CMA Coordination Call Briefing

January 28, 2019
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(Columbia Gas:




Standing Agenda

o Headlines

o Self-mitigator status

® Temp heat, winterization, relights
® Temporary Housing

o Claims

o Communication

o Discussion topics
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Headlines

= We have now relit 99.9% of residential meters; only 7 self
mitigators with work remaining

= We have restored 99.8% of businesses to service; only 1 self
mitigator remains

= Roadway patches held up through recent snow removal, we
will continue to monitor
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| DATA AS OF 8pm on 01/27/2019

Self mitigators with action remaining

# of meters
Il Lawrence M North Andover
Andover
[ ] 7 7
6
4 4
3 1 0 0
Self-mitigators  Relit but Incomplete Status Scheduled Waiting on Work Inspection
awaiting awaiting  self mitigators assessment and on track claims or parts underway Ready
relight confirmed in progress
appliances or
exit from

Temp Housing
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| DATA AS OF 01/27/2019

Residential relights, winterization, temp heat and temp housing

Relights
Residential
Residential Residential relights, % of

Municipality relights, #to date meters, #in total meters

Lawrence 4,267 4,271 99.9%

Andover 1,634 1,637 99.8%

North

ArEleEr 1,214 1,214 100%

Total 7,115 7,122 99.9%

Highlights

1 residential self mitigator relit; 4 opt outs returned
and relit

Only 2 temp heat settings remaining, both of which
are at churches in Lawrence

8 of the 10 winterized properties have long-term
repair requirements

1 family in temp housing returned home; several in
process of obtaining permanent housing
assistance

Winterization Temp Heat Temp Housing
_ # of # of # of
Metric meters Change  Metric meters Change  Metric families Change

Total winterized 190 0 Total installed 963

Remaining to be relit 10* -1 2
removed

*Includes 2 opt outs
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DATA AS OF 01/27/2019

Equipment repair & other requests

Heating & Hot Water Related Requests Highlights

* We continue to monitor heating & hot water requests
Request Total = Customers call dedicated closely with changes in temperatures
_ hotline 24/7 for repair = Over 5,500 total requests received since November 16"
AL 8 service = 8 of the 43 total open requests relate to varying degrees of
= We prioritize heating & hot heating and/or hot water issues
Heating & Hot 0 water requests so that a = 33 furnaces/boilers repaired during rapid relight have been
Water locally retained plumber or replaced
HVAC contractor is onsite
Hot Water 0 within an hour
= QOther requests (carpentry,
8 electrical, etc) are logged
and coordinated with
customers

Heating & Hot Water Requests Received vs Resolved

Total Open Equipment Repair & Other Requests
120

Date Received Resolved
100 101
1/27/19 10 21
1/26/19 4 10 “ a
70

1/25/19 9 9 o 5
1/24/19 4 10
1/23/19 14 24
1/22/19 60 40
1/21/19 56 41

Total 157 155 Total Open Requests e Open Heating & Hot Water Requests
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DATA AS OF 1/26/2019 at 11pm

Claims

Change Since Highlights

Last Report ~Cumulative | = Rent reimbursement

— 1,572 landlords confirmed
Claims registered, # — 1,481 landlords paid (94%)
—  $8.1M paid

* Escalations
— 1received since last report for
housing relocation
— No new Ombudsman referrals

Claims registered, #

10 28 e

, , , 13 e oo R
$89.3 $70.9 $18.5 $0.0 $0.0 $2.3 $0.8 $0.3 s1.1 $13.8
Claims Claims Closed Active New Claims Contact Information Information Subsequent Resolution Payment

Registered Difficulty Gathering Analysis Information
Gathering
Total claims paid, $M
G Attorney Representation (281/1.1%) and Subrogation (316/1.3%) across multiple statuses >
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Communications

IMAGE OF THE DAY

COLUMBIA GAS

EQUIPMENT
REPAIR PLAN

See reverse side for Spanish

b Gas

Tho EQUPMENT REPAR PLAN s ur conmiment o
you to cove all otural

How dos s coneage ekt
Kyour

What | bad speclalty natural gas applances Intalied
atmy home or business (LE. Firepiaces, pool heat
gas i, fryers, dishwashers, etc) Are those covered
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theough the equipment repalr pan?
W

tus 24/7

ur intent is ¥
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during the covarage period.

Does this void the manutactar ranty for the

natural gas equipment that wa Mma

The manufocturer’s mmky willnot be voided by cur

EQUIPMENT WAI m manufocturar’s warranty
i olumbia Gos

Hy gas was tumed off for 2 whie, but | wasit

H'/' on st

Goro mmhmmr:m ||mcmmafa|1a r from
date of installation or rapair.

¥
customars.

¥ wai
Yo repair my equipment?

The EQUIPMENT REPAIR PLAN iz availabla only to
thosa customars whoza aquipmant was impacted
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(CONTACT INFORMATION

AFFECTED CUSTOMER HELPLINE: 1866-388-3230

GAS EMERGENCY: 1-800-525-8222

ropsir support and assistance you need.

PROPERTY CLAIMS HELPLINE: 1:800-500-5571
COLUMBIAGASMA.COM

Columbia Gas Equipment Repair Plan
Introduced to Impacted Customers in
Merrimack Valley

| DATA AS OF 01/27/2019

Social Media Customer Care Questions
« High Billing Issues

* Restoration questions (Merrimack St. in
particular)

* Mass Save questions

Social Media Proactive Content
 Back to Business
* Construction work in Lawrence

« Zone Commander video #1—Inspection
Stickers--and video #2—Clearing Ice and
Snow from Meters

Media Relations
« Equipment Repair Plan

Customer Communications
« Equipment Repair Plan

« Impacted Customer Billing

Columbia Gas @ColumbiaGasMA.com | nhttps://www.facebook.com/CqumbiaGasMA | Y @ColumbiaGasMA
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Discussion topics

= Continued drive towards customized solutions
for remaining residential & commercial self
mitigators; opt out customers are on their own
longer term schedule

= Finalized customer letters regarding asbestos at
significantly damaged properties

= |mpacted customer billing resumes Friday, with
restoration credits
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CONTACT

Columbia Gas Contact Information

Affected Customer Hotline (866)-388-3239

Property Claims Number (800)-590-5571

N,

Columbia Gas

Temporary Housing number
(select language and then select option 3) (800)-590-5571
Available 24/7

Call 911 or

Gas Emergency Line (800)-525-8222

439 South Union Street, Lawrence:

Claims Center and Mon. — Fri. 7a.m. —7p.m.; Sat. 9a.m.-2p.m.
Back-to-Business
Locations

(see website for Mon. — Fri. 12 p.m. — 8p.m.; Sat. 9a.m. — 2p.m.
availability)

45 Main St. Andover: Back-to-Business

115 Main St. North Andover:
Mon. — Fri. 12p.m. — 8p.m.

For online information visit
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http://www.columbiagasma.com/

