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I. INTRODUCTION AND BACKGROUND 1 

A. Identification of Witness 2 

Q. Please state your name and business address. 3 

A. My name is James G. Robinson.  My business address is Integrys Business Support, 4 

LLC, 200 E. Randolph Street, Chicago, Illinois 60601. 5 

Q. By whom are you employed and in what capacity? 6 

A. I am employed by Integrys Business Support, LLC (“IBS”), a service company providing 7 

services to, among others, The Peoples Gas Light and Coke Company (“Peoples Gas”) 8 

and North Shore Gas Company (“North Shore”), (collectively referred to as the 9 

“Utilities”). IBS, Peoples Gas and North Shore are subsidiaries of Integrys Energy 10 

Group, Inc. (“Integrys”). 11 

Q. What position do you hold with IBS? 12 

A. General Manager, Customer Relations of IBS.  13 

Q. What are your duties in your position with IBS? 14 

A. As General Manager of Customer Relations, I am responsible for all aspects of Customer 15 

Relations activities including managing the Customer Contact Center, Billing and 16 

Collection Operations, Managing Informal and Formal Commission Complaints, 17 

Customer bankruptcies and ensuring general compliance with Part 280.  18 

Q. What is your educational background? 19 
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A. I graduated from Valparaiso University and received a Bachelors of Science degree in 20 

Mechanical Engineering.  I also graduated from Northwestern University, Kellogg 21 

School of Management and received a Masters of Business Administration (MBA). 22 

Q. What is your professional background?  23 

A. Since May 1983, I have been employed initially by Peoples Energy Corporation, a 24 

wholly-owned subsidiary of Integrys, and its subsidiaries and later by IBS.  During this 25 

time, I have worked in numerous management positions including Director of Strategic 26 

Sourcing, General Manager of Construction, Director of Labor Relations, Manager of 27 

Revenue Assurance, Manager of Fleet & Materials Management, and Manager of 28 

Distribution Central District, among other positions. 29 

B. Purpose of Rebuttal Testimony 30 

Q. What is the purpose of your rebuttal testimony in this proceeding? 31 

A. The purpose of my rebuttal testimony is to respond to the portion of the Office of the 32 

Attorney General (“AG”) and Environmental Law & Policy Center (“ELPC”) witness 33 

Scott Rubin‟s testimony in which he states that some of the Utilities‟ Service 34 

Classification (“S.C.”) No. 1 customers are misclassified between “heating” and “non-35 

heating.” 36 

C. Summary of Conclusions 37 

Q. Please summarize the conclusions of your rebuttal testimony. 38 

A. I conclude that Mr. Rubin‟s analysis is flawed because he focuses on usage as the basis 39 

for determining if a customer uses gas for space heating or not, and the Utilities‟ 40 

approach of classifying customers based on  their gas appliances is more accurate. 41 
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D. Itemized Attachments to Rebuttal Testimony 42 

Q. Are there any attachments to your rebuttal testimony? 43 

A. No. 44 

II. CLASSIFICATION OF S.C. NO. 1 CUSTOMERS 45 

Q. AG/ELPC witness Mr. Rubin states that it appears some North Shore and Peoples 46 

Gas customers are misclassified as between heating and non-heating.  Rubin Dir., 47 

AG/ELPC Ex. 3.0, 3:55-60, 6:130 - 14:292.  Do you agree with Mr. Rubin’s 48 

conclusions? 49 

A. No.  My fundamental disagreement is that Mr. Rubin correlates gas usage with whether 50 

the customer is a heating or non-heating customer.  While the Utilities agree, and would 51 

often expect, usage to have a high correlation with whether a customer is a heating 52 

customer or not, the appropriate criterion under S.C. No. 1 is what appliances are 53 

associated with the customer‟s account.  For purposes of my testimony, I accept the 54 

accuracy of Mr. Rubin‟s analysis to the extent it identifies accounts with usage falling 55 

outside the levels he selected. 56 

Q. Is Mr. Rubin correct that the Utilities themselves correlated low usage with non-57 

heating accounts? 58 

A. Mr. Rubin is correct that the Utilities used a heating and non-heating customer distinction 59 

to address the Commission‟s directive to distinguish between low use and high use S.C. 60 

No. 1 customers.  For the reasons explained in Docket Nos. 12-0511/12-0512 (cons.), this 61 

was a sound way to draw the distinction that the Commission sought.  However, the 62 
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Utilities assign customers to S.C. No. 1 heating or non-heating based on whether a 63 

customer uses gas for space heating or not.   64 

Q. Why do the Utilities assign customers based on how a customer uses gas and not 65 

usage levels? 66 

A. This is the distinction in the tariff that the Commission approved to implement the 67 

bifurcation of S.C. No. 1.  S.C. No. 1 states that “„Heating Customers‟ are customers who 68 

use gas as their principal source of space heating requirements.  „Non-Heating 69 

Customers‟ are customers who do not use gas as their principal source of space heating 70 

requirement.”  In other words, what matters is what appliances a customer has and not the 71 

way the customer uses those appliances in a given year, i.e., not whether the customer 72 

uses more or less gas in a given year relative to some benchmark.  Moreover, relying on 73 

usage could easily lead to misclassifications.  74 

Q. Why could relying on usage lead to misclassifications?  75 

A. First, customer turnover is high.  Indeed, Mr. Rubin‟s analysis excluded many accounts 76 

because they did not have a full twelve months of consumption data.  Thus, if the Utilities 77 

relied on raw data about usage and changed the heating or non-heating designation based 78 

on usage, they may be making frequent changes that have nothing to do with whether the 79 

customer uses gas for space heating.  For example, if a unit with gas space heating is 80 

vacant during the winter months, the usage at that unit will be low and may appear to be a 81 

non-heating unit.  Moreover, tracking usage at the address, and not account level, will not 82 

remedy that situation.  Second, as discussed below, many reasons exist that can cause 83 

usage to fall outside the boundaries that Mr. Rubin used. 84 
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Q. Why are the gas appliances a customer has on his account a better indication of 85 

“heating” or “non-heating” status than annual gas usage? 86 

A. Gas usage can vary from the general rules of thumb described in Mr. Rubin‟s testimony 87 

for many reasons.  Examples include: 88 

 Customers on the upper floors of multi-unit buildings may have lower gas usage 89 

than those on lower floors.  I describe this in more detail below. 90 

 Vacant or unoccupied premises may still have active accounts.  This circumstance 91 

could occur for several reasons, including a customer who has a second residence. 92 

 Weather can cause significant year-to-year fluctuations. 93 

 The type of heating appliance may lead to lower usage.  For example, a small 94 

apartment or house may have only a small wall heater and not a large furnace. 95 

 Some customers may supplement their gas heat with electric space heaters, which 96 

may reduce gas use.  These customers could keep their thermostat at a low 97 

temperature but use a space heater. 98 

 Non-registering or slow meters may contribute to low levels of recorded usage.  99 

In these cases, the data that Mr. Rubin analyzed showed annual usage, but, for 100 

part of that time, the meter may not have been registering, thus leading to the 101 

perception of little or no usage in some months. 102 

 Tampering may cause recorded usage to be low.   103 

Moreover, while it appears that Mr. Rubin took steps to limit his analysis to accounts 104 

with a full year‟s usage, many accounts have only partial year‟s usage.  This means that 105 

the Utilities could not apply the annual benchmarks that Mr. Rubin used to classify all 106 
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accounts.  Consequently, the Utilities base their classification on the appliances 107 

associated with the customer‟s account and do not rely on usage. 108 

Q. Did the Utilities conduct any review of the specific accounts identified in 109 

Mr. Rubin’s analysis? 110 

A. Yes.  The Utilities did not try to analyze every account identified by Mr. Rubin, and in 111 

the limited time available, it would not be feasible to visit every premises and conduct a 112 

physical inspection and inventory of appliances at each premises.  However, the Utilities 113 

reviewed and examined some of the accounts that appear to meet Mr. Rubin‟s criteria.  114 

The Utilities‟ review confirms that their customer classifications are generally accurate 115 

although the review was inconclusive in some cases.  A common circumstance was 116 

residents of multi-unit buildings.  Customers with relatively low usage occupied units on 117 

upper floors.  Residents of lower floors in the same building used more gas.  The 118 

residents in the upper floors used less gas because heat from the lower floors warms their 119 

units.  In a multi-unit building with individually metered units, it is reasonable to 120 

conclude that all units are either heating or non-heating, i.e., for a gas heated building, 121 

either the heat is in a building account and metered through a master meter or each 122 

resident has individually metered service.  The data available to Mr. Rubin did not 123 

include account addresses, so he was unable to see that his analysis could, and in some 124 

cases did, lead to the improbable result of a multi-unit building being a mix of heating 125 

and non-heating units. 126 

Q. You have focused on circumstances that could produce usage lower than the levels 127 

Mr. Rubin identified.  He also concluded that some accounts classified as non-128 
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heating appear to be heating accounts.  Is there a reason a non-heating account 129 

could have high usage? 130 

A. Yes.  The most common reason for this is a customer who uses a range to heat an 131 

apartment.  The customer does not have space heating appliances but is using the heat 132 

from a gas range to heat his home.  This can occur if the building has gas heat, but the 133 

owner or property manager is not providing heat that the customer finds adequate.  134 

Q. How do the Utilities determine the appliances associated with a customer’s account? 135 

A. The Utilities have long-standing processes, pre-dating the introduction of heating and 136 

non-heating rates in S.C. No. 1, to identify the customer‟s appliances.  These processes 137 

involve both inquiries when an applicant or customer interacts with a customer service 138 

representative or a physical inspection of the premises.  For example,  139 

 As part of the service turn-on procedure, the customer service representative will 140 

verify the appliances with the applicant.  Appliances include a range, central 141 

heating plant, automatic water heater, space heater, boiler and any other-gas fired 142 

equipment. 143 

 Generally, when an applicant calls to initiate service, the default designation is the 144 

existing or previous account type.  If the customer service representative receives 145 

information that is inconsistent with that designation, this will trigger a field order 146 

for physical confirmation at the premises.  Thus, for example, if Apartment 123 is 147 

classified as a heating account with a boiler, but the applicant states that he has 148 

only non-heating appliances, this triggers a field order. 149 

 When the utility changes out or installs a meter, this requires a physical inspection 150 

of the premises and a verification of appliances. 151 
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 If a customer is seeking low income home energy assistance program 152 

(“LIHEAP”) funding but his account is a non-heating account, this will trigger a 153 

physical inspection to verify the appliances, as non-heating accounts are not 154 

eligible for LIHEAP. 155 

 For new construction, the utility will work with the contractor to ascertain the 156 

appliances that will be at the premises.  This is necessary for the utility to 157 

determine the pipe to install, meter size and other information needed to establish 158 

service.   159 

 In many cases, if utility personnel are at a premises, they inspect and note the 160 

appliances, which are then updated in the Utilities‟ system.  For example, if utility 161 

personnel are responding to a gas odor complaint, they will catalog the 162 

appliances.  163 

These processes help keep the Utilities‟ records current and accurate.  Certainly, some 164 

customers may be misclassified.  However, using appliances as the criterion to determine 165 

whether a S.C. No. 1 customer is a heating or non-heating customer and the many 166 

methods that the Utilities use to keep track of appliances at each customer location help 167 

ensure a high level of accuracy in classifications.  By contrast, relying on usage data 168 

could produce shifts that have no solid basis in whether the customer has space heating 169 

equipment.   170 

Q. Other than avoiding billing inaccuracies, is there any other reason that accuracy of 171 

classifications is important? 172 

A. Yes.  The Commission‟s rules (83 Ill. Admin. Code Sections 280.130 and 280.135) 173 

govern service discontinuance.  Some rules apply specifically to customers using gas for 174 
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space heating and provide added protection against service discontinuance.  Were the 175 

Utilities to switch customers to a non-heating designation based on usage falling below 176 

some level and that customer did, in fact, have gas space heating, the Utilities would not 177 

know the customer was entitled to these Part 280 protections. 178 

Q. Does this conclude your rebuttal testimony? 179 

A. Yes. 180 


