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February 15, 2005

VIA E-MAIL AND REGULAR MAIL

Ms. Carole J. Washburn, Executive Secretary
Washington Utilities and Transportation Commission

P.O. Box 47250 SEC O
Olympia, WA 98504-7250 L E

Re:  PSE Service Quality Program Filing

Docket Nos. UE-011570 and UG-011571 ST

Dear Ms. Washburn: o —

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

Docket Nos. UE-011570 and UG-011571 and as amended by UE-031946, 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 2004.

An electronic copy of the same is delivered via email to records@wutc.wa.gov.

The enclosed report includes:

* 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

Customer Service Guarantee, and an assessment of customer awareness of the

Customer Service Guarantee;

* A certification by the independent survey company that all surveys conducted in

accordance with the service quality program were completed in conformance
with applicable procedures and guidelines and that the reported results are
unbiased and valid;

i
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¢ ' 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 me at 425-456-2797.

Sincerely,

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, 2004 - December 31, 2004

This filing documents the Puget Sound Energy Service Quality Program
performance for the 12-month reporting period of January 1, 2004, through
December 31, 2004.

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, 2004, but did not achieve
the benchmark associated with SQI No. 1 - Overall Customer Satisfaction.

PSE Service Quality Program
2004 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 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 ] 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, Puget Sound Energy, Inc. filed with the Commission in
Docket No. UE-031946 an Application for Approval of Amendment to Service Quality
Index Reporting Methodology: SQI No. 11 - Electric Safety Response Time. On May 11,
2004, the Commission granted the Application with modifications in Order No. 01. On
May 21, 2004, PSE filed with the Commission substitute revised pages of 14-18 of
Appendix 2 of Exhibit ] to the Stipulation. On June 11, 2004, the Commission issued
Order No. 02 to approve the revised pages and to make effective immediately the
Amendment to Service Quality Index Reporting Methodology: SQI No. 11 - Electric

Safety Response Time. The reporting contained herein reflects the amendment.

PSE Service Quality Program
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SQI Performance

PSE’s performance on the eleven SQIs for the reporting period of January 1, 2004,
through December 31, 2004, 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 2004 - December 2004

Index No. Index Description Index Benchmark! Index Index
Performance Penalty
SQI No. 1 Overall Customer 90% satisfied 85% NA
Satisfaction
'SQINo.2  WUTC Complaint 0.50 per 1000 0.25 None
Ratio Customers
SQINo.3  SAIDI 136.0 minutes per 113.0 None
customer per year
SQINo.4  SAIFI 1.30 interruptions 0.78 None
per year per
customer
SQI No. 5 Customer Access 75% answered in 30 78% None
Center Answering seconds
Performance
SQI No. 6 Customer Access 90% satisfied 92% None
Center Transaction
Satisfaction
SQINo.7  Gas Safety Response  Average of 55 37 None
Time minutes
SQI No. 8 Field Service 90% satisfied 92% None
Operations
Transactions
Customer
Satisfaction
SQINo.9  Disconnection Ratio  Disconnections per 0.030 None
Customer - 0.030
SQINo.10 Missed 8% of appointments 4% None
Appointments missed
SQI No.11 Electric Safety Average of 55 51 None
Response Time minutes
Total Penalties: None

As shown in Table 1, PSE met or exceeded ten out of the eleven service-quality

measures in the twelve-month period from January 2004 through December 2004.

1 Benchmarks expressed as 12 month or annual targets.

PSE Service Quality Program
2004 Annual Filing - Page 4

Annual SQI ReportAnrual- SQFReportdee




With respect to SQI No. 1 - Overall Customer Satisfaction, the result indicates
that, for the twelve-month period, 85% 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 significantly
from 84% in spring 2004 to 87% in fall 2004. The lingering impact of many external
factors? continues to negatively affect all classes of customers, regardless of which

utility is actually providing the service3.

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 have experienced improvements similar to those realized by PSE.
Customer satisfaction for PSE’s electric gas customers, although lower than the
benchmark, was in fact substantially better than other electric utilities in the region.
The customer satisfaction for other electric utilities is 77% as compared with the 85% of

PSE’s electric customers4.

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.

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.

® 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 86% vs. other gas utilities’ 86%. In the case
of electric customer satisfaction comparison, the difference is significant at a confidence level of 95%.

PSE Service Quality Program
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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.
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, 2004, through
December 31, 2004. 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, 2004, through December 31, 2004, the Company made
139,417 appointments and failed to meet 4% of these appointments. Failed
appointments resulted in credits to customers totaling $47,150. (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 surveysS. 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.

PSE Service Quality Program
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® 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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Exhibit B - Certification of Survey Results



Puget Sound Energy

P.O. Box 97034

MS: PSE-08S

Bellevue, WA. 98009-9734

December 30, 2004

Dear Mr. Robert Yetter,

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 PSE\REPORTS\PSETITLE\CERTLET.DOC
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Exhibit C
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Feb 15, 2005 FINAL
<front panel of 1-fold bill insert>

PuGEeT SOUND ENERGY

ANNUAL PERFORMANCE REPORT CARD

Over the past seven years, Puget Sound Energy has made available to you this annual
performance report card, which allows you and us to see progress as well as areas for
improvement in providing you with high levels of service.

We value what you want and when you want it, as reflected in 11 service-quality areas
(See other side). If we ever fail to meet a scheduled appointment, then we will provide you with

a $50 credit to your account.

2004 Customer Service Performance Highlights
> In 2004, we improved in three areas compared to 2003: Fewer power outages; faster

restoration of power when it did go out; and a greater number of times we answered
your call live in 30 seconds or less.

> While we make steady progress in the delivery of specific services to you, survey
results indicate we fall short in your satisfaction with our overall performance. The
85-percent rating, similar to our 2003 score, means we still have more work to do to
reach our 90-percent customer-satisfaction benchmark.

» Through our Customer Service Guarantee program, we credited customers a total of
$47,150 from missing 4% percent of our total 139,417 appointments scheduled in
2004.

Your satisfaction is our most important asset. Through more efficient processes and the use

of new technology, we are building on the desire of Puget Sound Energy employees to serve you.



Exhibit C

Page 2 of 2

<back panel of 1-fold bill insert>
Puget Sound Energy Performance Report Card — 2004

KEY MEASUREMENT BENCHMARK 2004 ACHIEVED

PERFORMANCE

1. Percent of customers satisfied with our performance 90 percent 85 percent O

2. Number of complaints to the WUTC per 1,000 customers | Less than 0.5 0.25 v

3. Length of non-storm power outages per year Less than 136 113 minutes v

minutes

4. Frequency of non-storm power outages, per year, per Less than 1.30 0.78 outages v
customer outages

5. Percent of calls answered live within 30 seconds by our At least 75 78 percent v
Customer Access Center percentv’

6. Percent of customers more than satisfied with our 90 percent 92 percent v
Customer Access Center, based on survey

7. Time from customer call to arrival of field technicians in | No more than 55 37 minutes v
response to gas emergencies minutes

8. Percent of customers more than satisfied with field At least 90 92 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 96 percent v
percent

11. Time from customer call to arrival of field technicians in | No more than 55 51 minutes v

response to power system emergencies minutes
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Exhibit D - Customer Service Guarantee Performance Detail
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Puget Sound Energy

Exhibit D - Customer Service Guarantee Performance Detail

Definition of the categories:
Total Appointments (Exclude Canceled): the total of Total Missed and Total Kept

Missed Approved: appointments missed due to PSE reasons. The customer is paid for the $50
Service Guarantee payment.

Missed Denied: appointments missed due to customer reasons or due to major events
Missed Open: appointments not yet reviewed by PSE for the $50 Service Guarantee payment
Total Missed: the total of Missed Approved, Missed Denied, and Missed Open

Manual Kept: adjusted missed appointments resulting from the review of PSE resource
coordinators

System Kept: appointments that PSE arrived at the customer site as promised
Total Kept: the total of Manual Kept and System Kept
Canceled: appointments canceled by either customer or PSE

Service Guarantee Payments: the total of the $50 Service Guarantee payments made to
customers
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Exhibit E - Customer Awareness of Customer Service Guarantee



Exhibit E

Page1 of 3
Customer Awareness of Service Guarantee

Pursuant to Exhibit ] of the Settlement Stipulation Re Service Quality Index (SQI)
in Docket Nos. UE-011570 and UG-011571 and as amended by UE-031946,; PSE
initiated the following actions in 20043 to promote customer awareness of the
customer service guarantee (Schedule 130) for both electric and natural gas
service:

2:Articles that publicized the Customer Service Guarantee were included in the
April and summer of 2004 issues of the customer newsletter, “Energywise”. A
third insertion was scheduled for December, but there was no December issue
of Energywise due to budget cutbacks. It was printed in January 2005, the next
available issue. A total of four newsletter issues were deleted from the 2004
schedule. Axrticles-that-publicized the Customer-Service Guarantee were

. .
dod 1 Fhn A Ve Mae ATAY I Ac—O ho TN AT THOXA nH
SA". H s, H5t0 VY

1.

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

2:3.  The Customer Service Guarantee was incorporated in the natural gas and
the electric customer rights and responsibilities that were distributed for 2004
in the new customer letter and in response to individual requests. Both gas
and electric "rights and responsibilities" brochures were posted on
www.PSE.com. Furthermore, PSE will combine the two gas and electric
brochures in 2005. Edits planned include standardizing to one form and
retaining the service guarantee. PSE will consult with Commission Staff and
Public Counsel as to form and content of this brochure before it is finalized.

2004 Annual Service Quality Report
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Page2 of 3

promote the customer service guarantee in the

f?iﬁAlso,' PSE continued to
following wavs:

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

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

¢ 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 Ceompany.

. ‘h a i i & ra
- ) - for The Cheel - (o CES, i
o b ] ; ot ] . 1oThe
Energy Advisors, who facilitate scheduling the majority of customer
appointments for The Checkup program for CFS, notify customers of the
service guarantee via a reminder card which is mailed to the customer

shortly after the appointment is scheduled.

o 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- VRU(Voice-Response Unit)

20043 Annual Service Quality Report-EXEIBIT EPage-1-0f2
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Exchibit B—C \ (g oG

The results of customer awareness surveys levels-as assessed using two separate
Gilmore Research Group’s surveys are presented in the following table. PSE-w4ll

20043 Annual Service Quality Report- EXEIBIT EPage 1-of2
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