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Overview of ObjectivesOverview of Objectives

• Ipsos-Reid was commissioned by Enbridge Gas Distribution (“EGD”) to 
conduct quantitative survey research for residential (rate 1) and small 
commercial1 (rate 6) customers to understand their sensitivity to price 
volatility and related issues.  The specific objectives of the research were 
to:
– Assess customers’ level of knowledge, understanding and expectations about gas 

pricing and EGD’s role in the process
– Determine customers’ expectations about gas prices and their sensitivity to price 

volatility
– Understand customers’ preferences for risk management strategies in general and 

under different market conditions
– Determine customers’ preferences for the frequency of administering bill adjustments

1 “Small Commercial” includes commercial, industrial, institutional and multi-residential customers with an 
annual natural gas consumption of <= 75,000 m3.
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MethodologyMethodology

• A total of 1200 telephone interviews (computer assisted telephone 
interviewing) were conducted among 800 residential (rate 1) customers 
and 400 small commercial (rate 6) customers. 

– With a sample size of 800, results are considered accurate to within +/- 3.5%, at a 95% 
confidence level.

– With a sample size of 400, results are considered accurate to within +/- 4.9%, at a 95% 
confidence level.

• Interviews were conducted between November 22nd and December 7th, 
2004.  

• Respondents were screened to ensure the interview was conducted with 
the person in the household or business that was responsible for making 
decisions regarding energy-related products and services and paying the 
monthly natural gas bill. 

• Based on Enbridge Gas Distribution’s records, 
– Of the 800 residential customers interviewed, 382 were system gas customers and 418 

were direct purchase customers,  
– Of the 400 commercial customer interviewed, 193 were system gas customers and 

207 were direct purchase small commercial customers. 
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Methodology ContMethodology Cont’’dd……

• The reporting of the results focuses on:
– All customers (combined residential and small commercial responses)
– Residential versus small commercial

• Some results are also presented based on customers’ awareness of their 
natural gas commodity supplier:

– System Gas (“SG”) Actual:  System Gas customers who are aware that they purchase
their natural gas commodity from Enbridge

– Direct Purchase (“DP”) Actual:  Direct Purchase customers who are aware that they 
purchase their natural gas commodity from a broker

– Direct Purchase (“DP”) – System Gas Perceived:  Direct Purchase customers who 
believe they purchase their natural gas commodity from Enbridge

– System Gas – Direct Purchase (“DP”) Perceived:  System Gas customers who believe 
they purchase their natural gas commodity from a broker

Note:  The sums of the individual response categories may not add to 100% due the 
effect of rounding.
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Executive SummaryExecutive Summary
Understanding and Perceptions of Natural Gas Pricing
• While the majority of system gas customers are aware that they purchase their 

natural gas commodity from Enbridge Gas Distribution (90%), nearly three-in-five 
direct purchase customers (58%) continue to believe they purchase their natural 
gas commodity from Enbridge.

• Three-quarters of customers (75%) expect the market price for the natural gas 
commodity will increase over the next year.

• Sixteen percent of all customers (13% of residential and 22% of small commercial 
customers) believe that utilities like Enbridge have the most responsibility when 
dealing with issues related to natural gas pricing.

• More than four-in-five of all customers (83%) believe that Enbridge makes a profit
from the price charged for the supply of the natural gas commodity.

• More than one-third of all customers (35%) think that the market price that 
Enbridge pays for the natural gas commodity it buys remains stable over the year.

• According to just over one-half of all respondents (54%), Enbridge should 
purchase the natural gas commodity at a fixed price instead of a floating rate.
– Direct Purchase customers (56%) are somewhat more likely than System Gas 

customers (47%) to say that the company should purchase natural gas at a 
fixed rate.
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Executive Summary ContExecutive Summary Cont’’dd……
Sensitivity to Price Volatility
• 57% of all customers think it is more important to maintain a steady price than to 

obtain the lowest price.
– Somewhat more small commercial than residential customers believe it is 

more important to maintain a steady price than to obtain the lowest price (62% 
vs. 55%). 

– Direct purchase customers are more likely than system gas customers to find 
a steady price to be most important (63% DP Actual versus 51% SG Actual).

• Customer expectations about the future of natural gas prices seem to affect their 
sensitivity to price volatility.  Customers that expect the market price for natural 
gas to increase over the next year are more likely to: 
– prefer that Enbridge purchase natural gas at a fixed rate (56% versus 41% for 

customers who expect a price decrease)
– believe that maintaining a steady price is more important than obtaining the 

lowest price (58% versus 35% for customers who expect a price decrease).
• Only one-half (50%) of customers report noticing a bill adjustment made to their bill 

in the past year.
– More small commercial than residential customers have noticed the 

adjustments (54% versus 48%).  
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Executive Summary ContExecutive Summary Cont’’dd……
Sensitivity to Price Volatility Cont’d
• For all customers, as the amount of the bill adjustment increases, there is a 

reduced willingness to accept price fluctuations. 
– However, even at the highest level tested ($100), nearly one-half of customers 

(48%) reported they would be very or somewhat willing to have the commodity 
portion of their bill fluctuate by this amount in any one year (period of time).  

• Small commercial customers are somewhat more willing to accept a
fluctuation of $100 than are residential customers (52% versus 46% 
very/somewhat willing).

– At the $75 level, almost three-in-five of all customers are willing to have the 
commodity portion of their bill fluctuate by this amount (56% very/somewhat 
willing).

– At the lowest levels tested, the majority of all customers are willing to accept 
the fluctuation on their bill (78% very/somewhat willing at $25; 68% 
very/somewhat willing at $50).

– There is little variation in customers’ willingness to accept bill fluctuations at 
the levels tested among type of customer (DP or SG) or supplier awareness..
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Executive Summary ContExecutive Summary Cont’’dd……
Adjustment Frequency Preferences
• In general, about six-in-ten of all customers (58%) would prefer that Enbridge 

make smaller, more frequent adjustments to their bill, and four-in-ten of all 
customers (40%) would prefer a one-time, year-end adjustment.  
– More small commercial than residential customers prefer smaller, more 

frequent adjustments (63% versus 55%). 
• While the proportion of all customers who prefer frequent adjustments increases 

as the amount of the debit/credit increases, more of all customers prefer frequent 
adjustments under the refund scenario than the payment scenario at all 
adjustment levels.  
– Under the payment scenario, small commercial customers are significantly 

more likely to prefer a one-time adjustment than residential customers at each 
level tested.

Risk Management Strategy Preferences
• When no price point is attached to the question, the risk management strategy 

preferences of all customers rank as follows:
– creating a high and low limit around the current price (33%)
– purchase insurance (26%), 
– fixing prices at current levels (25%).
– do not manage the price risk in any way (15%) 
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Executive Summary ContExecutive Summary Cont’’dd……
Affect of Price Decrease on Strategy Preference
• When presented with a scenario of a 50% price decrease, nearly two-thirds of all

respondents (64%) who originally stated a preference for Enbridge to fix prices at 
current levels indicated the scenario would change their response.

• Almost one-half (45%) of these chose a new strategy that allowed them some 
benefit from falling prices (7% of all respondents; 29% of those who originally 
selected the strategy).  

• Seven percent of those who originally chose an approach that afforded some 
protection from increasing prices now opted for Enbridge to NOT manage the price 
risk in any way.

Affect of Price Decrease on Strategy Preference
• When presented with a scenario of a 50% price increase, less than one-third 

(32%) of all customers who initially preferred that Enbridge not manage the price 
risk indicated the scenario would change their response.

• Six-in-ten (60%) of these chose a new approach that afforded some protection 
from increasing prices (3% of all respondents; 19% of those who originally 
selected the strategy).  
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RecommendationsRecommendations

• Any issue related to “price” represents a very special challenge to 
Enbridge: 

– Residential and small business consumers think that the price they pay for the 
commodity will continue to rise

– Consumers ultimately associate pricing issues with the utility and government
– And consumers are generally confused on related issues such as who is profiting, what 

the regulatory environment is, etc.

• In this environment opinion is more divided than polarized one way or the 
other on options/ideas for preferences and actions on price-related 
issues:,

– Fixed and steady tend to win out over floating and lowest in defining consumer 
preferences, although opinion is divided 

– One-time wins out over more frequent in terms of general adjustment frequency 
preferences when the potential refund or payment are at lower levels, while more 
frequent wins out over one-time as the payment/refund levels increase (especially in the 
case of a payment) 

– The vast majority of consumers want Enbridge to execute some kind of strategy to help 
manage the potential risk for large fluctuations in commodity prices; however preference 
is split between fixing prices at current levels, purchasing insurance or creating a 
high/low price band around the current price
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Recommendations ContRecommendations Cont’’dd……

• This suggests that there is a consumer environment:
– With potential for skepticism about any changes that Enbridge might introduce 

on “pricing issues”
– Regardless of any changes made, there is a sizeable proportion of consumers 

who will be more receptive and a sizeable proportion of consumers who will be 
less receptive to any change

• With this in mind, if the basic principle used by Enbridge in making 
some of its strategic decisions is that “the majority rules,” then the 
study results suggest that:

– $75 represents the cut-off in terms of acceptable fluctuation in the commodity 
portion of consumers’ bills among residential customers, and

– $100 is the level among commercial customers. 

Original
EB-2005-0001

Exhibit A3
Tab 3

Schedule 1
Attachment

 EB-2006-0034   Exhibit K2.5



Prices and Regulation

Original
EB-2005-0001

Exhibit A3
Tab 3

Schedule 1
Attachment

 EB-2006-0034   Exhibit K2.5



16
Q1. Who do you purchase your natural gas commodity from? 

Natural Gas Supplier AwarenessNatural Gas Supplier Awareness

• Nearly six-in-ten (58%) direct purchase customers continue to believe that they purchase their natural gas 
commodity from Enbridge Gas Distribution.  Less than a third (32%) are aware that they are direct purchase 
customers. 
• Comparatively, the majority (90%) of system gas customers identified Enbridge as their supplier.
• Residential and Small Commercial customers are equally as likely to be able to identify if they are system 
or direct purchase gas customers.

72Don’t know

31Other

1-Superior

31Gas Marketer (unknown)

625574N=

51Ontario Energy Savings Corporation

235Direct Energy

327Direct Purchase Net

5890Enbridge (System Gas)

Direct 
Purchase 

Customers

System Gas 
Customers
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44

44

43

49

46

40

36

35

39

43

25

31

38

12

12

13

8

18

17

8

1

1

1

1

2

1

1

1

1

1

3

8

6

4

13

41

7

6

4

Total

Residential

Small Commercial

System Gas Actual

Direct Purchase Actual

DP – System Perceived

System – DP Perceived

Increased a lot Increased somewhat Stayed the same
Decreased somewhat Decreased a lot Don’t know/no opinion

Q2. Thinking specifically about the market price for the natural gas commodity, over the past two years, would you say the price has increased a lot, 
increased somewhat, stayed the same, decreased somewhat, or decreased a lot?

Perceptions of the Market Price of Natural GasPerceptions of the Market Price of Natural Gas
Four-in-five customers believe that the market price for the natural gas commodity has increased over the past 
two years (80% increased a lot/somewhat) and one-in-ten believe it has stayed the same (12%).  These results 
are consistent for both residential and small commercial customers.  However, System Gas customers (84%) 
are somewhat more likely to believe the price has increased than are Direct Purchase customers (74%).
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Q3. And, over the next year, do you think the market price for the natural gas commodity will increase, decrease or stay the same?

Perceptions of the Future of Natural Gas PricesPerceptions of the Future of Natural Gas Prices

In addition, three-quarters of customers (75%) expect the market price for the natural gas commodity will 
increase over the next year and another one-in-five (17%) think it will stay the same.

75

74

76

72

78

78

17

17

16

19

20

14

15

4

4

4

5

3

3

3

4

4

5

4

6

5

5

72

Total

Residential

Small Commercial

System Gas Actual

Direct Purchase Actual

DP – System Perceived

System – DP Perceived

Increase Stay the same Decrease Don’t know
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Q4. What do you think would have the greatest impact on influencing the price that you pay for the natural gas commodity, that is the supply of natural 
gas that you use?

Natural Gas Market Price InfluencersNatural Gas Market Price Influencers

According to customers, the greatest impacts influencing the price for natural gas commodity are: world 
energy prices (18%), supply and demand (18%), availability (11%) and world events (10%).

211819Don’t know

434Variations in climate

534Economy

576More government control/ intervention/ regulation

867Production/ distribution/ labour cost 

687High profits (greed, etc.) 

4008001200N=

12810World events 

101211Availability (supply) of natural gas 

191718Supply and demand 

181918World energy prices

Small 
CommercialResidentialTotal
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Q7. Who do you think has the most responsibility for dealing with issues associated with natural gas prices?

Responsibility for Natural Gas Price IssuesResponsibility for Natural Gas Price Issues

• Enbridge customers think that officials from the federal (22%) and provincial (20%) government have the 
most responsibility for dealing with issues associated with natural gas prices, followed by utilities (16%).
• Proportionately more small commercial customers than residential believe that utilities have the most 
responsibility when dealing with these issues (22% versus 13%).

151515Don’t know

233Customers/me/myself

333Government / politicians (unspecified)

455Ontario Energy Board

587Natural Gas marketers

221316Utilities like Enbridge Gas Distribution

4008001200N=

172220Officials from the provincial government

242222Officials from the federal government

Small 
CommercialResidentialTotal
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Q8. Do you agree or disagree that the Ontario government's regulatory process for setting and approving distribution rates ensures fair and 
reasonable prices for natural gas? 

Regulatory Process for Distribution RatesRegulatory Process for Distribution Rates

• Nearly six-in-ten customers (58%) agree that the Ontario government’s regulatory process for setting 
approving distribution rates ensures fair and reasonable prices for natural gas.  
• Residential customers are less likely to agree with this than are small commercial customers (56% versus 
63%).

78585358635658Top 2 Box %

403631995184008001200N=

-586376Don’t know

10192219162019Strongly disagree

13181817181717Somewhat disagree

65484248534548Somewhat agree

13101110111010Strongly agree

System –
DP 

Perceived

DP –
System 

Perceived

Direct 
Purchase 

Actual

System Gas 
Actual

Small 
CommercialResidentialTotal
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Q5. And, as far as you know, does Enbridge make a profit from the price they charge for the supply of the natural gas commodity, that is the actual 
gas you use?
Q6. Are the prices that Enbridge charges for delivering natural gas to your home regulated?

Understanding of Natural Gas PricingUnderstanding of Natural Gas Pricing

• More than four-in-five customers (83%) believe that Enbridge makes a profit from the price charged for the 
supply of the natural gas commodity.  
• Only about three-in-five (59%) think that the prices that Enbridge charges for delivering natural gas are 
regulated.

15162222142320Don’t know

30222120271821No

55635757595959Yes

Are natural gas delivery prices regulated?

403631995184008001200N=

5585566Don’t know

2381112101111No

73878183868283Yes

Does Enbridge make a profit from supply?

System –
DP 

Perceived

DP –
System 

Perceived

Direct 
Purchase 

Actual

System Gas 
Actual

Small 
CommercialResidentialTotal
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Q9. Do you think the market price that Enbridge Gas Distribution pays to the companies from which it buys the natural gas commodity changes 
frequently over the year, or do they pay a stable price over the year?
Q10. Based on what you know or think is the case, how frequently does Enbridge review and set the rates that customers pay for the natural gas 
commodity on the bill

Understanding of Natural Gas Pricing ContUnderstanding of Natural Gas Pricing Cont’’dd……

• More than one-half of both residential and small commercial customers think that the market price that 
Enbridge pays for the natural gas commodity it buys changes frequently over the year (57% and 53% 
respectively).  
• System Gas customers are somewhat more likely to think that the price changes as compared to Direct 
Purchase customers (59% versus 55%).

20182425252122Twice a year

33302633323131Every 3-4 months

81215781110Don’t know

23232017211920Once a year

18181618151917Every month

How frequently does Enbridge set rates customers pay for natural gas?

403631995184008001200N=

-101197119Don’t know

28413532413235Stable

73495559535756Changes

Does the price Enbridge pays for natural gas change?

System –
DP 

Perceived

DP –
System 

Perceived

Direct 
Purchase 

Actual

System Gas 
Actual

Small 
CommercialResidentialTotal
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54

52

57

56

60

55

41

43

39

48

37

35

43

5

5

4

5

7

5

3

47

Total

Residential

Small Commercial

System Gas Actual

Direct Purchase Actual

DP – System Perceived

System – DP Perceived

Fixed Floating Don’t know/no opinion

Q11. Do you think the company should purchase the natural gas commodity at a fixed price with stable pricing but not necessarily the lowest price or 
do you think they should purchase the natural gas commodity at a floating rate which can lead to a lower price but also runs the risk of having to pay 
higher prices?

Fixed Price Versus Floating RateFixed Price Versus Floating Rate

When asked whether Enbridge should purchase the natural gas commodity at a fixed price or at a floating 
rate, just over one-half of respondents (54%) said a fixed rate. Direct Purchase customers (56%) are 
somewhat more likely than System Gas customers (47%) to say that the company should purchase natural 
gas at a fixed rate.
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56

52

41

40

45

53

4

3

6

Increase

Stay the Same

Decrease

Fixed Floating Don’t know/no opinion

Q11. Do you think the company should purchase the natural gas commodity at a fixed price with stable pricing but not necessarily the lowest price or 
do you think they should purchase the natural gas commodity at a floating rate which can lead to a lower price but also runs the risk of having to pay 
higher prices?

Fixed Price Versus Floating Rate And Fixed Price Versus Floating Rate And 
Perceptions of the Future of Natural Gas PricesPerceptions of the Future of Natural Gas Prices

Customers that indicated they expect the market price for the natural gas commodity to increase over the 
next year are more likely to prefer that Enbridge purchase natural gas at a fixed rate than are customers 
who expect the price to decrease.
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Q12. And, why do you think they should purchase the natural gas commodity at a fixed rate?

Reasons for a Fixed RateReasons for a Fixed Rate

More small commercial than residential customers state that the main reason for wanting Enbridge to 
purchase natural gas at a fixed rate is for stable prices with no fluctuations (57% small commercial 
customers and 47% residential) and for the ability to budget (24% versus 14%).

233Don’t know

534More fair

476Consistency in our bill

888Able to take advantage of lower prices/ benefit from lower prices/ best price advantage

7109Protects you from increasing prices

241418Ability to budget

252324Customers know what they are paying

227417644N=

574750Stability of pricing/ no fluctuations/ no changes in prices

Small 
CommercialResidentialTotalBase:  Respondents who said fixed rate at Q11
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Q12. And, why do you think they should purchase the natural gas commodity at a floating rate?

Reasons for a Floating RateReasons for a Floating Rate

The main reason provided for wanting Enbridge to purchase natural gas at a floating rate is to take 
advantage of lower prices (28%).

444Can make alternative decision/ option 
354Protects you from increasing prices 

666More fair
645Reflects actual cost 

1057Long term benefit
687The consumer might miss out on cheaper prices
687Stability of pricing/ no fluctuations
91311The prices are always changing
131313Gas prices might go down
201617Supply and Demand

157340497N=
302828To take advantage/ benefit from lower prices

Small 
CommercialResidentialTotalBase:  Respondents who said floating rate at Q11
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57

55

62

63

60

58

41

42

37

47

34

38

43

2

3

1

2

3

2

51

Total

Residential

Small Commercial

System Gas Actual

Direct Purchase Actual

DP – System Perceived

System – DP Perceived

Steady Lowest Don’t know/no opinion

Q13. What is more important to you, maintaining a steady price for the natural gas commodity, which may or may not be higher than the market rate 
or trying to find the lowest price for natural gas commodity even if its means the price will fluctuate more frequently and could result in higher prices?

Steady Price Versus Lowest PriceSteady Price Versus Lowest Price

It is more important to maintain a steady price than to try to obtain the lowest price for more than six-in-ten 
(62%) small commercial customers, somewhat more than residential customers (55%).  
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Q13. What is more important to you, maintaining a steady price for the natural gas commodity, which may or may not be higher than the market rate 
or trying to find the lowest price for natural gas commodity even if its means the price will fluctuate more frequently and could result in higher prices?

Steady Price Versus Lowest Price And Steady Price Versus Lowest Price And 
Perceptions of the Future of Natural Gas PricesPerceptions of the Future of Natural Gas Prices

Maintaining a steady price is more important than obtaining the lowest price for significantly more customers 
who expect the market price of natural gas to increase in the next year than those who expect it to decrease 
(58% versus 35%).
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Willingness for Bill FluctuationWillingness for Bill Fluctuation

Customers are less willing to accept price fluctuations as the amount of the bill adjustment increases.  This is 
true of both residential and small commercial customers.  At the highest level tested ($100), nearly one-half 
of all customers (48%) reported they would be very or somewhat willing to have the commodity portion of 
their annual natural gas bill fluctuate by this amount.  Small commercial customers are somewhat more 
willing to accept a fluctuation of $100 than are residential customers (52% versus 46% very/somewhat 
willing).
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Small CommercialResidentialTotal

Q19. Would you be very willing, somewhat willing, not very willing, or not at all willing to have the commodity portion of your annual natural gas bill 
fluctuate by a maximum of [INSERT ITEM]?
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Willingness for Bill FluctuationWillingness for Bill Fluctuation
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Q19. Would you be very willing, somewhat willing, not very willing, or not at all willing to have the commodity portion of your annual natural gas bill 
fluctuate by a maximum of [INSERT ITEM]?
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Q19. Would you be very willing, somewhat willing, not very willing, or not at all willing to have the commodity portion of your annual natural gas bill 
fluctuate by a maximum of [INSERT ITEM]?

Willingness for Bill Fluctuation Willingness for Bill Fluctuation ––
System vs. Direct PurchaseSystem vs. Direct Purchase

Willingness to accept the various bill fluctuations does not vary by customer type (system or direct purchase) 
or customers’ awareness of their supplier.
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Q20. Have you noticed such an adjustment being made to your bill in the past year?

Awareness of Bill AdjustmentsAwareness of Bill Adjustments

• One-half (50%) of customers report noticing a bill adjustment made to their bill in the past year, with 
somewhat more small commercial than residential customers noticing the adjustments (54% vs. 48%).  
• System gas customers are more likely to report noticing the adjustments than direct purchase customers 
(54% vs. 41%).
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Total

Residential

Small Commercial

System Gas Actual

Direct Purchase Actual

DP – System Perceived

System – DP Perceived

One-time Frequent Don’t know/no opinion

Q21. Generally speaking, would you prefer that Enbridge make a one-time, year-end adjustment to your bill, or make smaller, more frequent 
adjustments to your bill?

General Preference for Frequency of Bill General Preference for Frequency of Bill 
AdjustmentsAdjustments

In general, about six-in-ten customers (58%) would prefer that Enbridge make smaller, more frequent 
adjustments to their bill, and four-in-ten (40%) would prefer a one-time, year-end adjustment.  More small 
commercial than residential customers prefer smaller, more frequent adjustment (63% versus 55%). 
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Q22. And, generally speaking, how frequently do you think Enbridge should make these adjustments to your bill?
Base:  Respondents who said they wanted ‘smaller, more frequent adjustments’ to their bill at Q21.

Frequency of Bill AdjustmentsFrequency of Bill Adjustments

Among customers who would prefer smaller and more frequent adjustments to their bill, most think that the 
adjustments should be made four times per year (61%).
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Frequency of Bill Adjustments Based on Frequency of Bill Adjustments Based on 
Refund/Payment ScenariosRefund/Payment Scenarios

30
34

41
46

38
45

57
62
58

0

20

40

60

80

100

$25 $50 $75 $100

Frequent Refund Frequent Payment Frequent Adjustment (General)

Q23. If Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a refund to be paid to you, do you 
think they should adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 
Q24. And, if Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a payment to be collected from 
you, should they adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 

Under both the refund and payment scenarios, the proportion of customers who prefer frequent adjustments 
increases as the amount of the debit/credit increases.  However, proportionately more customers prefer 
frequent adjustments under the refund scenario than the payment scenario at all adjustment levels.  
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Frequency of Bill Adjustments Based on Frequency of Bill Adjustments Based on 
Refund/Payment ScenariosRefund/Payment Scenarios

• Under the refund scenario, there is little difference between residential and small commercial customers in 
their preference for one-time or frequent adjustments.  
• Under the payment scenario, small commercial customers are significantly more likely to prefer a one-time 
adjustment than residential customers at each adjustment level tested.
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Q23. If Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a refund to be paid to you, do you 
think they should adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 
Q24. And, if Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a payment to be collected from 
you, should they adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 
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Frequency of Bill Adjustments Based on Frequency of Bill Adjustments Based on 
Refund/Payment ScenariosRefund/Payment Scenarios
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Q23. If Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a refund to be paid to you, do you 
think they should adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 
Q24. And, if Enbridge were to make a total adjustment for the year, in the amount of [INSERT ITEM] which would be a payment to be collected from 
you, should they adjust your bill for this amount at the end of the year or should they make smaller adjustments throughout the year? 

There is little variation in preference for one-time or frequent adjustments based on customer type (system or 
direct purchase) or awareness of supplier.
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Don’t know

Q14. Which of these four approaches would you like to see Enbridge use on behalf of its customers? 

Risk Management Strategy PreferenceRisk Management Strategy Preference
In general, creating a high and low limit around the current price is the preferred strategy of one-third of 
customers (33%).  The next most preferred approaches, purchase insurance (26%) and fixing prices at 
current levels (25%) are evenly matched at about one-quarter each.  Only about one-in-seven (15%) would 
not like Enbridge to manage the price risk in any way.  These results are consistent for both residential and 
small commercial customers and across customer types.
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Q14. Which of these four approaches would you like to see Enbridge use on behalf of its customers? 

Risk Management Strategy Preference And Risk Management Strategy Preference And 
Perceptions of the Future of Natural Gas Prices Perceptions of the Future of Natural Gas Prices 

Customers that expect the market price for natural gas to stay the same over the next year are more likely to 
prefer that Enbridge not manage the price risk than are those who expect the price to increase (23% versus 
12%).
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Strategy Preference Change Strategy Preference Change –– Price DecreasePrice Decrease

Would a Price Decrease of 50% Change your Preference?

What Pricing Approach Would You Like Enbridge to Use if the Price Decreased by 50%?

5332Don’t know

4417138Do Not Manage the Price Risk
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75196176188Base:  Respondents who said a price decrease 
of 50% would change their response
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Nearly two-thirds of respondents (64%) who originally stated a preference for Enbridge to fix prices at current 
levels indicated that a price decrease of 50% would change their response.  When provided with the options 
again, almost one-half (45%) of these chose a strategy that allowed them some benefit from falling prices.  
Seven percent of those who originally chose an approach that afforded some protection from increasing 
prices now opted for Enbridge to NOT manage the price risk in any way.

Q14. Which of these four approaches would you like to see Enbridge use on behalf of its customers?
Q15. If this price decreased 50% to $300, would this change your answer with respect to how you would like to see Enbridge manage the cost of the 
natural gas commodity on behalf of its customers?
Q16. And, what pricing approach would you like to see Enbridge use on behalf of its customers if the current market price of gas commodity 
decreased by 50%?
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Strategy Preference Change Strategy Preference Change –– Price IncreasePrice Increase

Would a Price Increase of 50% Change your Preference?

What Pricing Approach Would You Like Enbridge to Use if the Price Increased by 50%?

6243Don’t know
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of 50% would change their response

4213Don’t know

64595853No

174396308294N=

32394245Yes

Do Not Manage 
the Price Risk

Create a High 
and Low Limit

Purchase 
Insurance

Fix Prices at 
Current Levels

Interestingly, less than one-third (32%) of customers who preferred that Enbridge not manage the price risk 
indicated that a price increase of 50% would change their response.  Six-in-ten (60%) of these chose a new 
approach that afforded some protection from increasing prices.  More than one-half of those who chose one 
of the risk management strategies reported that a price increase of 50% would not change their response.  In 
addition, about half of those who stated that a price increase would change their response selected the same 
pricing approach when provided with the options.

Q17. Which of these four approaches would you like to see Enbridge use on behalf of its customers?
Q18. If the current market price of natural gas commodity for the next year increased 50% to approximately $900, would this change your answer with 
respect to how you would like to see Enbridge manage the cost of the natural gas commodity on behalf of its customers?
Q19. And, what pricing approach would you like to see Enbridge use on behalf of its customers if the current market price of the natural gas 
commodity increased by 50%?
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