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July 30, 2004

BY OVERNIGHT MAIL

Ms. Carole J. Washburn, Executive Secretary
Washington Utilities and Transportation Commission
PO 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-011571, Puget Sound Energy ("PSE" or "the Company") provides
herewith an original and 12 copies of PSE’s Service Quality Program Report for the six-month
period ending June 2004.

The enclosed report includes:

e Monthly data for the reporting period January through June 2004 for each of the 11
SQls (Attached as Exhibit A),

e  The number of missed appointments and missed commitments and payments to
customers, by category, under the Service Guarantee for the reporting period January
2004 through June 2004 (Attached as Exhibit B), and

e The survey results of customer awareness of the $50 service guarantee for the
reporting period January through June 2004. (Attached as Exhibit C).

As shown- in Exhibit A, the Company’s performance meets or exceeds the required
performance level for eight of these eleven indices.

With respect to SQI No. 1-- Overall Customer Satisfaction -- the report indicates that, for the
six-month period, 84% of surveyed customers rated their overall satisfaction at 5 or higher on a
7-point scale (as compared with the benchmark of 90%).

With respect to SQI No. 9-- Disconnection Ratio — the report indicates that, for the six-month
period, there were 0.034 disconnections per customer (as compared with the benchmark of
0.030). PSE expects to meet or exceed the benchmark for this measure for the twelve-month
reporting period ending December 2004.

With respect to SQI No. 5-- Telephone Center Answering Performance -- the report indicates a

six-month average of 66% of the calls answered live within thirty seconds (as compared with
the benchmark of 75%). The Company is below the benchmark due to a drop off in
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performance in January and February 2004 caused by a significant and unanticipated increase
number of calls in these 2 months. PSE has in place a plan to mitigate this performance over
the next six months. The Company expects that the twelve month average performance will be
at or above the required 75% benchmark by December 2004, the end of the current annual
reporting period.

There is no penalty calculation associated with this semi-annual report.

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

Sincerely,
Karl R. Karzmar
Director, Regulatory Relations

Enclosures

cc: Joelle Steward — Washington Utilities & Transportation Commission
Mary Kimball — Public Counsel
Chuck Eberdt — Opportunity Council



Exhibit A

e Monthly SQI Performance Results For The 11 SQI Measures
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Exhibit B

o Summary Of Missed Appointments Report

o Detailed Missed Appointments Report
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Exhibit C

e Customer Awareness of Service Guarantee



Wd €1:T $00T/ST/L S[X'2IIUBIENG IIAIIG JO SSUDIBMY JDWOISN)
yoday Lxend) as1a1ag [enuuy-1was $00z'0¢ A[nf

- . . : pakaaing m._wEBmzu IeoL
- mouy juoq
- :asuodsay pasnyay
. oN

- $3% £591ep jIoMm PI[Npayds 122w

03 aajueieng ad1a1as (63 s,AS10u7

punog 193n jo areme nok a1y ‘ZID

%winm JON

mqu

_uwzw?_:m Smsu 1eiol
I - - - 1 - Mmouy ,uoq
- - - - - - ‘ueld aajuerend adiates ay)

3o 1ed s1y ynoqe suonerdadxs 1o
Suipuejsiapun ou saey nog D

- - - - - - - 00°05$
a uaa13 are nof quaunurodde

ue saueyp g Iaaduaypm ‘g

- - - - - - - “92UBUSAUCOUT 3G Aq paSueyd
nof sasnes auly pajnpaydsat 3q 03 sey juauzuiodde parnpayss
Yy Jrasyuesend adialas E JL Sy10M aajuerend adia1as

00°06% 3y usaId are nox 'y ayy moy Jo Sutpuejsispun inok s)y
s2q mESo:E u..: jouyrym UoNO

vwxo\r_:m sIdWoIsny) _Eo L
mouy J,uo(]
oN

(€D 01 anunuo)) sax guauguiodde

1mo£ a[npayosa1 0) nok

112 m>:ﬂ:mmwim\_ mmm e p1d 992D

.

.

ﬁf«r

009 o0l 66 0L 01 001 001 PaAaAING SIOWOISNT [E10),
- pasrgay
€1 w 31 ¢ 81 e ¥z mouy ,u0q
z6¢ 9 I 09 oz 09 99 oN
9 €1 31 11 Al 91 o1 (z 0 01 snunuUOD) sax idmueIens) 231A18G

05$ ASd 1noqe noA [ja1 sanejuasaidaz
9214135 I3WOISND 3Y) PIp ‘JNO 3WOd 0}
UBRIUYD3} ad1AlaS B 10§ jusuyutodde
ay axew 03 pajfed nok usym ‘vozd

Aaaing 510
[el0L po-un( $0-ke Ny y0-1dy $0-1e N $0-924 po-uef

1o 1 a8ed D nquyxg JJJUEIENY) IIIAIIG JO SSAIUITEMY IWOISN))



