gas Commercial/Industrial Customner

Satisfaction Index.

2. The remaining fifteen percent (15%) of the Customer Satisfaction Component
shall be deternined based on the Citizens Thermal Steam Customer Satisfaction Index.

3. Performance Measures for the Customer Satisfaction Component

CUSTOMER SATISFACTION COMPONENT

Citizens Residential Gas Customer Satisfaction Index
{50% of the Cusiomer Satjsfaclion Compaonent)

Index Long-Term
(percentage of 6-10 Incentive
ratings) Compensation
Eamed (percentage
_ of Target)
Less than 95% 0%
Threshold 95% 50%
Target 105% 100%
Maximum 115% 150%

D-1



CUSTOMER SATISFACTION COMPONENT

Citizens Gas Commercial/Industrial Customer Satsfaction Index
(35% of the Customer Satisfaction Component)

[ndex Long-Term
(pcrcemgge of 6-10 Incentive
raings) Compensation
Eamned (percentage
of Target) .
Less than 100% 0%
Threshold 100% 50%
Target 110% .100% _
Maximum 120% 150%

CUSTOMER SATISFACTION COMPONENT
Citizens Thermal Customer Satisfaction Index
(15% of the Cuslomer Satisfaction Component)

[ndex Long-Term
Incentive
Compensation
Earned (percentage
of Target)
Less than 92% 0%

Threshold 92% 50%
Target 95% 100%
Maximum 98% 150%

HRP Altachment 7
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APTENDIX E

SUPPLIER DIVERSITY COMPONENT

TO THE CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN

FOR PERFORMANCE CYCLE:
OCTOBER 1, 2012 THROUGH SEPTEMBER 30, 2013

SUPPLIER DIVERSITY COMPONENT

Long-Term

Rank
Incentive
Compensation
Eamed (percentage
of Target)
Less than 18% 0%
Threshold Greater than or cqual to 18% 50%
Target 22% 100%
Maximum 26% 150%

E-]
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APPENDIX F
OPERATIONAL MEASURES COMPONENT

TO THE CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN

FOR PERFORMANCE CYCLE:
OCTOBER 1, 2012 THROUGH SEPTEMBER 30, 2014

1. Thirty three and thirty-four hundredths percent (33.34%) of the Operational
Measures Component shall be determined by the percentage of time that the Gas Sysiem is
above the minimum desired pressure of two hundred and fifty pounds (250H),

2. Thirty three and thirty-three hundredths percent (33.33%) of the Operational
Measures Component shall be determined by the percentage of time that the Steam Systems are
above the minimuin desiced pressures of two hundred and fifty pournts (2504) or four hundred

pounds (400#).

3. Thirly three and thirty-three hundredths percent (33.33%) of the Operational
Mcasures Component shal) be determined by the percentage of time, on an annual basis, that the
Water Systems are above the minimum desired pressurc of twenty (20) pounds per square inch.

OPERATIONAL MEASURES COMPONENT
Gas System Relsability
(33.34% of the Operationsl Measurcs Componocni)

Rank Long-Term
Incentive
Compensation
Eamed (percentage
of Target)
Less than 99% 0%
Threshold 99% 50%
Target 99.5% 100%
Maxjmum 100% 150%

OPLERATIONAL MEASURES COMPONENY
Steam Sysiem Reliability
(33.33% of the Operational Measures Component)

Rank ! Long-Teom
Incentive
Compensation
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QU T
Eamed (percentage
of Target)
Less than 99% 0%
Threshold 59% 50%
| Target 99.5% 100%
Maximum 100% 150%

OPERATIONAL MEASURES COMPONLENT
Water System Reliability
(33.33% of the Operationa} Measures Component)
l Rank Long-Term
Incentive
Compensation
Earned (percentage
of Targ;t)
B Less than 99% 0%
Threshold 99% 50%
Target 99.5% 100%
Maximum _100% 150%

F-2




APPENDIX G

PERFORMANCE CYCLES FOR
CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE FL.AN

(Applicable for Executives Who are Involuntarily Terminated Without Cause

and Before the End of Performance Cycle)

HAP Attachment 7
Caust No. 44482
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16/1/12
Performance
Cyelc
Beging

o313
Fiseal Year Ends
lacentive
Compensation
credited

|

N3
If the executive ¥s
involuwtarily lerminated
without ceusc
before end
ol'2013 and Roard
exercises its discretion te
vest the exceutlve for
valid business reasony
{contingent on
satisfaction of Minimum
Threshold Trigger), then
aceraed 1neentive
Compensation for Fiseal
Year ended 93013, may
become poyable

90/ 14
Perfortrgnce Cycle Knds
Minimum Threeshald
Trigger sstisfaction
determined
If Minimum Threshotd
Trigger is not satisfied,
then accrucd Incentive
Compensation is forfeited
If the Mintrmum Threshold
Trigger is satisfied and
Board vests, 50% of
accrued Ineentive
Compensation is paid
before the end of the
calendar year (howowver,
100% of the award is
reported on the W-1 as
taxable income for 2014)

9/30/15
Remaining 58% of
the accrued
Incentive
Compensation is
paid by the end ol
the calendsar year
{however, only the
interesk compooent
is 1axable incomsa
for 2015)

gt Jo 17980
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APPENDIX H

PERFORMANCE CYCLES FOR
CITIZENS ENERGY GROUP
EXECUTIVE ENCENTIVE PLAN

{Applicable for Executives Who Retire, Become Disabled, or Die
After 2012, but before vesting date)

HRP Atrichment 1
Cause No, 44462
Fage 33 ol H1

—

10/4/12
Performance
Cycle
Begins

WAL w9414 9130114
Fiscal Year Ends [T the executive Flseal Year
Incentive retires, becomes Fnds
Compensation disabled or dies
credited before the end of
the Performance
Cyele, aecrged
Incentive
Compensation for
the prior Fiscal
Year may become
paysble if
Minimum
Threshold Trigger
is satisfied

*Note: if the executive retires op September 30, 2014, and the Minimum Threshold is satisfied then
accrued Incentive for both Fiscal Year ended 9/30/2013 and 2014 will vest and be payable before the

end of the calendar year.

H-1

|

Hin4
Performan vele Ends
Minimum Threshold
Trigger satisfaction
determined
If the Minimam Threshold
Trigger iy not satishied, then
acerned Incentjve
Compensation is forfeited
If the Minimum Threskoid
Trigger is satisfied, the
acerued [ncentive
Compensation for the prior
Fiscal Year vests 2nd is paid
before the end of the
calendar year™
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APPENDIX 1
PERFORMANCE CYCLES FOR
CITIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN
{(Applicable for Active Executives Thru All Periods)
10/1/12 9430N3 530014 9730114 9/30/15
Performante Fiscal Year Ends Fiscal Year ends Performance Cycle ends If the Minimum
Cycle Incentive Incentive Minimum Threshold Trigger  Threshold Trigger is
Begins Compensation C“'“P‘“?’:d““ satisfaction determined satisfied and
credited eredit I Minimum Threshold executive remains
Trigger is' not satisfied, employed, the
accrued Incentive remaining 50% of
Compensation is forfeited accrued Jncentive
¥ Minimum Threshold Compensation vesis
Trigger is satisfied and and iz paid by the
executive remains employed, end of the calendar
50% of accrued Incentive year
Compensation vests nad is paid
by the end of the calendar
year, or il the exeentive is
eligible for Retirement, 100%
of acerued Incentive
Compensation vests and is paid
by the e¢nd of the calepdar
year.
FLQ
§38
iz
FoN
73
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APPENDIX J
PERFORMANCE CYCLES FOR
CITIZENS ENERGY GROU?P
EXECUTIVE INCENTIVE PLAN
{Applicable for Executives who Voluntarily Terminate
or Involuntarily Terminate for Cause during a Performance Cycle)
10112 934413 9/29/1d 930/14
fFerformance Cycle Fiscal Year Ends If execotive Performance Cvele
Begis Inteniee voluntarily Ends
Compensation terminates or is No benefitis
credited involontarily payable to the execulive
termingted for cause
before end of
Performance Cyele,
scerued Jncentive
Compensation is

forfeited
855
2 9%
.=
o0&
o M
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AMENDMENT TO THE C1TIZENS ENERGY GROUP
EXECUTIVE INCENTIVE PLAN

This Amendment to the Citizens Energy Group Executive Incentive Plan is
adopted by the Board of Directors for Utilities of the Department of Public Utilities of the City
of Indianapolis, doing business as Citizens Energy Group (“Citizens"), effective March 27, 2014.

RACKGROUND

A. Citizens established the Citizens Gas & Coke Utitity Long-Term Incentive
Compensation Plan, effective as of October 1, 1997, which was subsequently amended and
vestated from time to time, most recently effective as of October 1, 2012, and renamed as the
Citizens Energy Group Executive Incentive Plan.

B. Citizens now desires to amend the Plan further.

AMENDMENT

Section 2.1(v) of the Citizens Energy Group Executive Incentive Plan is hereby

amended in its enlirety to read as follows:

(v) “Retirement" or “Retire” means retirement from Citizens and all
affiliated employers that both (1) occurs on and after the date the Participant is
entitled to an unreduced early retirement benefit under the Citizens Energy Group
Retirement Plan and (2) has, by March 26, 2014, either already occurred or been
declared, by written notice to the Company, to become effective on a retirement
date that precedes September 30, 2015.

Citizens has caused this Amendmenl to the Plan 1o be executed this 27th

day of March, 2014,
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BOARD OF DIRECTORS FOR UTILITIES OF
THB DEPARTMENT OF PUBLIC UTILITIES OF
THE CITY OF INDIANAPOLLIS, DOING
BUSINESS AS CITIZENS ENERGY GROUP

Dafiet’C. Appe}, Chair
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Responses ol Citizens Encrgy Gsoup
and CWA Authority, Inc. 10

Ottice of Ulility Consumer Counselos’s
First Set of Data Requests

DATA REQUEST NO. F.2: Please provide the aclual metrics used and payouts of the
Executive Incentive Plan for cach of the last 5 years.

RESPONST:
Please see thie attached document identified as OUCC DR - 1.7°2.
WITNIESS:

lodi L. Whitney



for cycle #8 (2008-2010)

CITIZENS ENERGY GROUP
Executive incentive Compensation in 2009
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Déterrination of Competitive'Rates Percent Payout

RanKing in IEA Gas Rates Survey

hanklné In Midwest Steam Su ppﬁile;s Rates Survey

Where did Citizens Gas rank among participants?
2009 result = 6th out of 12

Compelitive Rates
Survey Ranking Potential
Pay
> 6 0%
= 6 50%
= 3-5 100%
< 2 150%

The payout for the Competitive Rates for Gas

Iz 50% of iolentlal. is 50% of potential.

Where did Citizens Steam rank among participants?
2009 result = 4.0 out o1 10

Competilive Rates
Survey Ranking Potential
Composite Pay
> 4 0%
= 4 50%
= 3 100%
2 150%

The payout for the Competitive Rates for Steam

Detérmination of Gustomer Satisfaction Rercgnt Payout

Citizens Gas Res(de“ntiai

Citizéns Gas Commercia)/industrial

Indexed 2009 2009

Performance CG Annual  MSI
Random Survey Peer Db

Residential survey score 119% 100%

The payout for the Gas Residential
Customer Safisfaction is accrued at
150% of potential.

Score Polenlial pay
<95% 0%
Threshold 95% 50%
Targel 105% 100%
Maximum > 115% 150%

Citizens Therl Loyalty

Maximum

2009
CTE Loyalty
Survey

CTE Loyally survey score 100%

The payout for the Citizens Thermal
Loyalty is accrued at 150% of potential.

Score Polential pay
<92% 0%
Threshold $2% 50%
Targel 95% 100%
Maximum > 98% 15055

tndexed 2009 2009

Performance C/) Cuslomer MSH
Sat Survey Peer Db

Commercial/industrial 100% 100%

survey score

The payout for the Gas Commerciallindustrial
Customer Satisfaction js accrued at

50% of potential.
Score Polental pay
< 100% 0%
Thrashold 100% 50%
Yarget 710% 100%
> 120% 150%
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for cycle #8 (2009-2010) CITIZENS ENERGY GROUP g:’fgﬁf; 1LF2
Executive incentive Compensation in 2010 )l
Determmatlon of Competltive Rates Percent Payout
Ranktng in IEA Gas Rates Su rvey Ranking in Midwest Steam Su ppliers Rates- Survey
Where did Citizens Gas rank among parlicipants? Where did Citizens Steam rank among parlicipants?
2010 result = 9th out of 14 2010 result=-4,0 out of 10
Competitive Rates Competitive Rates
Survey Ranking Patential Survey Rankirg Potential
Pay Composite Pay
> 6 0% > 4 0%
= 6 50% = 4 50%
= 3-5 100% = 3 100%
< 2 150% < 2 150%
The payout for the Competitive Rates for Gas The payout for the Competitive Rates for Steam

is 0% of iotenﬂal. Is 50% of iotem}al.

\l_ PN \ 3 . E) S - Rewn 2 ~, R < P e

sz_ens Gas Remdenhal szens Gas Commermalnndustrlal
Indexed 2010 2010 Indexed 2010 2010
Performance CG Annual MSH Performance C/l Customer MSH#
Random Survey Peer Db Saf Survey Peer Db
Residential survey score 148.2% 100% Commercial/lndustrial 110.6% 100%.
survey score
The payout for the Gas Residential The payout for the Gas Commerciallindustrial
Customer Satisfaction is accrued at Customer Satisfaction is accrued at
150% of potential. 103% of potential.
Score Polentlisl pay Score Polenlis] pay
<95% 0% < 100% 0%
Threshold 95% 50% Threshold 100% 50%
Targel 105% 100% Torgel 110% 100%
Maximum > 115% 150% | Mnxium 2 120% _ _ 150%
Citizens Thermal Loyalty '
2010
CTE Loyally
Survey
CTE Loyalty survey score 99%

The payout for the Citizens Thermal
Loyalty is accrued at 150% of potential.

Score Polenlial pay
<92% 0%

Threshold 92% 50%

Targsl 95% 100%

Maximum > BB% 150%
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CITIZENS ENERGY GROUP
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Executive Incentive Compensation in 2011

Detérmination of Corpetitive Rates Percent Payout’

Lower Gas Rates va. 20 Gitles Average

.Rank-inghin Midwest Steam Suppliers Ra.tes SLiNey

How far below the 20 City Average are
Cilizens Gas rales?
2011 result = 8.42% below

% Below 20 Cities
Average Gas Rates | Potential
Pay
< 4% below 0%
= 4% below 50%
= 8% below 100%
> 12% below 150%

The payout for the Competitive Rates for Gas

is 105% of potentlal. (s 0% of iotential.

Where did Cilizens Steam rank among participants?

2011 result = 5.0 out of 9

Competitive Rales
Survey Ranking Potential
Composile Pay
> 4 0%
= 4 50%
= 3 100%
< 2 150%

The payout for the Competitive Rates for Steam

Determjnatson of Customer Sa’tnsfact;on Percent Payout -

=

Cntlzens Gas Residentlal

Clﬁzens Gas Commercramndustﬂal

indexed 2011 2011

Performance CG Annual  MSI
Random Survey Peer Db

Residential survey score 116.1% 100%

The payout for the Gas Residential
Customer Satisfaction is accrued at
150% of potential.

S¢are Poleniigl pay
<95% 0%
Threshold 95% 50%
Targel 105% 100%
Maximum > 116% 150%

Citizens Thermal Loyalty

Indexed 2011 2011
Pedormance Clt Cusfomer MS!

Sat Survey  Peer Db
107.1% 100%

Commercial/Industrial
survey score
The payout for the Gas Commercial/industr(al
Customer Satisfaction is accrued at
86% of potential.

2011
CTE Loyalty
Survey

CTE Loyalty survey score 97%

The payout for the Citizens Thermal
Loyalty is accrued at 133% of potential.

Score Polenlial pay
< 92% 0%
Threshold 92% 50%
Torge! 95% 100%
Moaximum > 98% 150%

Score Polential pay
< 100% 0%
Threshold 100% 50%
Targel 110% 100%
> 120% 150%

Maxll .
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Executive Incentive Compensation in 2011
Detefmination of Systém Reliability Percent Payout
Gas System Reliabillty TSteam System Reliability
2011 result = 100.0% 2011 result =99.97%
Gas System Steam System
Reliability Potential Reliability Potential
Pay Pay
< 99% 0% < 98% 0%
> 99% 50% > 99% 50%
> 99.5% 160% > 98.5% 100%
= 100% 150% = 100% 150%

The payout for the System Reliability for Gas

Deterfhination of Supplier Divérsity Pércent Payout”™ -

C.itizer;-s Er.ieréy Gfou;-)l

2011 % of Minority Purchases = 20.6%

% of Minority
Purchases Potential
Pay
< 10% 0%
> 10% 50%
> 14% 100%
> 18% 150%

The payout for the Supplier Diversity
is 150% of potential.

The payout for the System Reliability for Steam

is 150% of iotenﬁal. is 147% of iotential.



for cycle #9 (2011-2012)

CITIZENS ENERGY GROUP

HRP Ailachment 7
Cause No. 44461

Pagcd3ofll)
Caiise No.; 44462
OUCC DR - 1.2
Page Sof 8

Executive Incentive Compensation in 2012

Detérmination of Compgtitive Rates Percent Payout

Lower Gas Rates vs. 20 Citles Average

Ra;{king in M-ilc.lwest.Ste.am Suppl%eré RatesSurveL

How far below the 20 Cily Average are
Citizens Gas rates?
2012 result = 8.42% helow

% Below 20 Cities
Average Gas Rates | Potential
Pay
< 4% below 0%
= 4% below 50%
= 8% pelow 100%
> 12% below 150%

The payout for the Competitive Rates for Gas

is 105% of ioten{ial. ia 0% of iotenﬂal.

Where did Citizens Steam rank among parlicipants?

2012 result = 5.0 out of 9

Competitive Rates
Survey Ranking Patential
Composite Pay
> 4 0%
= 4 50%
= 3 100%
< 2 150%

The payout for the CGompetitive Rates for Steam

Determmatuon of 0ustomer Sattsfactlon Percent Payout

Cltlzens Gas Resldentlal

C[tlzens Gas Commercla!lind ustrlal

Indexed 2012 2012

Performance CG Annual MSI
Random Survey Peer Db

Residential survey score 116.1% 100%

The payout for the Gas Residential
Customer Satisfaction is accrued at
150% of potentiaf.

Score Polentia) pay
<95% 0%

Threshold 95% 50%

Targel 105% 100%

Max:mum

o > 115% =, —
szens Thermal Loyaity

E

2012
CTE Loyalty
Survey

CTE Loyalty survey score 97%
The payout for the Citizens Therma)
Loyalty is accrued at 133% of potentiai.

Score Polgnlial pay
<92% 0%
Threshold 92% &0%
Targe! 95% 100%
Maximum > 98% 150%

indexed 2011 2011
Performance C/l Cusfomer MSI

Sat Survey Peer Db
107.1% 100%

Commergial/industrial
survey score
The payout for the Gas Gommercial/industrial
Customer Satisfaction is accrued at
B6% of potential,

Score Polential pay
< 100% 0%
Threshold 100% 50%
Terget 110% 100%
> 120% __ 150%

Maximum
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Executive Incentive Compensation in 2012
Deiermmatlon of System Rellablli{y Percent Payout
Gas System Rellabllity Steam System Rehabilrty
2012 result = 100.0% 2012 result = 99.97%
Gas System Steam System
Reliability Potential Reliability Potential
Pay Pay
< 99% 0% < 99% 0%
> 99% 50% > 99% 50%
> 89.5% 100% > 99.5% 100%
= 100% 150% = 100% 150%

The payout for the System Rellability for Gas

Is 150% of Eotential. is 147% of potential.

The payout for the System Reliabillty for Steam

Determmatﬁon of Suppller_Dlversny Petcegt Payout

szens Energy Group

2012 % of Nlinority Purchases = 20.6%

% of Minorily 7
Purchases Potential
Pay
< 12% 0%
> 12% 50%
> 16% 100%
> 20% 150%

is 150% of

The payout for the Suppller Diversity
potential.
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CITIZENS ENERGY GROUP
Executive Incentive Compensation in 2013
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Determination of Competitive Rates Percent Payouit

Lower Gas Rates vs. 20 Gities Average

.Ranking in MIdWest Steanﬁ Supplieré Ratés Survey

How far telow the 20 City Average are
Citizens Gas rates?
2013 result = 8.98% below

% Below 20 Cilies
Average Gas Rates | Potential
Pay
< 4% below 0%
= 4% below 50%
= 8% below 100%
> 12% below 150%

Where did Citizens Steam rank among participants?

2013 result=7.3 out of 9

Competitive Rates ]
Survey Ranking Potential
Composite Pay
> 5 0%
= 5 50%
= 4 100%
< 3 150%

The payout for the Competitive Rates for Gas The payout for the Competitive Rates for Steam
is 112% of ;I)otenlial. is 0% of iotential.

= NN L

Determ;nat(on of:Customer Sahsfacbon Percenf Payout gl =N

Cltizens Gas Resndenha!

Cltizens Gas Commercnal/lndustnai

The payout for the Gas Residential
Customer Satisfaction is accrued at
0% of potential.

Score - Polenifal pay
<95% 0%

Threshold 95% 50%

Targel 105% 100%

Maxlmum > 1 15%

150%

Gitizens Thermal Loyalty

|Maximum

2013
CTE Loyalty
Survey

CTE Loyally survey score 96.5%
The payout for the Citizens Thermal
Loyalty is accrued at 125% of potential.

Score Polenlial pay
< 92% 0%
Thrashold 92% 50%
Targe! 95% 100%
Maximum > 98% 150%

survey score

Indexed 2013 2013 Indexed 2013 2013

Performance CG Annual  MSI Performance C/l Guslomer MSI
Random Survey Peer Db Sat Survey Peer Db

Residential survey score 91.1% 100% Commercial/lndustrial 94.8% 100%

The payout for the Gas Commerciallindustrial

Customer Satisfaction is accrued at
D% of potential.

Seore Polantial pay
<100% 0%
Threstiold 100% 50%
Targyet 110% 100%
> 120%

150%
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for cycle #10 (2013-2014) CITIZENS ENERGY GROUP gﬂ‘;fgg’; 1.F2
Executive Incentive Compensation in 2013 2b

Delté'fm:i\gf_[é\tii')"n, of System Reliability Percent P':_ayﬁutj e o 5
Gas System Rellabil_ity A Steam S.yster.n Reliabliity '
2013 result = 100.0% 2013 result = 99.99%
Gas System Steam System
Reliability Potential Reliability Potential
Pay Pay
< 99% 0% < 99% 0%
> 99% 50% > 99% 50%
> 99.5% 100% > 99.5% 100%
= 100% 150% = 100% 150%
The payout for the System Reliabiilty for Gas The payout for the System Reliabllity for Steam
_I-s 150% of potential. is 149% of potential.

Water System Reliabillty

2013 result = 89.99%

Walter System
Reliability Potenlial
Pay
< 99% 0%
> 89% 50%
> 99.5% 100%
= 100% 150%

The payout for the Systemn Reliability for Water
is 149% of gotential.

Deté}miﬁati;én of Suppligr Diversity Pgrcent Payout -

C-itizens Energy Group

2013 % of Minority Purchases = 28.7%

% of Minayity
Purchases Potential
Pay
< 18% 0%
> 18% 60%
> 22% 100%
> 26% 150%

The payout for the Suppiier Diversity
is 150% of potential,
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Cause No, 44462

Responses of Citizens Energy Group
and CWA Authoyity, Inc. to

Office of Utility Consumer Counselot's
First Set of Dala Requests

DATA REQUEST NO. F.3: Please provide the 2014 Shorl-Term Incentive Pay Plan.

RESPONSE:
Please sce the attached document identified as QUCC DR - 1.3,
WITNESS:

Jodi L. Whitney

L1
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‘up e nal Excellence

/s to Our Visio

FY 2014 Short-Term Incentive Pay Plan Overview:

Incentive pay is a team-based pay-for-performance program based on measures that help us achieve our Vision to serve our customers and
comrnunities with unparalleled excellence and integrity.

How the Plan works

The 2014 Short-Term Incentive Pay {STIP) Plan includes ali regular Corporate Support Services, Energy, Water, and Shared Field Services employees.
incentive pay is tearn based pay-forperformance and is determined by Performance Measures that indicate whether performance goals are met
and cetermine how much of the incentive will be paid out. A Finandial Trigger axists to prevent any payout in the event the Trust does not
generate a sufficient amount of cash flow to cover its debt service, plus a continued level of capital spending. The Financial Trigger has no bearing

on the amount of incentive payout; it only determines if a payout can be made. The amount of payout is determined only by the Performance
Measures.

Performance Measures determine how much incentive has been earned. The STIP Plan fooks at our performance in three key areas - Customer
Satisfaction, Quality, and Safety. The Final Perfonmance Percentage for the measure is determined by actual year-end performance results in
relation to the measure’s Achievement Scale. However, an emplioyee fatality will result in a zero payout in Safety for all divisions.
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EY 3014
Earnings Before interest, Taxes, Gepreciation and Amortization (2} = $2000A
(ESMTOCA) | .
getermines how much incentive will be paid out Achlevermant Scale {1) ]
Threshold [ Target Outstanding
so% L 100% 1aa% EY 2014 |
o e P LD e AR g ¥ A i B e et L P e ]
10.00% M51 Key Driver: Customer Service Commitmet (3) Top 30X } Top 20% 1 Top 1ok
{90% Residential, 10% Commercialfindustrial) - :{in the nadonal Benchmark:gfoup)
10.00% M5l Key Driver: Corporate Accountabilicy (4) Top 30% Top 2ok Top 10%
(90% Residential, 19% Cormmercialfindustrial) FA {inthienational berichmiark:group). . 4
20.00%  |Overall Customer Satisfacdon Index (L.D. Powers) Top 30% TopzoX Top 10%
al (of the rmdwm compam&) iy 5
= O s AR R x T e =
10.00% National gaidrige 'Process" Scor‘mg Band &
16.00% National Baldrige "Result" Scoring Sands
50% IS0 OMS - Maintain Certification -
2,508 150 EMS M plrrtain ification .
St A R S R T L E e = g
25.00%¥ | DART Rate (based on cases) o.30%%
1.20%*
1_50**
hsni--
10.00% _ |Vehicle Accidents (chargeable) £S5 2 1 a
Energy 3 2 1
5FS 4 3 2
VWater 4 3 =z
100X

{1} Achieverment Scales: Customer Satisfaction is sliding; Quelity is not sliding; vehicle accidents is not sliding

{z) EBITDA Iz defined as the actural EBITDA for FY 2014, computation inclodes affillate dividends.

{3} Customer Service Cormnmitement measures that are benchmarked 1) Showing concerns and caring 1) Being responsive to customer needs and 3) Being easy to do

business with.

{4) Corporate Accountabillty measures that are benchmarked 1) Being well managed 2) Being & company you can brust,

5} J D Power: Measuring satisfaction of gas customers.

v(_:__l-\iaﬁonal Baldrige site visit triggers an automatic payout of 125% and a National Award friggers an automatic payout af 150%

{*) Any work-reiated fatality will cause a zero payoutin safety for afl divisions

(**) Outstanding Saftay Trigger: Toracieve above 100% for safety in any division, that division musst have attendance at all safety meetings above So%.( For 2014 this

measure begins with February maetings)
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Achjevernent Scale - The scale used to determine the STIP pay-out percentage based on actual year-end results for each Performance Measure,
Some mesasures use a sliding scale, while others use a static scale.

National Baldrige Criteria for Performance Excellence — Citizens uses the Criteria for Perfarmance Excellence, an annual quality assessment, as 2
tool to improve performance and business processes. The Criteria was developed as part of an annual award program established by Congress to
recognhize organizations for their achievements in quality and business performance. There are six Process Categories with two ltems {sub-
categories) each, and one Results Category with Tive Iltems. The performance payout is not on a sliding scale.

Base Salary — An employee’s compensation (excluding benefits) as of September 30", 2014 that is used in calculating the individual’s Short-Tenmn
Incentive Pay.

Days Away, Restricted or Transferred (DART) Rate -A DART case is a subset of OSHA recordable cases where the injuryfillness is severe enough
that the individual loses time away from their job by being away from work, on restricted duty, or transferred to another job function because of
the injury. The rate is the number of DART cases multiplied by {200,000 hoursfannual hours worked).

Eamnings Before interest, Taxes, Depreciation and Amortization (EBITDA)} — Trust net income before interest expense, taxes, depreciation and
amortization.

Employee Incentive Opportunity — Percentage of base salary determined by job classification used in the calculation of individual Short-Term
incentive Pay.

Final Performance Percentage ~ Fercentage of pay-out as determined by where actual year end performance results fall on the Achievement
S¢ales.

MSI Key Driver: Customer Service Commitment ~This is included in the STIP plan by indexing percent positive (6-10 ratings on a scale of 0-10)
performance for three nationally benchmarked attributes — Showing concern and caring, Being responsive to customer needs, and Being easy to do
business with. Performance is calculated by dividing Citizens' rank by the total number of companies in the MSI national benchmark database.

M5t Key Driver: Corporate Accountability - Another Key Driver determined by MSI research is Corporate Accountability. This is included in the
STIP plan by indexing percent positive (6-10 ratings on a scale of 0-10) performance for two nationally benchmarked attributes — Being well-manaoged
and Being a company you can trust. Performance is calculated by dividing Citizens’ rank by the total number of companies in the MSI national
benchmark database.
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Overall Gas Customer Satisfaction Index (J.D. Power) - J.D. Power conducts nationally syndicated studies that serve as industry benchmarks for
measuring and tracking quality and customer satisfaction. The Customer Satisfaction Index {CSI) is derived from the 2014 J.D. Power & Associates
Residential Natura\ Gas Residential Customer Satisfaction Study and is @ composite based on six key components — Billing & Paymeant {29%), Price
(25%), Corporate Citizenship {20%), Communications (18%), Customer Service {4%), and Field Service {4%). Citizens' performance is based on our

relative performance within the Midwest Region (e.g. Top 10%, 20% or 30%). Percent of payout is determined by dividing Citizens’ rank by the total
number of companies in the Midwest Region.

Vehicle Accidents (chargeable) - Motor vebicle accidents include collisions that occur on company tirme either in personal or company vehicles, The
accident may or may not include injury to the driver, passengers, or occupants of another vehicle. For our incentive, the calculation does not include

those coilisions that are deemed non-preventable. Examples of non-preventable accidents are being rear-ended while stopped in traffic or being
struck by another vehicle who failed to stop at a traffic light/stop sign.

Questions znd Answers

How will my Short-Term Incentive Pay be calculated?

Your Short-Term Incentive Pay is calculated as follows: Year End Base Salary x Employee Incentlve Opoortunity x Final Performance Percentage.
Part-time employees’ payout will be calculated on actual straight time hours worked during FY2014. This will result in a payout more indicative of
the part-time employees’ impact on STiP measures.

How can t impact the Financial Trigger?

All employees directly and indirectly impact EBITDA. For example, spending decisions invelving expense or capital impact eamings. Our own
productivity and the use of avallable resources impact how much or how little we must spend to accomplish our work. Uncollectible expenses.
(custorners who have not paid their bilf or revenue we did not receive) can also have a big impact on eamnings. Including this financial measure as a
part of the Incentive Plan assesses the financial status of the Trust and ensures its financial integrity before any incentive compensation is funded.

How can{ impact the performance measures?
All employees directly and indirectiy impact the measures. Shown below are a few examples.

Customer Satisfaction — All employees have intemal andfor external customers. Obviously, field personnel, customer service and marketing
personnel interface directly with external customers and have a huge impact on our MSI Customer Service Commitment and Corporate
Accountability measures 35 well 3s the Customer and Field Service commponents of the JD Power Customer Satisfaction index. Others indirectly
influence customer perceptions by providing services to intemal customars who are trying t0 meet external customer needs. Environmental
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compliance related to air and water standards influence customers’ perception about Citizens’ ability to protect the environment. Qutside of our
work environment, we are all ambassadors ¢f Citizens, and our actions can impact customer or potential customer perceptions.

Safety — A safe and accident-free workplace is an angoing objective for the Utility, The key to a safe workplace is accident prevention. Ail
employees shoutd know and follow the specific rules for their areas. While some areas are often more hazardous than others, stips and collisions
can occur anywhere, Employees have a significant impact on our safety record and medical expenditures. All employees should read and follow the
rules contained in the Citizens' Safety Manual and must be alert to and report unsafe conditions.

Quality — Continuous improvement is the underlying philosophy of the National Baldrige Criteria for Performance Excellence assessment process.

All aspects of your work processes, performance results, and personal learning impact numerous items within the Criteria, For the detailed criteria,
please reference the web site: http:ffuwww . nist.govfbaldrige

How do these measures relate to the Baldrige Criteria?
The following diagram provides 3 reference and systems perspective of the seven main categories that make up the Criteria.

Baldnge Criteria for Performance Excelience Framework: A Systems Perspective

—"'/
OrganRatona) Pratie: .

/,_,-—-"-""'" Environment, Raletonrships, and-Soategic-Stuaton \_“‘---...____‘__
_,..A-“""_/ -‘_\—-.ﬁ_\‘_
/av r - ’
/ / ! Steategic Planning Workforos Foous \'

i i == T | -

Leddership 1 G t [Resuls

‘\\ =] o=l e
‘ Cisstamer Mg 5 Onemtions Facus . /'
ﬁ | -

Maasurement, Analysls, and Kaowiedge Management
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EBITDA - This financial trigger determines if the Trust is able to make an incentive pay-out. The Baldrige Criteria asks that we provide lavels, trends,
and appropriate comparisons for key financial and market indicators that provide a complete picture of our financial and marketplace success and
challenges (Category 7 -Results). Thisis one of the key measures that is tracked by seniorleadership on an ongoing basis to assess our
performance. it is impacted by how well we execute our business initiatives {Category 2 - Strategic Planning), by the performance measurement
systemns we use within divisions and departments to make decisions related to daily operations {Category 4 - Measurement, Analysis, and

Knowledge Management} and how well we manage our key processes for product and service design and delivery (Category 6 - Operations
Focus).

Customer Satisfaction - The MS{ angd 1.D. Power surveys are the key measures our ieaders Use to monitor Customer Satisfaction performance. Our
data is reported in Category 7 (Rasults) along with regional data from Market Strategies Inc. These results provide meaningful information for
understanding our customers and the marketplace (Category 3 - Customer Focus) and for proactively managing our relationships with various
stakehclders. Category 4 (Measurement, Analysis, and Knowledge Management) examines whether or not these are the right performance

measures partially by ensuring that customer satisfaction is closely linked to our oversll strategies and business plans (Category 2-Strategic
Planning).

Quality - The Criteria for Performance Excellence was initiated in 1687 to promote quality as an increasingly important approach for im proving the
competitiveness of American companies. Today, it continues te be the best set of guidelines for running an effective organization. The criteria have
evolved significantly over time and have progressed toward a comprehensive, integrated systems perspective of organizational performance
management. 1t has been adopted by many companies and is used by the military, federal government, schools and healthcare institutions.

Safety - A safe work environment impacts employee well-heing, satisfaction and motivation (Category 5 — Hurman Resource Focus). Safety and
employee satisfaction goals and measures zre mentioned in Category 2 (Strategic Planning) and Category 4 {Measurement, Analysis, and
Knowledge Management). Safety and employee satisfaction results are presented in Category 7 (Results). Safety is one of our five Values.

Why {s Thermal Customer Satisfaction not included as one of the Performance Measures?
We are not measuring Thermal Customar Satisfaction this year in response to customer commments regarding the number of surveys they have been

recejving. The plan is to include Therma! Customers in this measurement every two years. Thermal customers will be surveyed in calendar year
2015 and included in the FY 2015 STIP measures.
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What if there are extraordinary events?

Only events which are truly outside of management’s control are considered extraordinary (e.g. tornado or earthquake). The Compensation &
Finance Committee of the Board of Directors will determine if extraordinary events should be included or excluded from calculating Trust results
and those recommendations must be approved by the Board of Directors.

If an incentive pay-out is earned, when will it be paid?

The incentive will be paid out as scon as the fiscal year’s results for the Financial Trigger abd Performance Measures are finalized. Most often, this
occurs in December when information from the audited financial statements becomes available,

Where can | find information about our tncentive Plan progress?
Information is updated quarterly and can also be found on iTrust, bulletin boards throughout Citizens and at departmental meetings. In addition, a

worksheet that calculates your payout based on your base salary and actual achieverment levels will be available on the Citizens Intranet home page
- iTrust when ali measurements are finalized and approved.

Who can | talk to if | have additional questions-about the Short-Term Incentive Plan?

Please see your immediate suparvisor with any additional questions regarding the STIP Plan or contact Russ Clemens at g27-6405 or Komal Dave-
Patel at g27-4610
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Responses of Citizens Energy Group
and CWA Autborily, Inc. to

Office of Utility Consumer Counselor’s
First Sct of Data Requests

DATA REQUEST NO. F.4: Please provide the aclual metrics used and payouts of the
Short-Term Incentive Pay Plan for each of the last 5 years.

RIESPONSE:
Please see the atlached document identified as OUCC DR - | .F4.

Jodi L. Whitney
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2008 _{short Term Incentve Fay Al €535, CTE, Gas/Oll Funding ieasura: EBITDA 2 C55= 130.08%
Iuld Baigaining GAS = 130.08%
Paderaance Megsures: CTE 8 12845

25.06%4}0ves all Gas Quslomer sads/dcUon Indext (MSH)
hedden(lal 10% Commerchalfindusirialy
10.00%[Overall G Quitomar Salisfacion (ndex (1D Powers)
Top %X olah Midwest )
5.00%| Thasreal Customar Salis(action/Loyslty
25% [ Qualily (Raldiige Auagsrrant Score]
35%[Salety- Dasi Rata
Safetly- vahlcles Accldents

= - T —r T TR 7 s A v 3
ST ] ] Ay <ok ity B e, DG 3

2010 |Short-Tarry Incontive pay All (35, CTE, Gagfon Furding Maasure: ERITOR 2 $60M CSS =117.21%
and Bagaintng GAS = 307.21%

Performance Meayures: CTE » 11227%

25.00% | Ovaral Gax Cus) Satshaction tadex {1434
(9% Retldantis| 10% Coom eecialfinsusteial) .
10.00%|ovarv(l Gas Qustomer sadfeciion index (JD Pawers)
(Top % of sll Midvrast Reglon Ui Bltes)
5,000 Thermal Custony Satisfaclion/Loyalty

25%|Quality (Baldrge Assesarnnl Score!
ar 12.5% Process & 11.5% Rasulls o
25X |salcty- Dart Rate S
30X | Safoty- vehicles Ascidents ]

E T ] e e 2] B L TE S TR o P
201} |Short-Team Incenlive Pay AN CS§, CTE, Gas/Oil unding Measure: [BI10A 2 $60M 85w 147.63%
and Barg a[l\lng GASR 111.8%
ferfarmdnee Madsyres CTE =1 24.86%
2500% | Ovorall Gas Lustomer Setisfaction \ndex {MS1)
(30%4 Resldantial 10% Commerclalfindusical)
10.00% |Ovaratl G Customer Sulltaction Index YO Powers)
(Top % of 3N Midvasl Ragion Utllilas)
5.00%| rhormal Cuxiomer S2liaclon/ioysity
12.50%]QusMty {3aldrige Assossment Scote) - Process
12.50%|Cuakity (8atddgs A t Scarm) - Resuls

28%| Salely- Dart Raln
10% [salaty- vehides aecldenist

ki ] [ A EIE T
2012 ($hort-Teim Incentiva Pas AL CSS, CUE, Gas/OW, Wala Funding Messure; EBITBA 2 $200M
and Bargalnlng
Perdormangs Messuras
25.00% |Ovarsl( Gas Qustamet Sa(lifaction Index (Msl! WATER =120%
(50% § , 10% Commerchpadussialy GAS= 1D2.5%
5.0 10veral) Gas Qustomer Sdthfuction Index JO Persers,
{Top % of al) Midwest )
12 50% |Qualily (Bald:Ige Ascessmanl S¢ore) - Procats
32.50%{Quallty { Baldriga Acsesandnt Scora) - Rasuity
2% 52 ety- Dart Rate
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2013 |Short-Tarm Jocentive Pay AR C5S, Eneigy SFS Water | Punding Measure: EBITDAG 2 2 S8 = 1195
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Perfarmance Measares: SFS= 1108
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Performance Meksures:
10.00%, | S Key Debver : Cust Servika Comuml t
Resbdenthal, 10% Commercialfindusidal)
10.00%| MS1 Koy Diver ; Comporste Accountabliity
Reakdential, 10% Commarchl/Indusuial)
20.00% (Custornor Sslisfaction index (J.0. Povorrs)
10.00% | Quality (Baldeige Assetament Score) - Protess
10,00%! Quality [Boldrge Assasimant Scors) - Results

2.50%]Quality {150 QMS)
| 2.50%{ Quality (150 £MS
.
10%

A,
e




FY 2009 Short-Term Incentive Plan

LEEEAT G determines if any incentive will be paid out

Earnings Before Interest, Taxes, Depreciation and Amortization {2)
{(EBITDA)

FPerformamnce
EEERTEY determine how much incentive will be paid out.,

2 $60NM

Achievement Scale (1)

f 100%
{1} Achievement Scales are sliding.

* Any work-related fatality will cause a zere payout in Safety for all divisions.

(2} EBITDA is defined as the actual EBITDA for FY 2008, except the amount Included as Proliance (PLE)

earnings will be the average Citizens Resources’ share of PLE earnings for FY 2007-2009.

ces ke Tl 430.08%
CTE" 4282459,
Gas’ YU 130.08%

Thresheld Target Outstanding
50% 100% 150%
Customer Satisfaction
6.00% Thermal Customer Satisfaction/l.oyalty 92% 95% 98%
25.00% Overall Gas Customer Satisfaction Index (MS1) 80 100 110
(90% Residential, 10% Commerciaiindustrial)
10.00% Overall Gas Customer Satisfaction Index (J.D.Power) 0% 20% 10%
{Top % of all Midwest Region Utllities; 1000 pt. scale}
Quality
25.00% Baldrige Assessment Score 584 604 624
Safety™
25.00% DART Ratg (based on cases) C8s8 2 1.75 1.5
CTE 3 2 1
GaslGil 4 3.5 3
10.00% Vehicle Accidents (chargeable) CSS 3 2 1
CTE 3 2 £]
GaslCil Fi 5 3

‘:\"':'N“" QAT HRP Anachmend 7
0 R LFd i 62

FY09
$82.8M

FYDS
100%

101.26

19.24%

8§17

1.43
1.0z

—



FY 2010 Short-Term Incentive Plan

Funding
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WSS = determines if any Incentive will be paid out. Sep FY10 Status
Eamings Before Interest, Taxes, Degygqigﬁqn and Amortization (2) = $60M $73.6M 70.80%
(EBITDA) Beforé AdditorsiReview
Performance
R determine how much incentive will be paid out Achievement Scale (1)
Thresheid Target Outstanding Percentage
50% 100% 160% Sep FY10 Achieved
Customer Satisfaction
5.00% Thermal Customer Satisfaction/Loyalty 92% 95% 28% 9%% 7.50%
25.00% Overall Gas Customer Satisfaction Index {MS1) S0 100 10 107.51 34.39%
{90% Residential, 10% Commercialitndustrial)
10.00% Cverall Gas Customer Satisfaction index {J.D.Power) 30% 20% 10% 20% 10.38%
(Top % of all Midwest Region Dillities; 1000 pt scale)
Quality
Baldrige Assessment Score
12.50% Process 3045% 50-65% 70-85% 30-45% 6.25%
12.50% Resuits 30-45% 50-65% 70-85% 30-45% 5.25%
Safety”
25.00% DART Rate (based on cases) CSsSs 1,5 1 0.75 0 37.50%
CTE 3 2 1 0.65 37.50%
Gas/Oil 3 2.5 2 1.43 37.50%
10.00% Vehicle Accidents (chargeable) Ccss 2 1 0 0 15.00%
CTE 2 0 1 10.00%
Gas/0il 4 3 2 4 5.00%

_ J00%
(1) Achlevement Scales are siiding.
{2) EBITDA is defined as the actual EBITDA for FY 2010, except the amount included as ProLiance {PLE}
earnings will be the average Citizens Resources’ share of PLE earnings for FY 2008-2010.

CSS.Total 117.27%

CTE Tétal, 192.27% -
Gas/CilTotal ;| 107.27%

= Any work-related fatality will cause a zero payout in Safety for all divisions.




FY 2011 Short-Term ncentive Plap - 4ih Quarder Resalis

Funding

W defermines IF any incentive will be paid out.

Perlomnan e

4 detfermine how much incentlve will be paid out,

{1} Achievement Scales are sliding.

(2} EBITDA is defined as the actual EBITDA for FY 2011 including affiliate dividends.
(85="147.563%!
GASS TE118%7-
CTE =124.88%

Eamings Before Interest, Taxes, Depreciation and Amortization {2}
|{EBITDA) dth Quarter Resulfs pending externzal audit review

= §60M

Achievement Scale {1}

Threshold Target Qutstanding
50% 180% 150%
Customer Satisfaction
5.00% Thermal Customer Satisfaction/loyalty 92% 95% 93%
25.00% Overall Gas Customer Satisfaction Index {(MS1) S0 100 110
(20% Residential, 10% Commerclal/industrial)
10.00% Overall Gas Customer Satisfaction Index {J.D.Power} 20% 15% 10%
represents the top of the indax
Qualify
Baldrige Assessment Score
12.50% Process 30-45% 50-65% T0-35%
12.50% Results 30-45% §0-55% 70-85%
Safety*
25.00% DART Rate {based on cases) C3S 1.5 4 0.5
CTE 2 1.5 1
Gas/Oil 25 2 1.8
19.00% Vehicle Accidents (chargeable) Css 2 1 0
CTE 2 1 0
Gas/Oi 4 3 2
100% * Awork-related fatelity may be cause for a zero payout in Safety for ail divisions.
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drd Quarter
$75.4M

£Y 2011

97%
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FY 2012 STIP Model

Famding .
U DU S eetermines if any inpentive witl be paid out,

Essnings Before Interest, Taxes, Depraciation ang Amortiratien (1)
{EBITDA}

Customer Satisfaction

25.00% Overall Gas Customer Satistaction Index (MS)
{90% Residential, 10% Commercialindustrial}

15.00% Ovorall Gas Customer Satisfaction Index {J.P.Power}
reprazents o boo of The e

Quality(d

National Baldrige Assessment Score
12.50% Process lbems at or above the Median
§2.50% Results Items at or sbove the Median
Satfetv(d)

25.00% DART Rate toetedt pn coses) csSs

Gasfon
Water

10.00% Vahicle Accidents jchargeabie) C55
CTE

GasfCil
Weatar

=3 00%

{4) Any work-refated fatafity witl cause a zero payout in Safety for all divisions.

FY 2012 Short-Term Incentive Plan - 4rth Quarter Results

CARCE D= 1
Pagedafli
EY 2012
= 5200M £254.60
Achievement Scals (2}
Threshold Target Cutstanding
505 100% 160% £ 2012
g0 10¢ 110 11141
20% 18% 10% 8.0%
2af12 4 0f 12 6 of12 Available
1o0f& 2oi5 3ofs Movember
15 1 0.5 0
z 2 1 31
25 2 1.5 1.6
3 2.5 2 28
2 1 b} 0
2 1 ¢ 1]
4 3 2 &
4 3 2 7

(“15 ESITDA 5 defined a5 the actual EBITDA for FY 2072, computation includes affilizte dividends.
2] Achleyement Stales are sliding for Customer Sabsfaction and Safety. Achievement scale for Quality is anchored,
{3) A National site visitwill result in @ payout at the outstanding performance level,

-

Sfewiizsdés . -
[WATER w L20%° .7 -
GAS 1225 -




FY 2013 STIP Model

ort-Term Incentive Plan - 4th Quarter Results

mermires if any Incenthes will be poid ovt.

whhigs Eafore Interes, Toxes, O iatles 30d &

(ERITOR)

el how moch incentive wift bt pald ool

(a7 Sabigineri

25 0% Ovevall Gas Customar Sattfaction Index |MST
190% L 10% € jatd I usmiel)

15 00 Crverall (31 Custormet Satsfacion index {1.0.Porver)
tepretents the 1op of the wday

Lyl Pt Rk =

1DA0E Asvesoment Procsss item
10.00r% Amessmant Results tamy
LEDY, BO OMS - Malntain Cartification
LEVR 150 M5 - Mainkaln Certilictlon

saverds)
~".00¥% DART Rute {baced on cxses) =3
Encrgy
5F5
Warer
L% vehlde accidems {chargeadie] €55
Epergy
5F5
Water
W00
1y mrsrrorsems s v Htap axret Quslity atrhs
(3 EBITOA k2 dullrod 35 tha ETENA €24 FY 2ULE, pumrifsn inckder 4t dhidonds,

(31 Arvr weaeroiatod Fataltey will Gcre b 2000 Finsout In Tafety for oD dieiiens,
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2 5¥00M
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Rl 1005% 50K
5 0 ne
i) iz 105

LA Nems "r=" IOK-a5%
5 e v HI-ASH

wow R

= bW

11 ibemg =" SOR-65%
2 [oemg® ae® BON-EEY
Yes
Yor

B8~

[T ]
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26.37
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0.0%
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Cause No. 44462

Responses of Citizeng Energy Gioup
and CWA Authortty, Inc. to

Office of Utility Consumer Counselor’s
st Set of Data Requests

G. Application of Low Income Honre Energy Assistance Program (“LIHEAP”) and
Universal Service Propram (“USP”) Funds

DATA REQUEST NO. G.1: Under Cause No. 44094, Citizens Gas s required to filc
the Universal Service Fund Rider by October | of cach year. In relation 1o the report
filed on September 30, 2013 in Cause No. 44094, please answer the followinyg question:

Line 3 of Schedule | shows projectcd progran customer discounts and USY crisis fund
amounts of $1,673,989 1o be recovered for the next year. Please indicate if these
projected program customner discounts and USF crisis funds are for gas customers only,
or if it includes discounts for water/wastewater customers as wel).

RESPONSE:
The $1,673,989 is projected based solely on gas charges.
WITNESS:

Michael D. Strohl

BRP Aitachment 7
Cuust No. 44462
Page 62 of §1}
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, [nc. to

Office of Utility Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO. G.2: Under Cause No. 44094, Ciiizens Gas is required to file
an annual seport regarding information on the Universal Service Program. [n relation to
the report filed on October 30, 2013 in Cause No. 44094, please answer the following
questions:

a.  Line 4 under Program Results shows Custoner Distributions of
$1,538,012 for the twelve months ending September 30, 2013. Is
this the total amount of distributions for Citizens Gas customers
only, or does this amount include any distributions (o Citizens
Water/Wastewaler customers?

b.  In relation to subpart a., does this amount include any distributions (o
pay for non-utility portions of customers’ bills?

RESPONSE:

a. The basis for the $1,538,012 was gas charges only. The payment
application method used causcd a portion of these fuuds to be applied 1o
walter, wastewatcr charges and non-utidity charges.  The payment
application method is being addressed and will be conected for next
heating season,

b. Sec Citizens’ response to 1)ala Request No. G.2.a, above.
WITNESS:

Michael D. Strohl

14



Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. (o

Office of Utility Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO. G.3: Please provide a copy of the Memorandum of
Undesstanding (“MOU”) between Citizens and Indiaha Housing and Community
Developmem Authority (“THCDA™).

RESPONSE:
Please see the attached document identified as OUCC. DR - 1.G3.
WITNESS:

Michac] D. Strohl

15
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ENERGY ASSISTANCE PROGRAM
MEMORANDUM OF UNDERSTANDING

This Memorandum of Understanding (“MOU”) entered into by and between the Indiana
Housing and  Community Development Authority (“IHCDA) and
Citizens é'n/ert)y Growup (*“Vendor*) is cffective as of October 1, 2013.

RECITALS

WHEREAS, THCDA administers the Energy Assistance and Leveraging Incentive Programs
(“EAP™) pursuant to the federal Low-Income Home Energy Assistance Act, 42 U.S.C. § 8521 ¢t
seq.; 45 C.F.R. § 96.80, and the Levcraging Incentive Program contained in the Low-Income
Home Energy Assistance Act, 42 1).5.C. § 8626a; and

WHEREAS, Vendor providés heat and/ or utility service(s) (the “Services”) to residerits of the
State of Indiana served by the fo)lowing Community Action Agencies:

(Checlc all that apply)

[ AreaV O ArealV O CFS 00 CAEC [l SEOC
& CAGI 0 CANI O CASI O cowl 0 PACE
O CAPE [ TRICAP [ HUEDC  [1 HS- 0 WICAA
X Icap O JS-CICAP [ LHDC 0 NCCAA @ JHBCC
O NWICA O ovo [0 REAL [ SCCAP

WHEREAS, Vendor desites to provide the Services in connection with EAP; and

WHEREAS, Vendor and IHCDA desire to set forth their mutual undesstandings related to
Vendor providing Services for individuals participating in EAP.

NOW, THEREFORY, in consideration of the mutual covenants and conditions contained
herein, the sufficiency of which is hereby acknowledge, the parties hercby agiee as follows:

AGREEMENT

1. Term. This MOU is valid for a one year term (October §, 2013 through September 30,
2014).

2. Revewnl. This MOU cannot be renewed. Vendor must complete 2 new MOU each program
year to receive funds from the program.

3. Loeal Administrators. Yendor acknowledges that THCDA contracts with Subgrantees 1o
administer EAP, and that the Subgrantee will votify Vendor of client EAP eligibility and



10.

11.

Cuuse No,: 44462HRP Actachment ?
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provide Vendor with the documents necessary to submit claims for payment under EAP.
Vendor shafl follow the processes set forth by the Subgiantee, and shall submit all such
required documents to the Subgrantee.

Client Confidentiality. The Vendor or its subcontractors will not disclose any spplicant
information associated with the eligibility review process ot distribution of benefits to any
individual or entity, except lo those authorized in wriling by the customer, Subgrantee, or
funder for program purposes only, and will abide by the requivements of all applicable state
or federal laws, rules, and regulations, including, but not limited to, the release of Sacial
Security nimber provisions in IC § 4-1-10 and the notice of security byeach provision in IC § 4-

1-11,

Eligibility Determination. The Subgrantee will send a transmittal (or batch of transmitals)
to the Vendor for verification of the applicant’s name, address, account number, account
balance, and service status. The Vendor will validate the information, sign the transmittal,
and retun to the Subgrantee for payment.

Acceptance of Payment. All payments shall be made in ayrears in conformance with State
fiscal policies and procedures and, as required by IC 4-13-2-14.8, by electronic funds
transfer to the financial institution designated by the Vendoy in writing unless a specific
waiver has been obtained from the IHCDA Controller. Within thirty (30) days of receipt of
Vendor’s invoice from the Subgrantee, JIHCDA shall submit to Vendor a single aggregate
ACH payment for all individuals in BAP listed on the Vendor invoice. THCDA will notify
Vendors via e-mail upon sending of an ACH payment to Vendor’s account.

Application of Taxes. The Vendor shall not deduct sales taxes from the EAP benefit. Taxes
shall’'be applied to the customer’s account.

Unallowable Expenses. LIHEAP funds may not be applied to the following types of
expenses: deposits, rcconnection fees, garbage, cable, service plans, or other fees that are not
associated with utility service.

Refund. If a mouthly payment to Vendor exceeds the amount of money owed Vendor for a
client for such month, Vendor shall apply the overpayment to the client’s account for the
following month(s), as a credit as long as the client has active service with the Vendor. If the
client does not receive Services in the following month, Vendor is to make a reasonable
effort to distribute the funds to the client. If Vendor is unable to locate clieny, Vendor shall
issue JHCDA a check for the mmount of overpayment, along with the name, last known
address and account number of the client. )

Overpayment. Overpayments occur when the Subgrantee or the State review a file and find
that the customer of record was overpaid, The Subgrantee will send an overpayment
remitfance to the Vendor requesting that the funds be retuyped to JHCDA. The Vendor agrees
to return the overpayment remittance and overpaid funds back to IFICDA.

Energy Consumption Release, The Vendor agrees to inake available energy consumption
data for customers who are EAP approved for a period of 12 mopths prior to the EAP

Page 66 of 111
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application. To “make available” means provide access for the client or the Subgrantee to
acquire the information through a copy of the bill or a web portal.

Nou-Discrimination. Vendor agrees to comply with Title VI of the Civil Rights Act of 1964
(42 U.S.C. § 2000d et seq.), Title VI of the Civil Rights Act of 1968 (42 U.S.C. § 3601 ct
seq.), Section 504 of the Rebhabilitation Act of 1973 (29 U.S.C. § 794), the Age
Discrimination Act of 1975 (42 U.S.C. § 6101 et seq.), the Drug Abuse Prevention and
Treatment Amendraents of 1978 (21 U.S.C. § 1101 et seq.), the Public Health Service Act of
1944 (42 U.S.C. §§ 290dd through 290dd-2), and all other non-discrimination regulations of
the United States Government to ensure that no person shall, on the grounds of race, age,
color, religion, sex, disability, national origin, ancestry, or status as a veteran, be excluded
from pasticipating in or denied the benefit of Vendor’s services under EAP.

Equaﬁ'eatmemtl Vendor assures that no household receiving assistance under this title will
be treated adversely because of such assistance under applicable provisions of State law or
public regulatory requirements.

Moratorium. Pursuant to IC 8-1-2-121, Vendor acknowledges that from December 1%
through March 15" of any year, Vendor cannot disconnect residential electric or gas service
to any household that, on or after October 1%, is eligible for, has applied for, and qualifies for
assistancc under the BAP program. A “qualified” household is defined as a houschold that
has submitted a complete application to its local CAA or designee, and a staff person at that
agency has determined or is determining that eligibility meels the program requirements
based on houschold income, number of household members, and utility bills. Simply
submitting an application does not automatically make a household “qualified”, if the local
Community Action Agency has insufficient resources to conduct an eligibility review of the
application.

Registration with the Indiana Secretary of State. Vendor affirms that it is properly
registered with, in good standing, and owes no outstanding reports (o the Indiana Sccretary of

State.

Fraud. Vendor must notify the Subgrantee of any household that has misrepresented
information pextinent to the eligibility of BAP benefits. Such notification may result in the
termination and revocation af EAP benefits from the customer’s yecoxd. Also, Vendor must
notify THCDA immediately if Vendor identifies fraud in their own company as it relates to
the use of EAP benefits. In either sitnation, the Vendor may be required to retum all funds
associaled with the misrepresentation.

. Indemnification. Vendor shell indemnify, defend, and hold harmless IHCDA, and ifs

employees, agents, and officials, against any and all actions, liabilities, losses, damages, costs,
or expenses which they may sustain, incur, or be required to pay by reason of any person
suffering bodily injury, death, or property loss or damage as & result of any act or omission of
Vendor, or any officer, agent, employee, or subcontractor thereof, in carrying out activities
under this Agreement. Vendor shall require any subcontractor to indemnify Vendor and
IHCDA, and their employees, agents, and officials, as part of any subcontract issued pursuant to

Pugc 670l 111
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this Agreement. The THCDA shall not provide such indemnification to Vendor. The
obligations set forth in this sectian shall survive the termination or expiration of this Agreement.

18. Record Keeping. Vendor agrees to maintain an adequate accounting system to allow
verification and auditing of the amount of services delivered to eligible households.

19. Choice of Law. The terms and provisions of this MOU shall be governed by and interpreted
under the laws of the State of Indiana and any and all disputes hereunder shall be litigated in
courts located in Marion County in the State of Indiana.

20. Independent Contractor. In the performance of this MOU, the parties acknowledge and
agree that they are acting in an individual capacity and not as agents, employces, partners,
joint venturers, or associates of one another, The employees or agents of onc party shall not
be deemed or construed to be the employees or agents of the other party for any purposes
whatsoever. The parties will not assume liability for auy injury, including death, to any
person, or damage to any property arising out of the acts or omissions of the agents,
employees, or subcontracters of the other party.

21: Amendment. The terms and provisions of this MOU may be modiTied only through written
amendment exccuted by the patties hereto.

22. )RS FORM W-9, Vendor agrees to complete in full and return to [HCDA 2 federal Form W-
9 (Request for Taxpayer [dentification Number and Certification), the form of which is
attached hereto as Exlubit A and made a part hercof.

23. Funding Cancellatior and Termination for Convenience. Whon the Executive Director of
JHCDA makes a written determination that fuads are not appropriated or otherwise available
to support continuation of performance of this MOU, it shall be canceled. Such
determination shall be final and conclusive. This MOU may be terminated, in whole or in
part, by the THCDA whenever, for any reason, IHCDA dctermines that such termination is in
the best interest of LHCIYA by notice in writing.

[REMAINDER OF PAGE INTENTIONALLY LEFT BLANK(]
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Non-Collusion and Accepfance

The undersigned atiests, subject to the penalties for perjury, that he/she is the Vendor, or that he/she
is the properly authorized representative, agent, member or officer of the Vendor, that he/she has
not, nor has any other member, employee, representative, agent or officer of the Vendoy, directly or
indirectly, to the best of the undersigned’s knowledge, entered into or offered to enter into any
combination, collusion or agreement to receive or pay, and that he/she has not received or paid, any
sum of money or other consideration for the execution of this MOU other than that which appears

vpon the face of this MOU.

In Wilness Whereef, Vendor and THCDA have, through their duly authorized representatives,
entered into this MOU. The parties, having read and understood the foregoing terios of this
MOU, do by their respective signatures dated below hereby apree to the terms thereof.

Vendor

Name: 6{742'(/25 é)/ée(%/ (‘;/'d&///

By: %/MU& @Jﬂm

Attested by (where applicable):

Printed: 2//20/75[4 éézr;é’/ -

Title: ﬂ/fmﬁ [WWC S/a,

Date: ?42'5—//3

Indiana Housing and Community
Development Authority

By: /HDJ\

U Y
ipe

Printed: ], Jatg

Tile: Executive Director

Date: QO'«’Q 12




RRP Atinchment 7

Cnuse No.: 44462 Cause No, 44462
OQUCC OR - 1.G3 Puge 70 of 111

Page 6 of 7

Addresses for the provision of notice:

To JHCDA:

Indiana Housing & Community Development Authority
Attention: EAP

30 Scuth Meridian Street, Suite 1000

Indianapolis, Indiana 46204

To Vendor:

Name: C( 7177—'5/5 Eﬂj ry

7.
Address: 02’04720 /'1/ m&//ﬂdfdﬂ Sk
City, State Zip %{///S —J/I/ L‘/@r)ol)/

O Direct Deposit @/Check

E-Mail:

(Required for direct deposit.)

bhore: BT DITotf7 T Ay 5476

Please use the ACH Form provided by THCDA.
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Cauge No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor's
First Set of Data Requests

H. Utility Shield

" DATA REQUEST NO. H.1: Is Utility Shield an affiliate of Cilizens Energy Group?
Does Citizens Energy Group own any stake in Utility Shield?

RESPONSE:

Utility Shield is a trade name for a line protection program offered by The Manchester
Group. The Manchester Group is not an affiliate of Citizens and Citizens does not own a
slake in The Manchester Group.

Michael D. Strohl

6
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
First Set of Data Requesis

DATA REQUEST NO. H.2: 1s Utility Shield promoted to all of Cilizens Energy Group
customers, or only customers of certain subsidiaries, such as Citizens Gas, Citizens
Water, etc.? Please )ist each customer type and customer class to which Utility Shield is
promoted.

RESPONSE:

Utlity Shield has been marketed to sinple-family homeowners of Citizens Gas and
Cilizens Water, and approximately 90-100 Westfield custoniers who were previously on
the City of Weslfield’s water Jine protection plan.

WITNESS:

Michael D. Siroht

17
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Cause No. 44462

Responses of Cilizens Energy Group
and CWA Authorily, Inc. to

Office of Utility Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO. H.4: Does Citizens Energy Group, or any substdiaries, receive
compensation or payments of any kind from Utility Shield? If yes, please describe the
teyms or cirenmstances for which Citizens receives compensation.

RESPONSE:

The Manchester Group pays Citizens a fee of fificen percent (15%) of payments collected
from Cilizens customers for the Utility Shield line protection program. The commission
is teduced by customer sefunds fromy cuslamer cancellations that occur wilhin the first
thitty (30) days of a customer’s enrollment in Ulility Shield. The amount received by
Citizens (s conlributed to the Warm Heart Warm Home Foundation, a cusiomer
assistance charity thal was created to provide financial assistance to Citizens' customers
who are in need.

WITNESS:

Michael D. Stroh|
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Cause No. 44462

Responses of Citizens Eoergy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
First Sel of Data Requests

DATA REQUESY NQO, H.6: 1s Utility Shield regulated by the Department of
losurance?

RESPONSE:

Citizens objecls lo this request 6 the extenl if seeks n legal opinion. [t is Cilizens’
understanding that the Manchester Group operates under an agyeement with the Indiana
Department of Insuyance regarding the Ulility Shield praduct but is not regulated by the
Department per se.

WITNESS:

Michael D. Strohl
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc, to

Office of Ulility Consumer Counselor’s
First Set of Data Requests

DA’TA REQUEST NO. BH.7: How many CEG customers have purchased products from
Ulility Shield?

RESPONSE:

There are approximately 16,500 customers currently enrolled in Utility Shield.
WUENLESS:

Michael D. Strohl

22
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utitity Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO. H.8: How many CEG customers have filed claims-{o Utility
Shield for losses or expenses incurred in the iast five years?

Cihizens objects to this request on the grounds that it seceks information rhat does nol
refate 1o Citizens, but rather to a separate, unaliiliated non-regulated entity. 1t is Citjzens’
understanding tha( the Manchesler Group considers such -informalion to be confidential
and proprietary.
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Causc No. 44462

Responses of Citizens Energy Group
and CWA. Authority, Inc. to

OfTice of Utility Consumer Counselor’s
First Set of Data Requests

DATA REQUEST NO, H.9: How many CEG customers have been paid benefits from
Utility Shield for losses or expenses incurred in the last five ycars?

RESPONSE:

Citizens objects (o this rcquest on the grounds that it seeks information that does not
relate 1o Cifizens, but rather to a separate, unaffiliated non-reguiated entity. 1t is Cilizens’
understanding that the Manchester Group coasiders such information to be confidential
and propuetary.

24
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authonty, lnc. to

Office of Utility Consumer Counselor’s
First Set of Data Requests

1. Rackground Information

DATA REQUEST NO. I.1: Please provide the most recent complete organizalional
charl showing afl companies affilizted directly and indirectly with Citizens Energy
Group, and also showing the hierarchy of ownership from Citizens Encrgy Group. Please
include with each company shown a list of all officces and their tives.

RESPONSE:

Please see the altached decuments ideptified as QUCC DR — ).7la and OUCC DR —
1.J1b,

WITNESS:

Carey B. Lykins

25
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BOARDS AND OFFICERS OF

CITIZENS ENERGY GROUP AND AFFILIATES

2014

HRP Atiachment 7
Cnuse Na. 44462
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UTILITIES OF THE DEPARTMENT OF PUBLIC UTILITES OF THE CITY OF

INDIANAPOLIS dba CITIZENS ENERGY GROUP

Board of Trustees
Daniel F, Evans, Jr.
John L. Krauss
Dennis Bland
Jackie Nytes

Brian Wiltlians

Board of Directors
Daniel C. Appel
Anne Nobles
Jeffrey E. Good
Moira M. Carlstedt
Anita J, Harden
Cheistia Hicks
T.A_Lacy

Phillip A. Terry
Joseph E. Whitsett

President
Vice President
Secretary

President and Chairman

Vice President and Vice Chairman
Treasurer

Secretary

Officers of Board of Directors

Daniel C. Appel
Anne Nobles
Jeftrey E. Good
Moira M. Caclsledt
John R. Brehm
Jennett M. Hi}l
Michael D. Stiohl

Officers of Utility
Carey B. Lykins
John R. Brehm
Christopher B, Braun
Blaire Dougherty
Jeffrey A. Hariison
Jennett M. Hill
Mark Tacob

Aaron D. Johnson
Lindsay C. Lindgien
John ¥. Lucas

President and Chairman

Vice President and Vice Chairman
Treasurer

Secretary

Assistant Secretary/Treasurer
Assistant Secretary

Assisiant Secretary

President and CEO and General Manager

Senior Vice President and Chief Financial Officer
Vice President, Energy Operations

Vice President and Controller

Senior Vice President, Engineering & Sustainabilily
Sentor Vice President and General Counsel

Vice President, Capital Programs and Engineering
Vice President, Corporate Development

Vice President, Water Operations

Vice President, Information Technology

lames M. McClelland retired from Board of Directors ona December 31, 2013. Kathryn Betley retired from the
Board of Trustees on December 31, 2013. Joseph E. Whitsett was appointed to the Board ol Rirectors effective
January 2, 2014 and Brlan Wllllams was appotnted to the Board of Trustees effactive January 1, 2014,



BOARDS AND OFFICERS OF

CITIZENS ENERGY GROUP AND AFFILIATES

2014

HRP Attachment 7
Cause No. 44462
Page 82 of L1

Yvonne Perlins

Curtis Popp
LaTora Prentice
M. Jean Richereek
Michael D. Strohl
William A. Tracy
Jodi Whitney

CWA AUTHORITY, INC

Executive Commiltee

Moira M. Carlstedt
Jeffrey 2. Good
Christia Hicks

Vice President, Corporate Communications & Chief
Divessity Officer

Vice President, Customer Operations

Vice President, Regulatory Affairs

Senior Vice President and Chief Administration Offccer
Senior Vice President and Chief Customer Officer
Senior Vice President and Chief Operations Officer
Vice President, Human Resources

Chairman
Vice Chairman
Member

Officers of Board of Dircctors

Daniel C. Appel
Anne Nobles
Jeffrey E. Good
Moira M. Carlstedt
John R. Brehm
Jennett M. Hill
Michael D. Strohl

Officers of Ufility
Carey B. Lykins
John R. Brehun
Christophey }H. Braun
Blaire Dougberty
Jeffrey A. Harrison
Jennett M. Hifl
Matk Jacob

Aaron D. Johnson
Lindsay C. Lindgren
John F. Lucas
Yvonne Perkins

Curtis Popp
T.aTona Prenlice
M. lean Richereek

President and Chaiginan

Vice President and Vice Chairman
Treasurer

Secretary

Assistant Secretary/Tyeasurer
Assistant Secrelary

Assistant Secretayy

President and CEO and General Manager

Senior Vice President and Chief Financial Officer
Vice President, Energy Operations

Vice President and Controller

Senjor Vice President, Engineering & Sustainability
Senior Vice President and General Counsel

Vice President, Capital Programs and Engineering
Vice President, Corporate Development

Vice President, Water Operations

Vice President, Information Technofogy

Viece President, Corporate Communications & Chief
Diversity Officer

Vice President, Customer Operations

Vice President, Regulatory Affairs

Senior Vice President and Chief Administratton Officer

James M. McClelland retired from Board of Directors on December 31, 2013. Kathryn Betley retired from the
Board of Trustees on December 31, 2013. Joseph E. Whitsett was appolnted to the Board of Directors effective
January 1, 2014 and Brian Williams was appolinted to the Board of Trustees effective January 1, 2014,
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014
Michael D. Stroh! Senior Vice President and Chief Customer Qfficer
William A. Tracy Senior Vice President and Chief Operations Officer
Jodi Whitney Vice President, Human Resources

CITIZENS BY-PRODUCTS COAL COMPANY dba CITIZEN RESOURCES

Ixecutive Committee

Daniel C. Appel Chairman
Anne Nobles Vice Chairman
Moira M. Carlstedt Member
Finance Committée

Philip Terry Chairman
Christia Hiclcs

T.A. Lacy

Joseph E. Whitsett

Board of Directors
Daniel C. Appel
Moira M. Carlstedt
Jeffiey E. Good
Anita J. Harden
Christia Hicks

J.A. Lacy

Anne Naobles

Phillip Terry

Joseph E. Whitsett

Officers

Carey B. Lykips President and CIEO
John R. Brehm CFO & Treasurer
Jennett M. Hill Secretary
Christopher H. Braun Vice President
Blaire Dougherty Vice President
leffrey A. Harrison Vice President
Marlk Jacob Vice President
Aaron D. Johnson Vice President
Lindsay C. Lindgren Vice President
John F. Lucas Vice Presidenl
Yvonne Perkins Vice President
Curtis Popp Vice President

lames M. McClelland retired from 8oard of Directors on December 31, 2013, Kathryn Betley retired from the
Board of Trustees on Decamber 31, 2013, Joseph E. Whitsett was appointed to the Board of Directors effective
Sanuary 1, 2014 and Brlan Willlams was appainted to the Board of Trustees effective January 1, 2014.
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014 -
LaTona Prentice Vice President
M., Jean Richcreek Vice President
Michael D. Strohl Vice President
William A. Tracy Vice President
Jodi Whitney Vice Prestdent

CITIZENS ENERGY SERVICES COMPANY, LLC (“CESCO™)

Officers

Aaron D. Johnson President
Craig Moore Vice President
Sara Mamuska-Morris Treasurer

Board of Directors
Carey B. Lykins
John R, Brelim
Jennett M. Hiil

M. Jean Richcreek
Witliam A. Tracy
Michael D. Stroh}
Jeffrey A. Harrison

CG FINCO, LLC (“CG FINCO™)

Officers

John R, Brehm President
Michael D. Strohl Treasurer
Aaron D. Johnson Secretary

Board of Directors
Carey B. Lykins
John R. Brelin
Jennett M. Hill

M. Jean Richereek
William A. Tracy
Michael D. Strohl
Jeffrey A. Harrison

James M. McClelland retired from Board of Directors on December 34, 2013, Kathryn Betley retired from the
Board of Trustees on Dacember 31, 2013. Joseph E. Whitsett was appoinied to the Board of Directors effective
January 1, 2014 and Brlan Williams was appolnied to the Boacd of Trustees eftectlve fanuary 1, 2014.
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014

CITIZENS RESOURCES PRODUCTION, LLC (“CITIZENS RESOURCES
PRODUCTION”)

Officers

Aaron D. Johnson President

Craig Moore Vice President

Sara Mamuslka-Motris Treasurer

Board of Directors
Carey B. Lykins
John R. Brehm
Jennett M. Hill

M. Jean Richcreek
Withiam A. Tracy
Michae} D. Strohl
Jeffrey A. Harrison

INDIANAPOLIS COKE ENTERPRISES, LLC (“INDIANAPOLIS COKE")

Officers

Carey B. Lykins Chairman
Jennett M. Hill Secretary
John R. Brehm Treasurer

Board of Directors
Carey B. Lykins
Jotm R. Brehm
Jennett M, Hill

M. Jean Richereelc
William A. Tracy
Michael D. Strohl
Jeffrey A. Hatyrison

CITIZENS ENERGY MANAGEMENT COMPANY, LLC (“CEMCO”)

Officers

Jeffrcy A. Harrison President
Barbara Q. Smith Vice President
Donald S. Lukes Treasurer
Aaron D, Johnson Secretary

James M. McClelland retired from Board of Directors on Daecember 31, 2013. Kathryn Betley retlred from the
Board of Trustees on Deceamber 31, 2013. Joseph £. Whitsett was appolnted to the Board of Directors effective
January 1, 2014 and Brian Willlams was appointed to the Board of Trustees effective January 1,2034.
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014

Board of Directors
Carey B. Lykins
John R. Brehm
Jennett M. Hill

M. Jean Richereek
William A. Tracy
Michael D. Strohl
Jeffrey A. Harrison

PROLIANCE HOLDINGS, LLC

Officers

Elizabeth 1. Witte President and Secretary

Aaron Johnson Vice President, Treasurer, and Assistant Secretary
Directors

Elizabeth I. Witte
Robert [Jeidorn
Aaron Johnson
Jennett M. il

LNG INDY, LLC dba KINETREX ENERGY, LLC

OfTicers

Aaron Johnson President

Craig Moore Executive Vice Prestdent
Tony Brown Vice President, Marketing

Board of Divectors
Michael Strobl
John Brehm
William Tracy
Carey Lykins

Ieff Haryison
Jennett Hill

Jean Richcreek

CITIZENS WESTFIELD UTILYTIES, LLC

Officers
Aaron D. Johnson President

lames M. McCleltand retired from Board of Directors on December 31, 2013. Kathryn Betley retired from the
Board of Trustees on December 31, 2023, loseph €. Whitsett was appointed to the 8oard of Directors effective
January 1, 2014 and Brian Witllams was appointed to the Board of Trustaes effective January 1, 2014,
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014
Craig Moore Vice President
Sara Mamuska-Morris Treasurer
Board of Directors
Michael Strohi
John Brehm
Wilfiam Treacy
Carey Lykias
Jeff Harrison
Jennett Hill
Jean Richecreek
WESTFIELD GAS, LLC
Officers
Aaronh D. Johnson President
Craig Moore Vice President
Sara Mamuska-Morris Treasvrer

Board of Directors
Michael Strohl
John Brehm
William Tracy
Carey Lykins

Jef¥ Harrison
Jennett Hill

Jean Richcreek

CITIZENS WATER OF WESTFIELD, LLC

Officers

Aaron D. Johnson President
Craig Mooye Vice President
Sara Mamuska-Motris Treasurer

Board oi Directors
Michael Strohl
Yohn Byehm
Williayn Tracy
Carey Lykins

Jeff Harrison

James i McCleliand retired fram Board of Directors on December 31, 2013. Kathiryn Bedley retired from the
Board of Trustees on December 31, 2013, Joseph E. Whitsett was appointed to the Board of Directors etfective
lanuary 1, 2014 and Brian Willlams was appointed to the Board of Trustees effective January 1, 2014,
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BOARDS AND OFFICERS OF
CITIZENS ENERGY GROUP AND AFFILIATES
2014

Jenaett Hitl
Jean Richcoreek

CITIZENS WASTEWATEIR OF WESTFIELLD, LLC

Officers

Asgron D. Johnson President
Craipg Moore Vice President
Sara Mamuska-Morris Treasurer

Board of Directors
Michael Strohi
John Brehm
William Tracy
Carey Lykins

Jeff Harrison
Jennett Hill

Jean Richcreek

SOUTHERN MADISON UTILITY

Officers

Aaron D. Jobnson President
Craig Moore Vice President
Sara Mamuska-Mortis Treasurer

Board of Directors
Michaet Strohl
John Brehm
Willtam Tracy
Carey Lykins

Jeff Harrison
Jennett Hill

Jean Richcreck

REMITTANCE PROCESSING SERVICES, LLC

Officers
Ann Sharkey General Maunager

Board of Representatives

lames M. MeClelland retired fram Board of Directors on December 31, 2013. Kathryn Betley retired from the
Board of Trustees on December 31, 2013, Joseph E. Whitsett was appolinted to the Board of Directors effectlve
Yanuary 4, 2014 and Brian Williams was appointed to the Board of Trustees effective January 1, 2014.



BOARDS AND OFFICERS OF

CITIZENS ENERGY GROUP AND AFFILIATES

2014

Leon Broughton
Aaron Johnson
David Farris
Craig Moore
Greg Willard
Connie Horwitz

Chairman and Voting Member, Citizens Encrgy Group
Treasurer and Non-Voting Member, Citizens Energy Group
Secretary and Non-Voting Member, AESAPALCO

Audit Committee, Citizens Energy Group

Audit Committee and Non-Voting member, AES/[PALCO
Voting Member, AES/IPALCO

CITIZENS INVESTMENT COLLABORATON ON NEIGHBORHOODS, INC.

Jan Diggins

Yvonne Perking

John R. Brehin
Jennett M. Hill

Ruth A, Hardy
Michael D, Strohl
Chtistopher H. Braun
Jeffrey A, Willman

President/Chair
Vice President
Treasuser
Secretary
Assistant Secretary

WARM HEART, WARM HOME FOUNDATION, INC.

Gregory A. Sawyers
Yvonne Perking
Blaive B. Dougherty
Rhonda Harper
Mike Allen

Paul Puckett

Jodi L. Whitney

President

Vice President
Treasurer

Secretary

non officer member
non officer member
non officer member

HEARTLAND GAS PIPELINE, LL.C

Management Committee

Aaron D. Johnson
Cizig Moore
Elizabeth [. Witte
Robert Heidorn

PROLIANCE TRANSPORTATION AND STORAGE - HEARTLAND, LI.C

Officers
Elizabeth 1. Witie
Azaron D. Johnson

President

Vice President

James M. McClelland retired from Board of Divectors on December 31, 2013. Kathryn Betley retired from the
Board of Trustees on December 31, 2013. Joseph E. Whitsett was appointed to the Board of Directors effective

January 1, 2014 and Brian Williams was appointed to the Board of Trustees effective January 1, 2014.
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Cause No, 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor's
First Set of Data Requests

DATA REQUXST NO. 1.2: Please indicate which utilities on the orgaunizational chart
above are rcgulated and which are non-regulated,

RESPONSE:

See Citizens’ response to Data Request No. {.1 above and the attached document
identified as OUCC DR - LI,

WITNESS:

Carey B. Lykins
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Cause No. 44305

Responses of Citizens Bnergy Group
and CWA Authority, lic. to

Office of Utility Consumer Counselor's
Second Set of Data Requests
CONFIDENTIAL

DATA REQUESTS

DATA REQUESTNO.1: In ifs DATA REQUEST Question NO. H.8, the OUCC
asked Citizens how many CEG cuslomers have filed claims to Utility Shield for logses or
expehses inouied in the last five years. Citizens objected and stated it is Citizen’s
understandmg that the Manchcslcr Group considers such .information to be confidential
and proprietary. What is the basis of that undersianding? Please provide any and all
communication on which that understanding is based.

RESPONSE:

The basis for Citizens’ under§fanding is pursuant to conversafion with Bill Thomas,
President of the Manchester Group. The requested information includes data that the
Manchester Group considers to be trade secret and proprietary.

Citizens will provide this confidential data responsive to tlis request once Citizéns and
the OUCC have a mulually agreeable standard confidentiality agreement in place that
pettains to the gas, water and wastcwater ulilities.

WITNESS:
Michael D. Strohl
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Cause No. 44305

Responses of Citizens Energy Group

. and CWA Authority, Inc. to

Office of Utility Consumer Counselol’s

Second Set of Data Requests -

CONFIDENTIAL

DATA REQUEST NO. 2: In its DATA REQUEST Question NO. H.9, the OUCC
asked Citizens how many CEG customers have been paid benefits from Utility Shield for
losses or expenses incurred in the last five years, Citizens objected and stated it is ifs
understanding that the Manchester Group considers sich information to be ¢onfidential
and proprietary. What is the basis of that understanding? Please provide any and all
commupication on which that undertstanding is based.

RESPONSE:

The basis for Citizens’ understanding is pursuant to conversation with Bill Thomas,
President of ‘the Manchester Group., The requested information inclndes data that the
Manchester Group considers to be trade secset and proprietary.

Citizens will provide this confidential data responsive to this request once Citizens and

the QUCC ‘have a mutually agreeable standard confidentiality agreement in place that
pertains {0 the gas, watér and wastewater utilities.

WITNESS:

Michael D. Stroh)
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Cause No. 44305

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
Second Set of Data Requests

DA_TAREOUEST NO.3: Regarding questions 1 and 2 above, what assurances does
Citizens have that the product offered by Manchester Group and promoted by Citizens is
handled in a fair and equitable manner?

RESPONSE:

Gitizens conducts periodic reviews with The Manchester Group of the Utility Shield
product abd ‘key statistics refated to- the produst, inchuding customer acquisition and
reteption, cugtomer sahsfaohon gcores and periodic claims information,

WITNESS:
Michael D. Strobl

HRP Attachment7
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. Cause No. 44305

Responses of Citizens Energy Group
and CWA Authorily, Inc. to

Office of Utility Consumer Counselor’s
Second Set of Data Requests

DATA REQUEST NO. S: In its response to OUCC DR H.3, Cilizens stated that
*“Utility Shield is promoted through d"u'e_ot mai) and on Citizens' website. [t has been
pramoled three times in bill inseits.” Please desciibe all compensation teceived by
Citizens in exchange for Utility’s ‘Shield’s use of Citizens direct mail end ifs website
Plegse provide any and all agreements or Memoranda with Utility Shield oyr the
Menchester Group that addresses rights, responsibilities, or compensation.

RESPONSE: ‘ .

The Manchester Group pays Citizens a fee of fiteen percent (15%) of payments collected
from Citizens customers for the Utility Shield line protection program. The commission
is reduced by customer refunds from cus'tomcr»ca_rf_cellatiop'sl that occur within the first
thirly (30) days of a customer’s enrollment jn Utility Shield, The amount received by
Citizens 13 coniributed {o the Warm Heart Warm Home Foundation, a customer
assistance charity that was created to provide financial assistance to Cilizens’ customers
who are in need.

Please see the aprecment between Citzens Energy Group and the Manchester Growp,
which was filed as Respondents’ Exhibit MDS-2 on July 21, 2014.

WITNESS:
Michael D. Strohl
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Cause No. 44305

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consismei Counselor's
Second Set of Data Requests

DATA REQUEST NO.6: In response to OUCC data request Q-Hd, Cilizens
éxplained that the Manchester Group pays Citizens @ fee of fiftean percent (15%) of
payments collected from Citizens customers for- the Utility Shield Jine protection
program. Yow much did Cifizens receive -in these payments in 20137 How nuch did
Citizens receive in these payments in 20122 How much did Citizens receive in these
payments 1o date in 201472

RESPONSE:

2012- $245,812

2013- $291,086

2014- $185,167 through July 1,2014

WITNISS:

Michael D. Stroh!
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Cause No, 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. 1o

Office of Utility Consumer Counselor’s
Fourth Set of Ddta Requests

DATA REQUESTS,

DATA REQUEST NO.1: In response to OUCC. data request Q 2-3, Citizens
responded that “Citizens conducts periodic reviews with the Manchester Group of the
Utility Shield Product and Key statistics relgied to the produet, including customer
acquisition and retention, customer satisfaction scores, and periodic claims information.”

a. Please provide a copy of all reports or other wtitten products.generated by
the reviews.
b. Please describe in more detail the nature of the periodic reviews including

but not-limited to which employees conduict-the reviews for Citizeps, what
information is examined, who provides the information for examination on
behalf of the Manchester Group, whether any third parties are employed to
conduct the review, and how long each reyiew has taken to pcfform.

c. Identify the number and the date of completion of each periodic review.

d. Who besides Citizens teviews .or has the authority to review Utility
Shields’ provision of service to CEG’s and CWA’s customers?

OBIECTION:

The information Sought in this request relates to services provided by the Manchester
Group, an unafiiliated third parly vendor which is nejther a utility nor the subject of or 8
party to this investigation proceeding. Consequently, Respondents object 1o the request
on the grounds staled in General Objection Nos. 3, 6, 9 and 10. Responderts specificalty
object to the use of the term “all” as overly broad and unduly burdensome. Respondents
further object 1o the request in part d because it is vague and ambiguous and to the extent
it calls for a legal conclusion. Subject 1o and without waiving the foregoing objections,
Respondents provide the following response:

RESPONSE:

a. See the infosmation contained in the document attached and identified as OUCC
DR - 4.1a and the confidennal information contained in the docuraent attached
and identified as OUCC DR —4.1a - CONFIDENTIAL.

b. The reviews are held perodically between Citizens’ Director of Brand
Engagement, who is responsible for managing the Utility Shield relationship, and
the President of Manchester Group. See the attached document identified as
OUCC DR —-4.1a - CONFIDENTIAL for the information that is examined.

¢. See the attached docoment identified as OUCC DR - 4. 1c.

w
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Cause No. 44462

Responses of Citizens Energy Group

"~ and CWA Authority, Inc. fo
Office of Utility Consumer Counselor’s
Fourth Set of Data Requests

d. See objection above,
WITNISS (RESPONSE ONLY):

Michael D, Stl'ohl
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Meetings with Bill Thomas {Manchester Group) & Jeff Brown {Cltizens Energy Group)

Day
Wednesday
Wednesday
Wednesday
Thursday -
Thursday
Tuesday
Thursday -
Wednesday
Tuesday
‘Wednesday
Friday
Tuesday
Wednesday
wadnesday
Tuesday
Monday
Thursday
Thursday
Thursday
Friday
Monday
Wednesday
Tuesday
Thursday
Thursday
Wednesday
Thursday
Tuesday
Mortday
Thursday
Wednesday
Tuesday
Yuesday
Wednesday
Tuesday
Friday
Manday
Thursday
Tuesday
Tuesday

Date

5/14/2014
12/18/2013
11/20/2013
10/17/2013
8/1/2013
6/25/2013
5/23/2013
5/8/2013
4/16/2013
3/13/2013
3/8/2013
2/5/2013
1/9/2013
10/10/2012
10/6/2012
B/20/2012
7/26/2012
4/18/2012
3/8/2012
2/3/2012
11/28/2011
9/7/2011
8/2/2011
6/2/2011
4/14/2011
3/9/2011
1/22/2011
1/4/2011
12/6/2010
12/2/2010
8/18/2010
7/20/2010
6/15/2010
5/19/2010
3/9/2010
12/18/2009
11/9/2009
10/8/2009
1/6/2009
10/21/2008

Time

11:00 AM

1:115 M
11:00 AM
10530 AM
11:30 AM
11:45 AM
11:30 AM
12:00 M
10:30 AMt
10:30 AM
11:30 AM
11:30 AM
12:00 P
11:45 AM

1:00 PM
11:00 AM
11:30 AM
11:30 AM
11:30 AM
11:30 AM
12:00 FM
11:00 AM
11:00 AM
1130 AM
11:00 AM
11:30 AM
11:00 AM
11:00 AM
11:00 AM
10:00 AM
11:00 AM
12:00 PM

2:00 PM
11:45 PM
11:00 AM

1:30 PM
11:30 AM
11:30 AM
11:00 AM
11:00 AM

1:30 PM
2:00 M
1:00 AM
12:30 M
1:30 AM
1:45 PM
1:30 PM
1:30 PM
1:00 PV
1:300M
130 AM
230AM
2:00 PM
1:30 PM
2;00 PM
2:00 PV
1:30 PM
130 PM
2:00 PM
2;30 M
1.00 M
12130 PM
1:30PM
200 PM
130 M
1:00 PM
130 PM
130 #M
12:30 PV
1:00 PM
2:30 PM
3:00 PM
3:00 PM
4,00 PM
1:00 PM
2130 PM
4:30 PM
1:00 PM
12:00 PM
12:00 PM




Cause No. 44462

Respouses of Citizens Energy Group
and CWA Autharity, Inc. to

Office of Utility Consumer Counselor's
Fourth Set of Data Requests

DATA REQUEST NO. 2: Please piovide a sample copy, with names redacted, of a
service agreement between Utility Shield and a Citizens water customer.

OBJECTION:

The infoimation sought in this request relates to scrvices provided by the Manchester
Group, an unaffiliated third party vendor which is neither a utility nor the subject of or a
parly to this investigation proceeding. Consequently, Respunderits object to the request
on the grounds stated in General Objection Nos. 3, 6, 9 and 10. Subject to and without
waiving the foregoing objections, Respondents provide the following response.

RESPONSE:
Respondents do not posscss the requested information, Basie information about the

UlilityShield program relating to enroliment, ¢laims and service agreements is available
at http://www.utilityshield.com/citizens.

WITNESS (RESPONSE ONLY):

Miohael D. Strohl

HRP Acachment ?
Cause No. 44462
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Cause No, 44462

Responses of Citizens Energy Group
and CWA. Authorily, Inc. to

Officc of Utility Consumet Counselot’s
Fourth Set of Data Requests

DATA REQUEST NO. 3: Please provide a sample copy, with names redacted, of a
service agreement between Utility Shield and a Citizens gas customer.

OBJLECTION AND RESPONSE:

See Respondents’ objection and response to Data Request No. 2 above.

HRP Artacbment 7
Cuanse No. 44462
Page 100 of 111




HRP Atlachment 7
Coute No, 44462
Page 101 ol (11

DATA REQUEST NO.4: Please provide a sarople copy, with names redacted, of a
service agreement between Utility Shield and a CWA customer.

OBJECTION AND RESPONSE:

See Respondents’ objection and respouse to Data Request No, 2 above.




Cause No. 44462

Responses of Cilizens Energy Group
and CWA. Authority, Inc. to

Office of Ulility Consumer Counselor’s
Fourth Set of Data Requests

DATA REQUEST NO. 6: In Mr. Strohl’s testimony on page 26, lines 1-3, he states
“Citlzens is working to modify the billing gystem prior to the 2014-2015 heating season
to prevent this from happening in the future.” Please explain what procedures have béen
or wilt be put into place to correct this problem for the 20)4-2015 heating seasot.

RESPONSE:

The new procedure will be a program change to the charge caloulation such that USP
credits apply only to the gas service and cannot he applied to any other service.

WITNESS:

Michael D. Siyohi

HRP Attachment 7
Cause No. 44462
Poge 1020l 111




Cause No. 44462

Responses of Citizens Energy Group
and CWA Autharity, Inc. to

Office of Utility Consumer Counselor’s
Fourth Set of Data Requesis

DATAREQUESTNO. 7: In response to OUCC DR-1, Question H.2, Citizens
indicated Utility Shield had been marketed to single-family homeownérs of Citizens Gas
and Cliizens Water, and approximately 90-100 Westfield customers who wete previously
on the City of Westfield’s water line protection plan.
a. Please indicate the total number-of the City of Westfield’s customers who
were on the water line protection plan at the time of acquisition.

b. Are the 90-100 Westfield customers réferenced above the only customers
on the previous water line protectjon plan, or did Citizens select only S0-
100 customers out of the total number of cusiomers on the line profection
plan?

c. Jf Citizens only selected 90-100 customers out of the total numiber on the
line protection plan, how were those customers chosen?

OBJECTION:

The information sought In this request relates to services provided by the Manchester
Group, an unaffiliated third parly yendor which 1s neither a utility nor the subject of or a
patty to this investigation proceeding. Consequently, Respondents object to the request
op the grounds stated in General Objection Nos. 3, 6, 9 and 10. Subject to and without
waiving the foregoing objections, Respondents provide the following response:

RESPONSE:
a. 94
b. It is Citizens’ understanding that the 94 customers referenced in Respondents’
response to Data Request No, 7aabove were the iotal number of customers

enrolled in Westfield’s previous water line protection pian,

c. See Respondents’ responsc to Data Request No. 7b above.

WITNESS (RESPONSE ONLY):

Michael D. Strohl]

12
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DATA REQUEST NO. 8: In relation 1o the Contracted Services Agreement between
Citizens Energy Group and The Manchester Group, LLC:
a. Item #1 under Recitals on page 1 states “Marketer has expressed interest
in oblaining from Compasiy names and mailing addresses for all the
Company customers In the residential service class in Citizens Gas
(“Information”).” Please indicate whether The Manchester Group, LLC
has also obtained all the names and mailing addresses for all Citizens
Water and CWA Wastewater custorners as chl

b. If the answer to part a. is yes, please indicate whethcr a revised Contracted
Services Agreement was dbtained in order to supply these names and
" addresses for all Citizens Water and CWA. customers.

c. Item #2 under Recitals on page 1 states “Marketer has expressed an
interest in rcccwmg bxllmg and collection services from Compahy for
product defined in paragraph 3 below (“Billing Services”).” Please
confirm Citizens Gas is responsible for bifling customers for 1he Unlity
Shield product.

d. If the answer to part c. is yes, plgase indicate whether the Utility Shield
item is included on the combined gas and water bill, or if a seperate bill is
sent to those customers nsing Utility Shield.

OBJECTION:
The information sought in this request relates to services provided by the Manchester
Group, an bnaffiliated third party vendor which is neither a utility nor the subject of or &
Pparty to this investigation proceeding. Consequently, Respondents object to the request
on the grounds stated in General Objection Nos, 3, 6, 9 and 10. Subject to and without
waiving the foregoing objections, Respondents provide the following response:
RESPONSE:

a; Yes.

b. No.

c¢. Cilizens includes the billing charges for Utility Shield as a separate line item on
the Citizens billing statement for customers who have purchased Ulility Shield.

d. See Respondents’ response (o Data Request No. 8¢ above.

WITNESS (RES E ON

Michael D. Strohl

13
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DATA REQUEST NO. 9: In response to OUCC DR-1, Question H.5, Citizens

provided examples of all promotional materials and information’ provided to customers
for the period of January 1, 2013 through May 31, 2014. Please provide the following
information rejated to the exaraples provided:

a.

Al the ‘bottom of page 2 of the letters 1o customers, there is a clause that
states “T certify that there are no pre-existing conditions affecling my
utifity lines or systems. Further, ] understand and agree that lines or
systems with pre-existing conditions are not eligible for protcction under
Utlllty Shield.”
1; Please” provide a listing of all pre-existing conditions that
. disqualify & customer for protection under Utility Shield.

ii. Does Utility Shield perform a réview of all customer lines when a
customer purchases Utility Shield. to determine if pre-existing
conditions exist at that time?

iii, If the answer to subpart ali. is yes, please explain the process
Ulility . Shield takes fo determipe pre-exisling conditions are

' present.
iv. If the answer {0 subpart a.ii. is no, please explain how .Ultility

Shield determines if a pre-existing condition éxisted at the time the -

customer signed up for service, or if the condition was caused after
the customer signed up for service.

. On page 2 of the Jetters 1o customers there i§ a clause that states “Citizens

contributes all proceeds received from Utility Shield to the Warmi Heart
Warm Home Foundation.” This clause goes on to state the amount of
money Utility Shield has generated to assist families with paying their
utility bills. -Please explain why some letters state the total amount
genetated to assist families with paying their utility bills is over $525,000
and somc letters state this amount is over $600,000.

. How isthe Warm Heart Warin Home TFoundation funded?

1. s tho foundation funded entirely though Utility Shicld revenue?
ii. Does Citizens Energy Group, or any of its subsidiaries, fund a set
amount each year?
iil. If Citizens Energy Group, ot any of its subsidiaries funds a set
amount each year, is any of the Citizens Energy Group funding
reduced by the amount xéceived from Utility Shield revenue?

. On page 2 of the lotters to customers there is a clause that states “Simply

call your appropriate local utility to report a loss of service and then call
the Utlllty Shield customer care center.”
i. How do customer service representatives know that a customer has
Utility Shield?

il. Do customer service representatives avtomatically ask if a
customer has Utility Shield, or is this noted on their account?

14
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc. to

Office of Utility Consumer Counselor’s
Fourth Set of Data Requesls

iti, During the last five years, have there been any instances where a
customer hed Utilty Shield protection but the repair work was
performed by Citizens Energy Group or one of its subsidiaries?

On page 2 of the letters tg customers there is a clause that states “Utility
Shield will have a quelified contracfor contact you — usually within 12
hours ~to schedule repairs provided under Utility Shield.”

i, Please provide a listing of all qualified contrectors Utility Shield
bas used to yepair customer lines during the period of January 2012
through the present

ii. Does Utility Shield ever contract with Citizens Enexgy Group, or
any of CEG's subsidiaies, to perform these repairs?

If the tesponse to subparl e.ii. js yes, please provide a list of the dates and
locations where CEG ‘or one its subsidiaties répaired customers® kines for
Utlity Shield.

The information sought in this fequest relates 16 sexvices provided by two entities that are
neither wlilities nor the subject 6f or parlies to this investigation proceeding: - (1) The
Masnchester Group, an unaffiliated third party vendor; and (2) Warm Heart Warm Home
Foundation, Inc. Consequently, Respondents object to the request on the grounds stated
in General Objection Nos. 3, 6, 9 and 10. Subject to and without waiving the foregoing
objections, Respondents provide the following response:

RESPONSE:

a,

Respondents do not possess the requested information. Basic information
about the UtilityShield program selating to enrollment, claims and service
agreements is available at http://www.utilityshield.com/citizens.

Assuming the OUGCC is refesring to the response to OUCC DR 1 H.5.a
with respect to the letter that veferences assistance of over $525,000 (dated
9/10/13) and assuming the OUCC is referring to the response to OUCC
DR 1.H.5.b with respect to the letter rcferencing over $600,000 in
assistance (dated 10/28/13), the difference is related to tuming of proceeds
received from Citizens.

See objections above.,
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Cause No. 44462

Responses of Citizens Energy Group
and CWA Authority, Inc, to

Office of Utility Consumer Counselor’s.
Fourth Set of Data Requests

d. (i) Thete is an indicator on the Customes Information Systerd notifying
the customer service representative that the customer hes Utility Shield.

(1) See response to Data Request No. 9d(i) above.

(iit) No.
e, () See objéctions above.
@)  No.

f Not applicable.

WITNESS (RESPONSES ONLY):

Michael D. Strohi

[6
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DATA REQUESTS

DATA REQUEST NO. }: In response to OUCC DR Set | Question H.1, Citizens
stated “The Manchester Group is oot an affiliate of Citizens and Citizens does not own a
stake in The Manchester Group.” Do any of Citizens Energy Group's employees, or any
employces of any subsidiaries of CEG, sit on the Board of Directors of The Manchester
Group?

RESPONSE:
No.

WITNESS

Michael D. Stroh)




HRP Attactimient 7
Caute No. 44482
Page 109 0f 111

DATA REQUEST NO.2: In response 10 OUCC DR Set 1 Question H.4, Citizens
stated “The commission is reduced by customer refunds from customer cancellations that
occur within the first thirty (30) days of a customer's enroliment in Utility Shield.”

a. Please provide the number of Citizens customers that were enrolled in Utility
Shield as of June 30 for each of the last five years (2010, 2011, 2012, 2013
and 2014).

b. Please provide the average number of cusiomer cancellations that ocour within
the first thirty (30) days of a customer’s enrollment in Utility Shield.

c. Please provide the average number of customer cancellations that occur affer
the first thirty (30) days of a customer's enrollment in Utility Shield.
OBJECTION:
Respondents object 1o this request on the grounds set forth in General Objection Nos. 6
and 10. Subject to and without waiving the foregoing objections, Respondents respond
as follows.
RESPONSE:
a. See Respondents’ Response to OUCC's Fourth Set of Data Requests, Data
Request No. {a, attached document identified as OUCC DR ~ 4.1a for reports that
highlight number of enrotlments in the products.

b. See objection above.

c. Sce objection above.

WITNESS (RESPONSE ONLY):

Michael D. Strohl




DATA REQUEST NO. 3: Please refer to the Contracted Services Agreement between
Citizens Energy Group and The Manchester Group, LLC. Item #3 under Recitals on
page 1 states the product may change from time (o time based upon mutual agreement of
the parties and based primarily on the success of various product offerings.

a. Have there been any product changes since the date of this agreement (March
19, 2010)?

b. 1f so, pléase provide a listing of all product changes that have occurred since
the date of this agreement (March 19, 2010).
RESPONSE:
a. Yes.

b. Please sce corrected Exhibit MDS-2, which was filed with the Commission
August 4, 2014.

WITNESS:

Michael D. Strohl

HRP Acachment 7
Cuuse No, 44462
Page 1t0of 111
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DATA REQUEST NO. 4: Please refer to the Contracled Services Agreement between
Citizens Energy Group and The Manchester Group, LLC. Itern # D. under Marketer
Respousibilities on page 2 states:

The products and services offered by Marketer under this
Agreement utilizing the Company name and logo shall be limited
to utility line warranty products, including inside natural gas line,
inside electric line, inside water line and inside and outside sewer
line products, although the final composition of the product or
products offered by Marketer from this list of products shall be in
the sole discretion of Marketer.

Please explain why Wiilily Shield is offering HVAC System Protection Plans
(which include system protection for fumaces, boilers, central air conditioners,

heat pumps and water heaters) under the Citizens Energy Group name and logo if
this warranty product i3 not included in the Contracted Services Agreement.

RESPONSE:

See Respondents’ response to Data Request No. 3b above.

WITNESS:

Michac] D, Strohl
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