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ENERGY

Eebruary 13, 2004

BY FAX AND U.S. MAIL

Ms. Carole J. Washburn, Executive Secretary
Washington Utilities and Transportation Commission
P.O. Box 47250

Olympia, WA 98504-7250

Re: PSE Service Quality Program Filing
Docket Nos. UE-011570 and UG-011571

Dear Ms. Washburn:

Pursuant to Exhibit J of the Settlement Stipulation Re Service Quality Index (SQI) in

Docket Nos. UE-011570 and UG-0115711, Puget Sound Energy ("PSE" or "the
Company") provides herewith an original and 12 copies of PSE’s Service Quality
Program Report for the twelve-month period ending December 2003.

The enclosed report includes:

e Monthly data for the reporting period for each of the SQIs including calculated
performance with respect to each of the SQIs together with a comparison of
calculated performance to the benchmark for each of the SQIs and a description
of any unusual events that had a significant effect on service quality
performance;

¢ The number of missed appointments and missed commitments and payments to
customers, by appointment and commitment category, under the Customer
Service Guarantee, a listing of the promotion measures taken regarding the

1 On November 25, 2003, PSE filed an Application for Approval of Amendment to Service
Quality Index Reporting Methodology, including a multi-party settlement stipulation. As the Company
is not aware of any opposition to the proposed amendment, the reporting contained herein reflects the
proposed amendment as to SQI No. 11 Electric Safety Response Time reporting.
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Customer Service Guarantee, and an assessment of customer awareness of the
Customer Service Guarantee;

e A certification by the independent survey company that all surveys conducted in
accordance with the service qaulity program were completed in conformance
with applicable procedures and guidelines and that the reported results are
unbiased and valid;

e Annual statistics for the time duration from first arrival to control of gas
emergencies, for incidents subject to reporting under WAC 480-93-200 and WAC
480-93-210; and

e A draft of the proposed customer report card.

If you have any questions regarding this report, please contact Colleen Paulson at
425-462-3205.

Sincerely,

sl —

Karl R. Karzmar
Director, Regulatory Relations

Enclosures

cc:  Joelle Steward — Washington Utilities & Transportation Commission
Mary Kimball — Public Counsel
Chuck Eberdt — Opportunity Council
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PUGET SOUND ENERGY
Annual Service Quality Program Report
January 1, 2003 - December 31, 2003

This filing documents the Puget Sound Energy (PSE) Service Quality Program
performance for the 12 month reporting period of January 1, 2003 through
December 31, 2003.

The Service Quality Program includes eleven Service Quality Indices (SQIs). As
detailed in this report, the Company has met or exceeded ten of the eleven SQIs for the
current twelve month reporting period ending December 31, 2003, but did not achieve

the benchmark associated with SQI No. 1, Overall Customer Satisfaction.

PSE Service Quality Program
2003 Annual Filing — Page 1
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Background

On November 26, 2001, Puget Sound Energy, Inc. (“PSE” or the “Company”)
filed tariff revisions designed to effectuate a general rate increase for electric and gas
services. On December 3, 2001, PSE filed a request for an interim electric rate increase.
These proceedings were consolidated under Docket Nos. UE-011570 and UG-011571.
The Commission established procedural schedules for an interim phase (electric)

hearing and general rate phase (electric and gas) hearing.

On June 20, 2002, the Commission approved the multi-party settlement
stipulation of disputed electric and common issues in PSE's pending general rate case,
Docket Nos. UE-011570 and UG-011571 ("Stipulation") in its Twelfth Supplemental
Order: Rejecting Tariff Filing; Approving and Adopting Settlement Stipulation dated
June 20, 2002 ("Order"). Exhibit J to the Stipulation set forth details regarding the

overall Service Quality Program including, among other things:

1. SQI Performance — Benchmarks, Reporting Mechanics and Penalty &
Mitigation Provisions,

2. Customer Report Card — Reporting Mechanics and Provisions, and

3. Customer Service Guarantee — Awareness Promotions and Reporting
Mechanics.

On November 25, 2003, PSE filed an Application for Approval of Amendment to
Service Quality Index Reporting Methodology, including a multi-party settlement
stipulation. Although the Commission has not yet acted on that Application, the
Company is not aware of any opposition to the proposed amendment. Thus, the
reporting contained herein reflects the proposed amendment as to SQI No. 11 Electric
Safety Response Time reporting.

PSE Service Quality Program
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SQI Performance

PSE’s performance on the eleven SQIs for the reporting period of January 1, 2003,
through December 31, 2003, is shown in the following table. The monthly results for

each index are reported in Exhibit A.

PSE Service Quality Program
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Table 1 Benchmarks & Performance for January 2003 - December 2003

Index No. Index Description Index Benchmark! Index Index
Performance Penalty

SQINo.1 Overall Customer 90% satisfied 86% NA
Satisfaction

SQINo.2 WUTC Complaint 0.50 per 1000 0.18 None
Ratio Customers

SQINo.3 SAIDI 136.0 minutes per 134.7 None

customer per year
SQINo.4 SAIFI 1.30 interruptions per 0.80 None
year per customer

SQINo.5 Customer Access  75% answered in 30 75% None
Center Answering  geconds
Performance

SQINo.6 Customer Access  90% satisfied 94% None
Center Transaction
Satisfaction

SQINo.7 Gas Safety Average of 55 minutes 35 None
Response Time

SQI No.8 Field Service 90% satisfied 93% None
Operations
Transactions
Customer
Satisfaction

SQINo.9 Disconnection Disconnections per 0.030 None
Ratio Customer - 0.030

SQINo.10 Missed 8% of appointments 3% None
Appointments missed

SQINo. 11 Electric Safety Average of 55 minutes 44
Response Time

Total Penalties: None

! Benchmarks expressed as 12 month or annual targets.

PSE Service Quality Program
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As shown in Table 1, above, PSE met or exceeded ten out of the eleven service-
quality measures in the twelve-month period from January 2003 through December

2003.

With respect to SQI No. 1 - Overall Customer Satisfaction, the result indicates
that, for the twelve-month period, 86% of surveyed customers rated their overall
satisfaction at 5 or higher on a 7-point scale (as compared with the benchmark of 90%).
Although still short of the benchmark, customer satisfaction has improved from 83%
since last reported in 2002. The lingering impact of many external factors? continues to
negatively affect all classes of customers, regardless of which utility is actually

providing the service?.

The overall customer satisfaction survey also measures satisfaction of other
electric utilities (from our ‘gas-only’ customers) and other gas utilities (from our
‘electric-only” customers that say they have non-PSE natural gas service). The ratings
for the other utilities, also continue to experience drops similar to those realized by PSE.
Customer satisfaction for PSE’s electric and natural gas customers, although lower than
the benchmark, was, in fact, substantially better then other electric utilities in the region.
The customer satisfaction for other electric utilities is 74% as compared with the 84% of

PSE’s electric customerst.

2 These external factors may include: publicity about PSE rate case settlement and resulting rate
increase/change, loss of trust and credibility in utilities in general, and general consumer pessimism due
to continued soft economy;

3 The supplemental questions included in the surveys are directed towards electric and gas customer
satisfaction when PSE is not the serving utility. That is, customer satisfaction with gas service in
Whatcom County would pertain to Cascade Natural Gas, and customer satisfaction with electric service
in the city of Seattle would relate to the customer’s satisfaction with Seattle City Light.

4 Similar comparison of the gas customers satisfaction is PSE’s 85% vs. other gas utilities’ 84%. However,
the contrast is not statistically significant at a confidence level of 90%. In the case of electric customer
satisfaction comparison, the difference is significant at a confidence level of 95%.
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The two customer transaction surveys and the overall customer satisfaction
survey were performed by The Gilmore Research Group. The Gilmore Research
Group'’s certification that the survey results are unbiased and valid and completed in

conformance with applicable procedures and guidelines is provided in Exhibit B.

Exhibit A includes®, as Attachments A and B, supplemental reporting of all days
during the reporting period on which major events or localized emergency event days

occurred that resulted in suspension of SQI No. 11, Electric Safety Response Time.

Also included in Exhibit A, as Attachment C, is a report of the time duration
from first arrival to control of gas emergencies, for incidents subject to reporting under

WAC 480-93-200 and WAC 480-93-210.
Customer Report Card

Per the Stipulation, PSE will be providing its customers a report card of the
Company’s performance for the twelve-month period, January 1, 2003, through
December 31, 2003. The Company will begin including this report card with its billings
on or before May 15, 2004, following WUTC review and approval of this report. The
proposed customer report card is provided as Exhibit C. The draft will be updated

subject to the Commission’s ruling.
Customer Service Guarantee

The Customer Service Guarantee provides for a $50 billing credit to customers
when the Company fails to meet a scheduled appointment. During the twelve-month
reporting period of January 1, 2003, through December 31, 2003, the Company made
141,860 appointments and failed to meet 3% of these appointments. Failed

3 Per November 25, 2003 Application for Approval of Amendment to Service Quality Index Reporting
Methodology.
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appointments resulted in credits to customers totaling $45,500. (A list of appointments

made and missed by type is provided in Exhibit D.)

Pursuant to the Stipulation, PSE has promoted the $50 service guarantee and, in
turn, has assessed customer awareness levels of the guarantee resulting from these
promotions. Exhibit E describes PSE’s efforts to promote the Customer Service
Guarantee and presents results of customer awareness levels as assessed using two
separate Gilmore Research Group’s surveysé. The table in this exhibit provides the
detailed results of each survey instrument, including the number of customers surveyed

in each cycle or month, and the specific questions asked each customer.

® These surveys are 1) a monthly survey of field service customers (CFS), and 2), a periodic survey of new
construction customers (NCC).
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Puget Sound Energy

One Bellevue Center-O3N
P.O. Box 97034

Bellevue, WA. 98009-9734

January 5, 2004

Dear Mr. William S. Hopkins,

This letter constitutes certification by The Gilmore Research Group that the
attached report and the underlying surveys were conducted and prepared in
accordance with the procedures established in Docket No. UE-960195. These
procedures, the data collection methods and the quality controls are consistent
with industry practices and, we believe, ensure that the information produced in
the surveys is unbiased and valid.

We would be glad to answer any questions or provide any additional information
that you may need.

Sincerely,

The Gilmore Research Group

J:\Custom\CUSTOM\REPORTS\PSETITLE\CERTLET.DOC
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Exhibit C
Page 1 of 2

Feb 13, 2004 Final

<front panel of 1-fold bill insert>

PuGeT SounD ENERGY

ANNUAL PERFORMANCE REPORT CARD

Puget Sound Energy focuses on providing you with high levels of customer service in 11
specific areas— from how quickly we answer your call to how quickly we restore power outages — in
which our performance is measured and reported to you every year.

In addition to measuring our performance against 11 service-quality benchmarks--established in
cooperation with the Washington Utilities and Transportation Commission, the Public Counsel section
of the state Attorney General’s Office and other parties--we also commit to providing a specified level
of service through our Customer Service Guarantee program. Our customer service guarantee provides
a $50 billing credit to you if we ever fail to meet a scheduled appointment.

Puget Sound Energy finished 2003 by achieving 10 out of the 11 service-quality measures. We
are proud to show you our performance results. (See other side).

2003 Customer Service Performance Highlights

> For 2003, we set the performance bar higher in three areas— frequency of outages, customer
satisfaction with field services and percent of customers disconnected for non-payment of bills—
and met the benchmark in all three areas.

» Our results showed improvement in six areas compared to 2002.

» The one area where we missed meeting the target was in your satisfaction with our overall
performance. While the 86-percent rating improved over 2002 and as 2003 went on, it fell short of
our 90-percent customer-satisfaction benchmark.

» Through our Customer Service Guarantee program, we credited customers a total of $45,500 from
missing 3 percent of our total 141,860 appointments scheduled in 2003.

We know that our customers have high expectations of Puget Sound Energy. We are gratified to be
meeting those expectations, but dedicated to working hard at finding more ways to continually improve
our performance.



Exhibit C

Page 2 of 2
<back panel of 1-fold bill insert>
Puget Sound Energy Performance Report Card - 2003
KEY MEASUREMENT BENCHMARK 2003 ACHIEVED
PERFORMANCE

1. Percent of customers satisfied with our performance, 90 percent 86 percent [l
based on survey

2. Number of complaints to the WUTC per 1,000 customers | Less than 0.50 0.18 v

3. Length of non-storm power outages per year Less than 136.0 134.7 minutes v

minutes

4. Frequency of non-storm power outages, per year, per Less than 1.30 0.80 outages v
customer outages

5. Percent of calls answered live within 30 seconds by our At least 75 75 percent v
Customer Access Center percent

6. Percent of customers more than satisfied with our 90 percent 94 percent v
Customer Access Center, based on survey

7. Time from customer call to arrival of field technicians in | No more than 55 35 minutes v
response to gas emergencies minutes

8. Percent of customers more than satisfied with field At least 90 93 percent v
services, based on survey percent

9. Percent of customers disconnected for non-payment No more than 3.0 percent v

3.0 percent
10. Percent of appointments kept, as promised At least 92 97 percent v
percent

11. Time from customer call to arrival of field technicians in | No more than 55 44 minutes v

response to power system emergencies minutes
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Exhibit E - Customer Awareness of Customer Service Guarantee



Exhibit E
Page1of3
Customer Awareness of Service Guarantee

Pursuant to Exhibit J of the Settlement Stipulation Re Service Quality Index (SQI)
in Docket Nos. UE-011570 and UG-011571, PSE initiated the following actions in
2003 to promote customer awareness of the customer service guarantee
(Schedule 130) for both electric and natural gas service:

1. Articles that advertised customer service guarantee were included in the
February, May, and December 2003 issues of customer newsletter,
“EnergyWise”.

2. The text of the service guarantee appeared on the back of the bill-stock
beginning in Fall 2002.

3. PSE began the process of updating and revising the “rights and
responsibilities” brochure in 2003. Edits planned include standardizing to one
form for gas and electric and including a description of the service guarantee.
PSE will consult with Commission Staff and Public Counsel as to form and
content of this brochure before it is finalized.

4. Also, PSE continued to promote the customer service guarantee in the
following ways:

¢ On relevant paths where a qualifying appointment will be generated, the
Access Center phone tree invites customers to ask about the Company’s
service guarantee program — before directly speaking with an agent.

e Access Center employees are provided training and scripting on the
service guarantee program.

e Information about the service guarantee program is included in PSE’s on-
line Quick Reference Manual. This data is accessible 24 hours per day on
PSE’s Intranet and is available to all customer service, CFS and new
construction employees within the Company.

e The Energy Efficiency Hotline, which facilitates setting up the bulk of
customer appointments for The Checkup program for CFS, notifies
customers of the service guarantee at the time the appoint is made.



Exhibit E
Page2of 3

e Other measures used to inform customers of the service guarantee include
the Gas & Electric Service Handbooks (inside cover page), the Builder Fax
Order Form (bottom of form), and the PSE web site at www.PSE.com.

The Company is taking measures to ensure that agents are trained on its policy
to advise customers of the guarantee before the end of any call in which an
eligible appointment or commitment is made.

The results of customer awareness surveys as assessed using two separate
Gilmore Research Group’s surveys are presented in the following table.

2003 Annual Service Quality Report
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