&= MISSOURI GAS ENERGY
—=— 3420 Broadway ® Kansas City, MO ® 64111-2404 ® (816) 360-5755

“u%u

ROBERT J. HACK
Vice President, Pricing & Regulatory Affairs March 31. 2005

Mr. Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge

Missouri Public Service Commission FILING VIA EFIS
200 Madison Street
P.O. Box 360

Jefferson City, Missouri 65102-0360

Re: Case Nos. GM-2000-43, GM-2000-500, GM-2000-502, GM-2000-503,
GM-2003-0238 and GO-2005-0019, Missouri Gas Energy

Dear Mr. Roberts:

Pursuant to the Commission orders in the above-referenced cases, I hereby submit
for filing in Case Nos. GM-2000-43, GM-2000-500, GM-2000-502, GM-2000-503, GM-
2003-0238 and GO-2005-0019 a report containing assorted information for calendar year

2004.

If you have any questions regarding the enclosed information, please feel free to

give me a call.
Sincerely, / /{\
A,/

C: Carl Ricketts
Ron Crow
Paul Boudreau
Debbie Bernsen
Gay Fred
Doug Micheel
Cliff Snodgrass
Robert Franson
Lera Shemwell
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For calendar year 2004, Missouri Gas Energy’s (MGE) abandoned call rate
(ACR) and average speed of answer (ASA) deviated above the customer service
measures incorporated in Missouri Public Service Commission (Commission) Case Nos.
GM -2000-500, GM-2000-502, GM-2000-503, GM 2003-0238, and GO-2005-0019.! As
explained in MGE’s report for calendar year 2003, a number of unexpected events, in
addition to sustained high natural gas prices in the latter half of the year, adversely
affected the ACR and ASA measures for that year. While high natural gas prices
continued throughout calendar year 2004 and made it specifically challenging to bring the
ACR and ASA statistical performance to manageable levels in the first four months of
2004, this report will detail the positive actions taken by MGE that have stabilized the
statistical performance of its contact center operations at very favorable levels.

Confronted with continued high gas prices and high call volumes into 2004, MGE
hired eight new contact center employees in January 2004, and nine new contact center
employees in April 2004. MGE’s contact center received more incoming calls in
calendar year 2004 than any year since 1997. The charts below depict 2002 to 2004 calls,
and clearly indicate an increasing trend in call volumes over the last three years.
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! The same customer service measures were also set out in the Stipulation and
Agreement approved by the Commission in Case No. GM-2000-43.




The company also leveraged technology to the benefit of its customers in helping to
address these high call volumes.

In March and April, respectively, MGE enhanced its Interactive Voice Response
(IVR) system and implemented a new technology called Virtual Hold. Both tools have
made a significant difference in the Company’s contact center operations and, in
combination with the newly hired employees, ACR and ASA measures have improved
considerably since their implementation.

Virtual Hold: During periods of high call volumes, customers are provided an option to
receive a call back (at a number of their choice) or remain in the queue. Since
implementation of Virtual Hold in April, more than 53% of the customers in the queue
elected the call back option and approximately 83% of all callbacks were successful.
Positive comments have been received from customers, praising this tool; and we belicve
“churn” (customers repeatedly making calls when impatient with not making contact
sooner) has been greatly reduced.

IVR Upgrade: The IVR was upgraded in March to allow for voice recognition in
addition to giving customers an opportunity to make telephonic payments by credit card
or check. This enhancement is as an outstanding “self-help tool”, providing options for
those customers choosing to not speak with a consultant.

A review of the monthly ACR and ASA measures for 2004 indicates significant
improvement resulting from the March TVR enhancement, April implementation of
Virtual Hold, and the hiring of new employees. As indicated by the charts below, these
MGE actions collectively improved the performance commencing in May 2004, and this
steady performance is continuing into 2005.
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In summary, MGE experienced several major challenges during 2003, and their
impact carried over into 2004. To counter the issues, the company hired additional
employees and devoted the resources necessary to implement additional customer
friendly technology. While the 2004 measures were not met, the statistics clearly show
that management took action that has corrected significant negative trends. Collectively,
the result has been significant improvement in statistical performance, which has been

steadily sustained.
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Missouri Gas Energy _
Missouri Jurisdictional Bad Debt Write-off

Revenue amounts shown do not include delayed payment charges or miscellanequs service charge revenue.

Negative write-off amounis indicate net recovery.

grrates/kim/exce/PElcomplxls

2004
January February March
Nurnber of Number of Number of
Coliar amount accounts Doflar amount | accounts Dollar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM (537,439) 3,027 62,641,816 (224,527) 4,407 73,246,309 305,842 6,003 59,598,267
SGSM {17,980) 149 23,480,698 {33,907) 378 27,325,180 © 108,480 776 23,119,131
LGSM {1,558} 2,382,301 (61) 2,818,834 2,208,019
LVM (1,348) 1,664,454 1,500,331 1,253,042
Total (558,323) 3,176 20,168,270 (258,496) 4,785 104,890,755 414,322 8,779 86,175,458
Year to Date - Q1- April May -
Number of Number of Number of
Daoliar amount ascounts Collar amount| accounts Dollar amount} accounis
written off written off Revenueg written off “written off Revenue written off written off Revenue
RSM (456,125) 13,437 195,486,483 783,213 4717 34,967,076 1,808,325 | 6,383 21,054,354
SGsSM 56,593 1,303 - 73,925,019 92,265 505 12,640,196 128,472 554 7,072,264
LGSM {1,516} - 7,407,165 1,764 1 1,638,296 824,963
LvVM (1,348) - 4 417,827 723,021 676,208
Total (402,487) 14,740 281,236,483 877 242 5,223 49,958,688 1,735,797 6,937 29,627,789
June Year to Date - Q1 & Q2 July
Number of Number of Number of
Dallar amount accounts Dollar amount| accounts Doliar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM 2,214,462 9,171 13,915,134 4,149,875 33,708 265,423,046 1,511,943 7,587 11,862,081
SGSM 214,687 878 4,926,360 491,997 3,238 98,563,828 68,799 468 4,594,233
LGSM 568,172 147 1 10,438,685 (1,069) 537,965
LvMm 626,818 |~ (1,348) - 6,443,874 (6,970) 1 628,867
Total 2,429,129 10,047 20,036,474 4,640,671 36,847 380,889,434 1,672,703 8,068 17,624,126
August September Year to Date - Q1 - Q3
Number of Number of - Number of
Dollar amount accounts _ Dollar amount{ accounts Dollar amount | accounts
written off written off Revenue written off written off Revenue written off written off Revenue
RSM 1,542,619 ) 8,054 1‘1.?02,226 986 681 8,991 11.380,226 8191,11¢ 58,350 300,367,559
SGSM 57,863 421 4,561,924 42,120 403 4,502,841 660,778 4,530 112,222,926
LGSM 560,461 23 1 543,109 (899) 27 12,089,220
LVM 680,843 2.873 1 652,228 (5,7486) 2 8,386,612
Total 1,600,482 8,475 17,494,254 1,031,397 9,395 17,078,503 8,845,253 62,884 433,068,317
October November December
Number of Number of MNumber of
Dollaramount]  accounts Dellar amount| accounts Dollar amount|  accounts
written off written off Revenug wiitien off written off Revenue written off written off Revenue
RSM 1,301,838 | 13,830 14,610,865 {620,841) 11,856 25,404,081 (565,854 9,467 56,523,966
SGSM 113,178 1,342 5,214,331 (55,808) 816 8,576,117 15,423 831 20,246,992
LESM 0 1 583,544 100 4 1,124,975 5,806 4 2,187,254
LVM 10,100 1 861,302 {4,107) 1 1,516,386 8,918 2 1,750,684
Total 1,425,118 156,174 . 21,370,043 (680,655) 12,677 36,621,559 (535,709) 10,304 80,708,905
Calendar Year 2004
Number of
Dollar amount accounts
written off wiitten off Revenue
RSM 3,306,262 93,503 396,808,471
$GSM 733,672 7,519 - 148,250,365
iLesm 5,008 11 16,084,993
1 VM 8,163 6 12,514,994
Total 9,054,004 101,039' 571,766,824
Note:




Personnel responsible forihand!ing MoPSC After hours contact

complaints / inquiries personnel Home Pager
Shirley Bolden (818) 360-5528 Ron Crow (816) 781-7954
David Curry (816) 380-5577 Shirley Bolden {816) 763-9116 (816) 497-4091

Customer service management personnel

Ron Crow (816) 360-5504
Shirley Bolden (816) 360-5528
Kim Lambert (816) 360-5585
Carl Ricketts {816) 3680-5877

Process and level of authority for discontinuance of service to a Registered Customer

1) Registered Customers are separated from daily non-pay shut off accounts. The Field Service orders are coded to
identify these customers. The Customer Advisors receive a monthly report showing all Registered Customers that
will be subject for disconnection for the coming month.

2) Customer Advisor reviews acqount and makes contact with cusfomer of designated 3rd party contact.

3) If decision is made to discontinue service, Customer Advisor contacts an officer of the company.

4) Our practice is not to discontinue service to Registered Customers during the Cold Weather Rute ("CWR") period
(November 1 through March 31). .




MoPSC Inquiries/Complaints

(*Awaiting receipt of information,
which is provided to MGE by MoPSC staff)

* Gay Fred has requested that she no longer be
required to provide this information for this report.




Southern Union Company/MGE - 1th Qtr 2004

Complaint issue: Complaints

Billing 43
Rates/Tariff 3
Rules/Regulations 38
Service Quality ‘ 23
Service Quality/Safely -0
Other/Misc o
Total . ' 108

Complaints by Month

Month: . Complaints
January ' ' 35
February 24
March 49
Total : 108
County: ' . |Complaints

Adair

Barton - i
Buchanan ' - A
Carroll

Cass 1
Cedar

Christian : .

Clay 7
Clinten -2
Cooper

Dade

Dekalb 1
Greene 1
Howard A
Jackson N 78
Jaspar ' 8
Johnson 1
Lafayette

Lawrence : 1
McDonald 4
Newton , 1
Platie ' '

Saline .
Totai . 108

Complaint: An issue typically involving a utility billing,
payment, service or safety issue that requires PSC staffto
contact the utility company for mediation or resolution. It does
not necessarily mean the utility has violated Commission rules



Customer Service Organization Chart
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Customer Service Staffing
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Number of Estimated Bills

(Including consecutive estimates)



{vo,0unp-g0, AINr) $00Z - JEaA |2OSY MU B mn_,::_mmm HLON

89} 0 0 0. 1o 0 0 | 1201 _ _
82. 0 0 0 0 0 0 0 | X4 _ ‘1ejo) uoiboy
g - ER HLYON ALID SYSNYM
Q- . 0 OW 'HdASOr 1S
0 | . . OW 'LIWWNS S.337
£2 _ R [ 44 OW 'ALID SYSNW
0 OW '©HNESNIHUYM
0 OW "AONIANIIANI
‘ :uonesoT]
[B10L PUBJD) | SUJUOLE + |SUIUOW g [SUIIOW £ |SUuotl 6 [Syiuow g [suiuot 7 {stguod ¢ [syiuow z] guow || NOIDIY ALID SYSNYM 3|
9 0 0 0 0 0 0 0 0 9 Va0 EEvER]
0 " ) : ‘jejo ), uoibay
0 - , ‘ OW "LIINOW
0 . | _ ; B ~ OW 'NITdOr
‘uoneaoT|
le1o| puels | syjuowl +g [sujuow g[suuow 2 [supuow glsyjuows g [suyuow pIstpuow ¢ {sypuouw ¢ yuow § | NOIDIY N¥AHLNOS 3|

PO-AHVNY .
HOd AdVININNS Y3 LIIN A3 LVINELSE



(v0,2unr-£0, ANP) F0OOZ - JeaA [eos) mau B BuluwiBeg (31 ON

o
(]
o
o
=]
]
o=
~

g

—

€6}

1e10} co_mmm_.

[Te)
NN
o
o
o
o)
ja ]
(]
o
<o
Lo
o™

9 HLHON ALID SYSNWM
0 OW 'Hd3asor 1S
L 'OW 'LINWNS 8331
al ‘ OW 'ALID SYSNW
0
0

O ‘DHYNGSNIHUYM

OW "JONIANIJIANI
. :uoneoson

S |Oin Mmoo
5 _
OC}-CDDC)O
olo|lc|lo|o|e
o|lolocjolo o
SSIEEEE
oo |Olo|a
OOOOOOl
oo |ofo]olo
oo |0

[E10L pUBID | syuoll +6 |sUiuow g [syjuow Z[sujuow g stiuow g[syjuow pfstpuow ¢ [sijuow z] yuow | | NOIDEY ALID SYSNVM i3Y

9 0 0 0 0 0 0 0 0 9
1o 0 0 0 0 0 0 0 0 0 :lejo | uolbay
0 0 0 0 0 0 0 0 0 0 OW "LLANOW
0 0 0 0 0 0 10 0 0 0 . OW_‘NITdor
: Uoneson
[E10L puels) | syiuol +6 [stjuow g|spuow / [sysuow glsuyyuow g syuow psyuou ¢ [syuout z| yuow | | NOIDIY NYIHLNOS ‘=Y

Po-AdvNdg3dd
dO4 AMVININNS {3 LEIN A3 LVINILSSE




(¥0,8unp-£0, AIN) £00Z - 1894 |eDSY Mau e BupuuiBag (31 ON-

6EC L (9 g 0cZ d
[45 0 0 0 0 0 0 0 ¥ sz ;[ejo} uolbiey
g 0 £ HLHON ALID SYSNYM
0 0 0 OW.'HJIISOr LS
! 0 L OW_'LINWNS S.331
8z ' ¥e OW 'ALID SYSNW
0 o 0 — OW 'ouNasNIuuvMm
0 0 0 OW 'FONIANIJHAN
uoljeso|
[2J0L PUEID | SUIUOW +6 | SUJUO g | SUIIDW / | SUJUOW § | SUILIOW § | SUMIOUI 4 | SUIUGLU € | SUJUOW Z | Wiuou | | NOIDHY ALID SYSNYY 3y
A : 0 Q 0 0 G 0 0 0 A
| 0 0 0 0 16] 0 0 0 L lejo | uoifay
0 . i . , | OW 'LLINOW
! . I OW_'NITdor
. : . 1uoneao
[ejoL pueto | syjuow +6 | syjuow g | styuows 4 | stpuow g | syjuow g | syjuow y | syuowre spuow z | yuowr ) | NOIDAM NMIHLNOS M|

PO-HOMVIN _
H04 AHVINIANNS Hd.LdIN Dm._..<_>=._..w



(PO0UNP-£0, AINP} $00Z - Jesk [eosy met & Bujuwbag :3LON

8s¢ 0 0 0 0 0 ¢ L} P2 LOL L
ge 0 0 0 0 0 0 € 9 e 1[230} uoihay
£ 0 0 0 0 0 0 0 g HLHON ALID SYSNWH
0 0 4] 0 0 4] 0 ] O 'Hd3s0r '1s
i 0 0 0 0 0 0 0 £ OW 'LINWNS S.3371
8z 0 0 0 0 0 0 g 9 gl OW 'ALID SYSNYM
0 0 0 0 0 0 0 0 _ O "DUNESNIAYHYM
0 0 0 0 0 0 0 0 OW 'JONFANI AN
Uoen0 ]
[ejoy pueis) | syjuow +6 | sypuow g [ syjuow 7 [syuol g [ styyuow g | SUUoW ¢ | SGpUOW § | StUow g yow | || NOIDIY ALID SYSNYY Iy

/ 0 0 0 0 0 0 0 0 L
0 0 0 0 0 k) 0 0 0 0 ‘lejo uoibay
0 0 0 0 0 0 0 0 0 0 OW 'LLINOW
0 0 0 0 0 0 0 0 0 0 OW_‘NIMdor
HLOJJes0T
oL pueln | syuow +6 | syjuow g [ syiow 7 | sypuow g [sqiuout g [ stpuow v | sqjuol ¢ | sypuow 7 | tuow |, | NOIOZY NMIHLAOS *=M]
PO-1HdY

HO4d AYVININNS "313N I LVINILSSE




{(ro.eunr-€0, ANr) $00Z - Jeak (eosy mau e Buuubeg ‘310N

08¢

<
—
o
(]
o
~—
(&Y
=
—
o
w
AN

&
<
o
o
[en]
o
—
o
[ap]
=0]
~—

{|eyo3 uoibay

HLHYON ALID SYSNWM

OW ‘HdESO0r "1S

OW 'LINWNS 331

OW ‘ALID SYSNW

OW "DUNESNIHHUYM

olofun|wx]ow
-
ojo|lolololo
olojo|alalo
olojojclo|o
clojojlojolo
oloioloio|o
olo|~olo|o
ololnlololo
SIEHAEIEIE

OW '3ONIANIJIAN]

:uonesoT

lejoL puels [syuow +6 [supuow gstpuow 2 [syjuows gsipourg [suuow ¥ |sujuow ¢ |sujuow z| wuow |

NOIDAY ALID SYSNVYY 3

0 0 0 0 0 0 0 0 0 0 1

0 0 0 0 0 0 0 0 0 0 :[ejo] uoibay

0 0 0 0 0 0 0 0 0 0 OW 'L 1LINOW

0 0 0 0 0 0 0 0 0 0 OW ‘NITdOor
:uoneson

[ejol puets [syuow +g [syjuow g [supuow ; [stpuows 9|sujuouw ¢ [syjuows p |supuow ¢ fstuow z| wuow | ||

7O-AVIN
dO4d AMVININNS Y3 L3N a3 LVINILSE

NOIDAY NYIHLNOS ‘HY




{(r0euny-£0, AINr) $007 - Jeak [Basy mau e Bujuubag 510N

£0€ 0 ! 0 0 0 z c gl €82 T
el 0 0 0 0 0 ] 0 ] P _ :1ej0} uojbay
0 0 0 0 0 0 0 0 0 HLHON ALID SVSNW]
0 0 0 0 0 0 0 0 0 0 OW Hd3SOr 18
! 0 0 0 0 0 0 0 0 ! O "LININNS 831
1 0 0 0 0 0 ] 0 | 6 . OWALID SVSNW
0 0 0 0 0 0 0 0 0 0 OW '9HNESNIMUVYM
0 0 0 0 0 0 0 0 0 0 OW "FONIONIJ=ANI
:uolje207
tejoL puein | suow +6 [ syjuow g ] styuow / ['sujuous g | syuow g | 'syjuow v | sgaiiow ¢ | supuow z | (uow | | NOIDHY ALID SYSNVM ‘=¥
0 1o 0 0 0 0 0 0 0 0
0 0 0 0 0 0 0 0 0 0 :[e)o), Uo(Bay
0 0 0 o Io 0 0 0 0 0 . OW “LLANOW
0 0 0 0 0 0 0 0 0 _ OW ‘Nridor
uoREs0™
[2loL puets | syjuour +6 [ sujuow g [ suuowr | supuiowr g [ suiow g | styuou p | sguow ¢ | syuowiz | thuow | | NOIDIN NHIHLNOS '3
v0-aNNP

[k >E<EEDw dd 13N A3LVINLLSE

—




{go,eunp-p0, AInr) 5007 - Jeok |easy mau e BuuuiBeg (I LON

9te 0

—
o
[an]
[
[
o~
@«
—
w
~—
o

LT

Q
<
o
L]
<o
o
o
—
g

:[ejo) uoibay

HLIHMON ALID SYSNVM

OW 'Hdasor "18

WO [+~

OW 'LINWNS S.331

O 'ALID SYSNWH

[w]

OW "OUNESNIYHYM

oooogo
= ===} ==
olojojojo|o
olooooo
clojojlo|lojo
olojolo|c|o
oio|jo|ololo

(]

O _mozmozm&moz_

:uo|}e20T

[E10L pueln |syjuow +6 {syuow g|syjuow £ [syjuow g[supuow g [sujuow p[syjuow ¢ [syiiot z| yiuow | || NOISHY ALID SYSNWH

8 0 0 0 0 0 0 0 0 8
0 0 0 0 0 0 0 0 0 0 ![eyo | uojBey
OW 'L1ANOW
0 0 0 0 0 0 0 0 0 0 OW 'NIndor
1HOED07

|0l puelD | syjuow +g [syyuow glsuuow /7 [squuow g [suuow g [syuow y [syuow ¢ [syuow N_ yluow | I

NOID Y NYIHLNOS 9y}

YO-ATNnr
H0d AYVININNS Y3 13N ad.LvINLLST



(5oaunr-#0, AINF) SO0 - teak [kosy mau e BuluuiBsg 1 oON

gre 0 b

o
o
o
o™
N
«w
—

ale

:|ejo) uoibay

HLHON ALID SYSNWYH

OW ‘HdISOr 'LS

OW ‘LIWWNS S,337

OW 'ALID SYSNWM

OW 'DUNISNIHHVYM

SIOMmO{OIo

OW 'FONIANIJIANI

:uojjeson]

[ejo puels) [syjouwr +¢ |syjuow g{stjuour £ |syiuow gsuyjuowl g [syuow [stjuot ¢ [syiuow z{ yuow | [l

NOIOAY ALID SYSNVM Ty

lejo uolbay

O "LIINOW

OW ‘NINdor

U020

[0} puelsy fsyjuow +6 [sypiow g[stuow ; [sujwow g[syzuous g [symuoul v|syjuow ¢ [syuow z] guow i I

NOIDZY NIIHLNOS 34

y0-Onv
404 AMVYININNS Y313 dALVINILST




(S08uUnr-p0, AIF) S00Z - 1894 |easiy meu B BuuuiBag 51 ON

L/E a

—
o
o
(30
N
o
o
_
oM
o]
oD

V]
—
o
e
(s
f=
f
o]
je]
()
uy
-~

:|ej0) uoiBay

HLYON ALID SYSNYH

OW 'HdASOr '1S

OW 'LIWANS 337

OW 'ALID SYSNY

OW 'DUNESNIHHYM

O~ |O[Clm
oiololololo
RIEIEIEIEE
ololo|ololo
olo|cloja|a
FIFIEIEIEIE
ololo|ololo
ofololo|olo

oljo|ojojolo

OW 'SONZFANIJIANI

‘uoeI0T

NOIOIAYH ALID SYSNVM 3y

6l 0 0 0 0 0 o {0 0 8l
b 10 0 0 0 0 0 0 0 L :jejo L uoibay
O "LLINOW .
L 0 0 0 0 0 0 0 0 L OW 'NIdor
“ - IUOHe20

fejo. puelsy |suyow +g [syjuow gsyuow ;2 [syuow 9/syow g[syuow p | styuow ¢ [suuow z ] yuows | I

NOI9DIY NHIHLNOS Iy

to-deg
404 AMVININNS Y313 d31VINILST



414

o
—
]
e}
ar]
o
[a}
[
h o
(o2}
I
o

I~
N
(e ]
<
o
<o
[ate)
o
o)
~
&

2303 uoibay

HLHON ALID SYSNW

O 'Hd3sor “1S

OW ‘LINIWNS .33

OW 'ALID SYSNVH

O{Ojw|nio|w
b ol

OW 'D¥NISNIFHYM

OO O|o|D{o
QOO0 |00
oo |ojo|lo|o
O|loOoQ|olo
OO ]OolO
[ fav] for ) Jan l f o) Y]
Ol|lo]jojoiojo
QIO I~ |CIO|0

OW 'JONIANTIAN]

:uoneao

NOIDZY ALID SYSNVYM 13

€z 0 To 0 0 0 0 0 ) e SIVLOL IINTOINYIA
{r 0 0 0 0 0 0 0 I £ [ejo| uoibay
OW 'LIINON
¥ 0 0 0 0 0 0 0 L £ OW 'NI1dOFr
:uofeso

[ejo) puels |sywou +g [syuow glsyuow [syuow gfsyiuow mTE:oE ¥ |syiuow ¢ Jsyjuow z| quow | [

NOIDIY NMIH.LNOS 3y

70-100
d04 AUVINIANS d313W d3LVINILLST




¥y 0 | 0 0 £ Z 8 8z 204 SSIVLOL IV GO L YA

[45 0 0 0 0 0 0 0 L Gz :[e30} uolbay

L1 0 0 0 0 0 0 0 3 0l HLHON ALID SYSNYM

0 0 OW 'Hdasor 1S

Z 0 0 0 0 0 0 0 0 Z OW ' LINWNS S,337

Bl 0 0 0 0 0 0 0 9 £l OW 'ALID SYSNW

0 O 'DYNESNIUHVYM

0 OW 'IONIANAJIANT .
“:O_uNOOI_

NOIDIY ALID SYSNVY 3y

8¢ 0 0 0 0 0 0 L z G2
g , 0 0 0 0 0 0 L 3 £
0 0 0 0 0 0 0 0 0 0 OW 'LLINOW
G 0 0 0 0 0 0 L l ¢ QN 'NINdor
MUl 3]:DoToly

[210) pueso | syuow +6 [syyuow g[syuow ; [suow g[suuout g[suuow p[syuow ¢ [squow Z [ yiuow | I

NOIDIN NMIHLNOS 3

¥0-AON
H0d AYVININNS Y3 13N aILVINILSE




viy

=)
e
=]
(=)
[F]
™~
=

62 gcp :

:|e10) uoiBay

HLHON ALID SYSNYM

O 'Hd3s0or LS

O ‘LINNNS S,331

O ‘ALID SYSNYH

OW 'OYNASNIYHYM

SO~ OO
-~
[a]
—
s
-

OW 'FONIAANIJIAN]

U030

[BJOL PUBIE) |SYUOW +6 |SUIUOW g |Syuow / [SUUOW g |Syjliow G |SYuoW 4 [SUjuow ¢ choE_N_ yuow | __

NOIOAY ALID SYSNVYM 3y

LE Z Z le SSIVEOL ALVESOL YA

£ L z llejo ] uobay

0 OW 'LLINOW

£ b 4 OW ‘NIdor
‘uoyjeoson)

NOIDZY NYIH.LNOS 9y

|30 puess) | suyjuow +6 [syuow g [syuow ; Jsyuow gfsyjuow g | sujuow y[sypuous ¢ [suzuow z [ yyuow | ||

¥0-0340
JO4d AYVININNS ¥313N A3 LVINILSE




List of Customer Pay Station I.ocations




ydesorjs a4 oN [ 1apiQ Asuopy wdga:s - Wepg:g eMais Zibb-iB-9l8 | 905¥9 ydesor ig 19 N sobL ydssor s~ 0dd
10 y38YD 'ysen ejuveny '
uiaipnog 394 ON | J8piQ Asuop wdoe:s - Wepg's Jalod or 00Ze-982-LL¥ | R0.58 hBuop 1S |uid 202 Beuol - Odd
10 ¥oayD 'Ysen
wiayinog 894 ON | 13pI0 ABUOW wdpo:s - wepo:g 1spod or|- £08%-929-LL¥ | loBYa ugdop s 3 0z5 ulidor - 0dd
1o ysayn 'Ysen .
3 paiewolny { aa4 ON Japio wdpg:g - Wego: 2 fpre[ A | B84 1-62b-099 | £60¥D Bingsualiem 15 BunoA 3 QL Qg m._mwz,os_ 16
ABuUoy Jo ysed
weymog | pajewoiny [ gz'0  |¥osyD o seniQ 00'L - 005 e GLLE-LGh-/1Y | 05810 clisoeN UOJBUIUSEM 612 foelieyd suor{ €16
Aauoly 'ysen fes  wdpo:s - weepis
o)l palewolhy OW  [3ER Nleq yesooW! A | 88Zb-vZz ol8 | ¥LO¥D sbundg anjg|  ov AemuBIk SN M 109 Bniq ® pocd ean-AH| 88
10) 6103 wdpo:ol - Nv0o:2 aAs)g
o)) pajeloIny 894 ON  [JapO ASUORY 2, wdn:nl - Wego:s Bued|( A 0022-r5S5-018 | 9BOV9 jwwng s387 PY PIeM MS OLE sap 208
HaAuoD-ysen vy -Brug 5 paog sap-AH
/siayen [
1oog '
a% pajewiolny | ea4 oN [JeplQ Asuolw oll  wdoool - weog:g elwad| A | 09.5-%25-9L8 [ 98CPS juung s,897 Py 2014 AN LOE ogeL#| 208
HBAuQD-YseD Fepur] Briq g pood asp-AH
Hpueen
oM pajewany  [ysen sfed| Jepig Asuop Z-0LUng ‘g -ogig  [uapliq soer LpiP-LEE-9LB | TLOVS uojeg 1S ulEe Loy o7 Brug uspAig L¥6
HooLg JO qoBY ¥ eg'oog-oeied- W
Y pejewony | eaqoN [dosuyn o sepio|  wdogis - liegpg USIEM €164-52¢ 918 | 0S0be aoudpuadapli| Py vewni] 3 0L9L) aepm| eow
ASuUop 'ysen Aepu4 - Aepuop - aouspuedepul jo A9
)] pejewony [ eejoN [¥0aunJoJapig|  wdoos - WepQg Apueg Z81E-0¥5-918 | 080¥9| INH Wesesid 15 Ined €0z IleH A Lbs
ASUON ‘ysen
O pajEwolny 0508 18piQ wdge g - Wepg:g uewysweH A | S199-Leg-gLe | [2Lyo A0 eesugy] Py uewnl| oyie M Joueg enue) [35:]
fauciy Jo yseD Allod]
03 pejewoly | 0g'0% 18pio wdgg:g - wepg:/ uewysieH| A | 0L2L-284-9i8 | vei¥9 A3 sesuey| eay sauspuadepu) Logz 03 jodueq enusd|  ze6
Aeucpy Jo ysen Aeplid - Aepuopy Allod
wisyineg | peewony | ssioN [doauyd sotepiQ|  wdpdip - Wepog Jawwiny 00S2-/E2-LLY | 988F9 abeliien 1S P22 3 6k | 2083 7 Jajep, ebeuped|  SL6
' fauoyy ‘ysen GUET JO 1y
oM palEWoNY | 001§ 18010 wdoo'g - Wepn:s fagw| A | 8556-LvZ-918 | b2lbO A sesuey| any @otepuadepu| 6L .8 gLL# e oddy|  LLs
Aaucy 1o yseD -Jo epussg
1alefiiepy
oM peiewolny | 00'L$ BpIG wdoo:4 - Wean:L Apus| A TecLileeels | OLLvg A sestigy STEER een addyt 106
fauop Jo ysen .
wralnog |enueyy unow pewdanay payoads ey [ eyg | #euvoydapar ssalppy BlUeN # juaby
oM [ pajEwWoINY [y/adialog wawiey ssa|un Wd ol AY uiei uo
uoljenog Jo) 9w’ ILELRY] uojessdQ JO BINOK jueg
INLY

Y002 ‘g% 1snbny

Bupisi uoneisiey




uRynog | pajewoiny | eeq4oN | JsplQ Aatojy wdgo’s - Wegs's | SPOOMA UST] N | VEBC-9Z8-Liv | Priro| SOUNDS opElog |9 Y51 AMM 3 00/ 9)iey SPOOM] 816
10 y58yn 'ysen
N psleiony | 5z'0$ | IsplQ AsUOW | INdOEIS- 6 Aepsimy [pejed uuk] Prag-19¥-gi8 | 0G0¥9 sauapuadspu| 19048 PIEZ ‘I ¥2LLL brugnepyj  go8
) 10309y Ysen Wdooy
g U '® POA-UOKY .
uailoN | (1aune)) 254 oN ysBn zl-gles 9-8 epualg| A | €LLe-bZe-9i8 | Sebvo Ueuueaeg Uei A4 LOS Jueg Unossi psiuniegtL Youlg
lenugpy IE] 005 - 006 UL-W I ]
o)} {1aunog) seq 0N 13pJ0 00'S - 00:8 BUILI A} 80E£-098-918 | £EIYO Ao sesuesl| FOIND abpRy NG (o0P jueg Unossiy pelun el youlg
[enuey Rouowy 1o yse) fepug-Aepuoy R 29920
oy {tauncg) ax 006 - 006 uciuiysept A | 00L-LeZ-6iB | 5Zhv9 A0 sestes]| eay eoudpuadapuy oovs| Jueg uncssiI paun{egt Yyaulg
lenuey Qa4 ON [sewoisng gn w 5% - 006 UL uelogad
BloU | yse |
557} {1alino]) 984 ON Aup yses 007z} - Weos'g jes usalog) A § 00/9-Z82-918 | BsOve| Apaq 10 AORIA L Hueg unossiA pagun el usiig
|Enuey wdog:g - weqo:2
Ydssorig| (euncy) 234 ON lapi0 00:9 - 00'6 swyppeey| A | ¥BEZR-£EE-GL8 | LOGPO ydaesoris Houpsld Logg Hueg INCSSIAl pAHUN g1 Youlg
[Pnuey Asuopy 1o yse - oois - 606 UL-W
udeser 3§ (aunog) 294 ON 18pI0 00°9 -~ 066 ANUM axXow| A | PBER-EEZ-518 | Z0SP9 ydesoris [ENSTRER Aueq UnessiA pRHUN{Egt Yotug
|enuepy fauo Jo Used U4 00:G - 006 UL
udssorig| (Qeunon) 294 0N 13pJO 00:8-006 SjUM BIXaY | A | ¥BZB-5£2-918 | E06Y9 ydssorig 1S Yol yinog gz jueg Unossiy psliun gl Youlg
JENVEly fsuoptoyseq U4 00i5 - 006 YLW
» EIEET 00'L$ 18pIO wdog’s - Weop:g sauwed| A | Z88.F5918 | 8Li¥D Al sesuey P UOAIA 3N GLbE Lo ysapungt /06
Asuow Jo usen Auyeq
wayineg |t psjeuwloiy | safoN J=pIG wdog:g - Wepn:g Fpavepdal A | 0580-929-/LF | 108FS undor U ueplew 5 0581 oLiTH# SAMWS) 626
Asuciy 10 Usen
oM psjewolny | saj onN | JepioAeuch 00:G - 00'8 saueN qod| N | slgo-0ee-9l8 | veovs| sBundgios@oxg ISINCIVOD biE {saouen)| €26
Jo yoeyg 'ysen (jes 0€:g - 00’8 Joytewsdng NgS
U4 00'9 - 00:8 Yi-N
3 psjewoiny | g2'0% 13pig wdoe!s - Wega's elqqed| A | 0880-96/-918 | 95GrS aouspuadopul AMH vz 3 L0081 yssjung s,pleyold| 508
Asucy Jo yseo
uBunog | pelewoiny | sad oN 18p10 wdno:g - weoo's sy uslad] A | Zoez-ie8-LLv | s0.59 Haucy PUEBARID T 0542 g showed|  obs
Asualy Jo ysen
ulsyinog | pajewony | ea4 oN lapiQ wdoo'e - weoo's sy usiaH| A | 99le-Gel iy | FLiS9 EXIN PG ARSSEIN N 00F|  901LE#SNId Jannp 20ud|  0g6
Aavol 1o ysesn ;
ulayinog | pejelwomy | 24 oN lapio wdoo'g - Wepo's sajuseH| A | 00ES-ELS-LLF | 0Z8F9 LIREREE INYUWIBIA A 051 EZH JBIND adld|  ove
Aguol Jo ysen
waynog | parewoiny. [ saj on JapiQ wdno:g - Wego:s 8 URBH| A | 8Z8Z-CELLLY | BE/GS allgnaay 09 "A%H €101 Abglsun) 8dud|  bbs
" Aeuow Jo Ysen .
oM pajewo)Ty oo'lg 18010 wdooig - wep:g nauveg( A | 0szz-gse-9L8 | ceike Ao sestey 15 Pieg 3 0048 o0l Jaddoyd aolid| 906
faucy Jo ysen EIETRIR .
oM pelewany | 001§ JepIGy wdpQ:g - Wepo'a ss01]| A | 8PE9-CRV-9L8 | €200 Ain sesuey Py UOS|IAM D08S 5oL# JaddouD 8oud] 06
Asuow Jo ysen ujjoleq )
Ol psjeuwoiny | 0oL 18pIO wdog:g - Weoo:g BOH[ A | 00Zb-Zb6-9iB | FLIPE K10 sesuey 1S PIE0L M 080 zoi# leddoyd=ond|  cle
Asuop 1o ysen ElED =R .




Percent of Service Appointments Kept




Missouri Gas Energy
Percent of Service Appointments Kept

2003 % Kept

April through June 88.04%
Quarter 2 88.04%

July through- September 87.88%

Quarters 2 & 3 87.96% |

October through December 87.71%

|Quarters 2,3 &4 87.88%
2004 | % Kept

January through March 89.28%

Quarter 1 89.28%

April through June 88.10%

Quarters 1&2 88.66%

July through September T 87.99%

Quarters 1,2 & 3 |1 88.43%

{October through December 80.70%
Calendar Year 2004 86.29%




Average Response Time to
Commission-Forwarded Complaints




Missouri Gas Energy
Average Response Time to Commission-Forwarded Complaints

Answer Within
2003 2 Business Days

April 92.00%
May 85.71%
June 83.33%
Quarter 2 86.11%
July 74.07%
August 72.73%
September 76.74%.
Quarters 2 & 3 81.00%
October © 7 79.63%
November 76.09%
December 77.42%
Quarters 2,3 &4 79.76%

Answer Within
2004 2 Business Days
January 74.19%
February 77.27%
March 75.61%
Quarter 1 _ 75.53%
Apnil : 63.04%
May 73.91%
June 90.00%
Quarters 1 & 2 74.61%
July - 62.50%
August ' 65.00%
September 65.52%
Quarters 1,2:& 3 , 71.33%
Qcfober B67.00%
November 73.00%
December 85.00%
Calendar Year 2004 72.14%




Insulation of Southern Union’s MGE Operating
Division From Panhandle Business
and CrossCountry Business

Certificate of Compliance




Certificate of Compliance

STATE OF MISSOURI )
) ss.
COUNTY OF COLE )

Richard N. Marshall, Vice President and Treasurer for Southern Union Company,
of lawful age, on his oath states that for the period January 1, 2004, through March 31,
2004:

» Panhandle- Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity inferests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company; t '

+ Southemn Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southem Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

* Southemn Union did not transfer to Panhandle or any subsidiary thereof, directly-
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers;

» Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity; '

* Southern Union did not adopt indemmnify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the cumrent or future liabilities of
any Panhandle entity;

that he has knowledge of the matters set forth above; and that such matters are true and

correct to the best of his knowledge and belief.

Richard N. Marshall

Subscribed and sworn this % day of Wa{f e , 2004,

LORIRACKERS
- Osage County

My Commission Expires
. July 14, 0008 -

My Commission expires: 7// "// O\{




Certificate of Compliance

STATE OF PENNSYLVANIA )
) s8S.
COUNTY OF LUZERNE )

Richard N. Marshall, Vice President and Treasurer for Southern Union Company,
of lawful age, on his oath states that for the period April 1, 2004, through June 30, 2004:

» Paphandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company;

* Southern Union Company and MGE did not, directly or mdirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandlé entity, any equities or cash; 7

* Southern Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers; '

» Southem Union did mot, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other
securities of any Panhandle entity; '

* Southern Union did not adopt indemmify, guarantee or assume responsibility for
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity;

that he has knowledge of the matters set forth above; and that such matters are true and

correct to the best of his knowledge and belief.

Richard N. Marshall

Subscribed and sworn this | 3_4 éday of Q/ M ., 2004,
Otary P@JC . ‘ SR
My Commission expires: Notarial Seal S

. Sonny B Nafion, Notary Publl:c:' - S
City of Wilkes-Barre, Luzetne Cougty -
My Commission Expires JTune 1, 2008

Mamber, Pennsylvania Assodimion of Motarias




Certificate of Compliance
STATE OF PENNSYLVANIA

)
) ss.
COUNTY OF LUZERNE )
Richard N. Marshall, Vice President and Treasurer for Southern Union Company,
of lawful age, on his oath states that for the period July 1, 2004, through September 30,
2004: -

» Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Coropany; :

» Southern Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or securty for the debt of any Panhandle entity; give, transfer, invest,
contribute or loan to any Panhandle entity, any equities or cash;

» Southern Union did not transfer to Panhandle or any subsidiary thereof; directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers; '

» Southern Union did not, directly or indirectly, enter into any “make-well”
agreements, or guarantee the notes, debentures, debt obligations or other E
securities of any Panhandle entity; D e .

¢ Southemn Union did not adopt indemnify, guarantee or assume responsibility for i
payment of, either directly or indirectly, any of the current or future liabilities of
any Panhandle entity; S Thoe

that he has knowledge of the matters set forth above; and that such matters are true and

correct to the best of his knowledge and belief.

Richard N. Marshall

Subscribed and sworn thisé& day of W , 2004,

ofary P@i

~Pulille

..} - City of Wilkes-Barre, Luzere Coupazty
o M}t’y Commission Expires Jupe 1, 2006
- 5 “Tiomber, Perrsyvaria ASSocieion O NOR! 68

My Commission expires: | Notarial Seal




Certificate of Compliance

STATE OF PENNSYLVANIA )
- ) §s.
COUNTY OF LUZERNE )
Richard N. Marshall, Vice President and Treasurer for Southern Uniton Company,
of lawful age, on his oath states that:
1. Forthe period October 1, 2004, through December 31, 2004:

» Panhandle Energy or any direct or indirect subsidiary of Southern Union
acquiring or owning any equity interests in Panhandle were owned and operated
as a separate subsidiary of Southern Union Company:

e Southem Union Company and MGE did not, directly or indirectly, allow any
Panhandle debt to be recourse to them; pledge Southern Union or MGE equity as
collateral or security for the debt of any Panhandle entity; give, transfer, invest, .
contribute or loan to any Panhandle entity, any equities or cash;

* Southemn Union did not transfer to Panhandle or any subsidiary thereof, directly
or indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers; ‘ _ ' 7 ‘

-» Southern; Tnion :did not, directly or indirectly, enter into any “make-wel?”
agreéments, or guarantee’ the notes, debentures, debt obligations or other

se_cu;iti’es,o_fé:_ly Panhandle centity, coens Tt gmnany

. ;’S_outhem:'ﬂg_igni did not adopt, indemnify, guarantee or assurme resp__qnsibilify for
payment of, iéither direttly-or indirectly, any of the current or future liabilities of
any Panhandle entity, = ' iR U
2 For the period November 17, 2004 (the closing date of the:CrossCouniry
acquisition), through December 31, 2004: -

* CrossCountry Energy or any direct or indirect subsidiary of Southern.Union
acquiring or owning any equity interests in CrossCountry Energy were, owned and
operated as a separate subsidiary of Southern Union Company; FERE

* Southern Union Company and MGE did not, directly or indirectly, allow any
CrossCountry debt to be recourse to them; pledge Southern Union or MGE equity
as collateral or security for the debt of any CrossCountry entity; give, transfer,
invest, contribute or loan to any CrossCountry entity, any equities or cash;

¢ Southern Union did not transfer to CrossCountry or an subsidiary thersof, dizectly
or Indirectly, assets necessary and useful in providing service to MGE’s Missouri
customers; : U e

* Southern [Union did not, directly or indirectly, enter into any  “makg-well
agreements;, or guarantee the notes, debentures, debt obligations :or;, other
securities of any CrossCountry eritity; ' Lo

» Southemn Umonchd not adopt, indemnify, guarantee or assure IeSponS,l i

paymient of, efther directly or indirectly, any of the current or fufure iabifities.

N

any CrossCountry entity, 7% A e
3.%" 7 hat he has'knowledge of the matters set forth above; and that such matters

are tie ahid cdrrect to the best of his knowledge and belief. e

3




Zo o A

Richard N. Marshall

Subscribed and sWom this (B-H'\ day of \:j{, \bﬁ A ™ \..i; , 20085.

Nar

otary Pl@
My Commission expires: { Notaris] Sesl .
Bongy M. Mallon, Notary Public

ty of Wilkes-Barre, Luzerne County
My Commission Expires June 1, 2008

= ¥ AR T




