I North American Energy Standards Board
1100 L ouisiana, Suite 3625, Houston, Texas 77002

| Phone: (713) 356-0060, Fax: (713) 356-0067, E-mail: naesb@aol.com
Home Page: www.naesh.org

RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Supplier / Utility Interface
CATEGORY : Creditworthiness

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas
2. What isthe date of this response?
April 7, 2003
3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light delivery area) and Ohio (DEO and CGO ddlivery aress)
4. How often isthe Ddivery Service Suppliers creditworthiness reviewed?
The LDC reviews marketer creditworthiness by its own schedule. This company
reviews the creditworthiness of the LDC annualy.
5. What are the creditworthiness determinants?
The LDC sfinancid statement is anadyzed by our Credit Department using sandard
credit tools and analyss.
6. How do you cdculate the security requirement?
We cd culate our maximum exposure at risk and then determine the security
requirement.
7. What types of security instruments are adlowed?
Security may be posted in the form of cash, aletter of credit, or a surety bond.
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8. When may the Locd Didribution Company cal on the security?

The LCO may cdl on the security for the exposure if the amount is generdly driven
by the number of customers supplied by a marketer in the respective LDC.

Survey for the Retail Gas Quadrant, Gas Practices Inventory Task Force — March 27, 2003
Page 2



I North American Energy Standards Board
1100 L ouisiana, Suite 3625, Houston, Texas 77002

| Phone: (713) 356-0060, Fax: (713) 356-0067, E-mail: naesb@aol.com
Home Page: www.naesh.org

RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Technicd Electronic Implementation Subcommittee
CATEGORY : Customer Information

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas

2. What isthe date of this response?
April 7, 2003

3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light delivery area) and Ohio (DEO and CGO delivery aress)

4. What type of higtoricd customer information is available to the Delivery Service
Provider?
At enrollment, a customer must provide sufficient informetion to identify a service
location and account with the LDC. After acustomer enrolls with the marketer, if the
information provided is verified, the LDC then gives the marketer a consumption
history for the last 13 meter cycles.

5. How isthe customers credit information shared with the Ddlivery Service Provider?
It is not shared when marketer has sole hilling respongbility

6. How quickly must the Loca Digtribution Company respond to the Delivery Service
Provider' s request?
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The LDC' s response to the marketer must conform to the regulations of the Georgia
Public Service Commission or the Public Utilities Commisson of Ohio.

7. How isthe customers meter read data (consumption) shared with the Delivery
Service Provider?
The LDC reads the meter in both Ohio and Georgia, then provides that information to
the marketer dectronicdly.

8. Wha arethe Ddivery Service Provider’s limits on the use of the customer
information?
Customer meter reading datais used to generate a monthly statement, to calculate
payments for alevd hilling program, and in forecasting the supply needs for the
marketer.

9. What are the rules governing the use of customer mailing lists?
Customer mailing lists can be purchased from the LDC for use by the marketer

pursuant to the state’ s specific rules on the use of customer data.
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RETAIL GAS QUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY : Uniform Utility Billing and Collection Services and Cherges

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas

2. What isthe date of this response?
April 7, 2003

3. What jurisdiction are these responses for?
Ohio (DEO and CGO dédlivery areas)

4. What information must be provided on the Loca Digtribution Company’ s invoice to
the Delivery Service Provider?

5. What are the invoice payment terms?

6. How are billing questions and disputes managed between the Local Digtribution
Company and the Ddlivery Service Provider?

7. How are overpayments managed between the Loca Distribution Company and the
Ddivery Service Provider?
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY:: Billing Agency Arrangements

1. What entity do you represent?
2. What isthe date of this response?
3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light delivery ared) and Ohio (DEO and CGO delivery areas)
4. What are the Delivery Service Provider’ s obligations as the customers’ billing agent?
5. What are the Locd Didribution Company’s obligations in adminigtering the billing
agency arrangement?
6. What are the provisonsfor the use of a*“lock box” payment mechaniam?
7. What are the provisons for terminating the billing agency arrangement?
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY : Dispute Resolution Process — Suppliersand LDCs

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas
2. What isthe date of this response?
April 7, 2003
3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light delivery area) and Ohio (DEO and CGO ddlivery aress)
4. What istheinitid notification process for a digoute between a Ddlivery Service
Provider and aLocd Didtribution Company?
5. What isthe hierarchy of payments between the Loca Digtribution Company and the
Delivery Service Provider?
In Ohio, the LDC is paid firgt, the marketer second.
In Georgia, the marketer is paid first, the LDC second, though the LDC hills for the
month to come and the marketer bills the customer for the month just past. The
marketer must recover from the customer what has aready been paid to the LDC.
6. What istheir requirement to meet to resolve a dispute?
Disputes between marketer and the LDC are covered by the regulations of the state’s
utility commission.
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7. When does the Public Service Commission become involved during dispute
resolution?
The state commission would only become involved if the parties cannot resolve the
dispute and aforma complaint had been lodged with the state by one of the parties.
8. What dternate methods are available to resolve disputes?

There are no forma methods other than the courts.
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY : Dispute Resolution Process — Suppliers and Customers

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas

2. What isthe date of this response?
April 7, 2003

3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light delivery area) and Ohio (DEO and CGO ddlivery aress)

4. What isthe process for resolving a dispute between a Ddlivery Service Provider and a
customer?
In both jurisdictions, the customer is required to inform the company of a dispute.
The company isrequired to respond to the customer’s complaint. If the customer is
not satisfied, acomplaint may be filed with the sate. If the State determines that there
is evidence the marketer has violated a commission regulation or the law a hearing
before a hearing officer may be scheduled. The state may not impaose a resolution of
the dispute unless a violation has been found.

5. What isthe hierarchy of payments between the Locd Didribution Company and the
Ddlivery Service Provider?
In Ohio, the LDC is paid firdt, the marketer second.
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In Georgia, the marketer is paid firgt, the LDC second, though the LDC bills for the
month to come and the marketer bills the customer for the month just past. The
marketer must recover from the customer what has aready been paid to the LDC.

6. What isthe requirement for a Delivery Service Provider to resolve a dispute?

See question 4.

7. What isthe requirement for a Delivery Service Provider and aLocd Didtribution
Company to work together to resolve a dispute between a Delivery Service Provider
and acustomer?

Thereis no requirement unless the commission determines a violation has occurred.
In practice the LDC and the marketer generdly work together to resolve a customer’s
dispute.
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY:: Billing and Payment Processng - Dud Billing

o N o O

What entity do you represent?

Shell Energy Services Company, L.L.C., amarketer of naturd gas

What is the date of this response?

April 7, 2003

Wheat jurisdiction are these responses for?

Georgia (Atlanta Gas Light ddlivery areq) and Ohio (DEO and CGO delivery aress)
What are the billing options?

This does not gpply to ether ddivery area.

Who are the billing parties?

What billing format is used and how isit determined?

What are the minimum dements on a Ddivery Service Provider’ s hill?

How are hilling determinants communicated between the Ddlivery Service Provider
and the Loca Digtribution Company or other billing party?
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY : Billing and Payment Processing — Utility Consolidated Billing

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of natural gas

2. What isthe date of this response?
April 7, 2003

3. What jurisdiction are these responses for?
Ohio (DEO and CGO dédlivery areas)

4. What arethe billing options?

5. What are the requirements for the Loca Digtribution Company to provide a
consolideted bill?

6. What isthe hierarchy of payments between the Loca Distribution Company and the
Ddivery Service Provider?

7. What are the functions and responghilities of the Local Digtribution Company and
the Ddlivery Service Provider?

8. What are the minimum eements on a consolidated bill?

9. How are payments processed between the Loca Distribution Company and the
Ddlivery Service Provider?
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RETAIL GASQUADRANT
GASPRACTICESINVENTORY TASK FORCE
Survey

March 27, 2003

SUBCOMMITTEE: Customer Processes Subcommittee
CATEGORY : Billing and Payment Processing — Supplier Consolidated Billing

1. What entity do you represent?
Shell Energy Services Company, L.L.C., amarketer of naturd gas

2. What isthe date of this response?
April 7, 2003

3. What jurisdiction are these responses for?
Georgia (Atlanta Gas Light ddlivery area)

4. What arethe billing options?
All billing is done by the marketer/supplier following the LDC's meter reading
cdendar. Mogt suppliers offer alevd billing option for resdentid customersand a
summary hilling option for commercia customers with multiple accounts.

5. What are the requirements for the Delivery Service Provider to provide a consolidated
bill?
The marketer must receive from the LDC sufficient information to caculate the
LDC' s charges for acustomer.

6. What isthe hierarchy of payments between the Loca Distribution Company and the
Ddlivery Service Provider?
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The LDC bhills the marketer for the upcoming month with al chargesfor dl
customers, as determined by a market census, included in one statement. The
marketer must recover from the customer.

. What are the functions and responsbilities of the Loca Distribution Company and
the Ddlivery Service Provider?

The marketer does dl hilling. Other than providing the required information for
billing its charges, the LDC has no responghility for billing the customer.

. What are the minimum dements on a consolidated bill?

The basic statement includes: the LDC' s charges, the marketer’ s commodity charges,
the marketer’ s customer charges and dl state and locdl taxes. Any other LDC
charges, for specid sarvices, are aso included on the statement.  Other information,
as required by the gtate, including meter readings, reading dates, the LDC identifier,
and various multipliers may aso appear on the statement.

. How are payments processed between the Loca Distribution Company and the
Déivery Service Provider?

Not applicable
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