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September 28, 2001

Dear _________________,

Thank you for attending and participating in the recent NNG Winter Operations Meeting.  Enron values your business and hopes you found the event informative and worthy of your time out of the office.  

During the breakout sessions and informal discussions, you described additional opportunities to improve customer service and streamline daily business transactions.  These opportunities have been defined into an action plan and have been divided into the following categories with specific steps for improvement:  

· Customer notification and e-mail – Diagnose failed e-mail communication and improve process of additional notification

· Self service contact information and security access – Ability of customers to update their contact information and security

· Training – Develop a training plan to be administered through the Hot Tap Help Desk

· Scheduling system (TMS) enhancements – Improve specific reports and screens and add additional functionality

· Customer Service training – Enhance the level and consistency of service by the Gas Logistics team 

Several issues have been addressed and are currently in place:

· FAQ area within Hot Tap to address frequently asked questions relating to business processes and system issues.  Initial FAQ’s are attached and a FAQ link will soon be established on Hot Tap

· Timely notification of system outages through multiple channels including e-mail, voice mail, phone calls and “pop-up” screens   

· Hot Tap Help Desk ((800) 421-6221) available to answer questions or direct questions to the appropriate representatives

· Minimize morning meetings to increase availability of representatives

· EDI customer notification of system downtime

However, continuous feedback is vital to improve our overall level of service and we continue to welcome your comments.  Please direct them to me at (713) 853-7083; Steve January at (713) 5659; Lynn Blair at (713) 853-7637; Brad Holmes (713) 853-3432 or your customer services representative.   

Sincerely,

Shelley Corman

Vice President – Gas Logistics  
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