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Puget Sound Energy, Inc.
P.O. Box 97034
Bellevue, WA 98009-9734

February 14, 2006

VIA ELECTRONIC FILING AND REGULAR 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-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 2005.
An electronic copy of the same is submitted through the Records Center Web Portal at

http://www.wutc.wa.gov/efileform.

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;

e 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;
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e 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;

e Annual statistics for the time duration, from first arrival to control of gas
emergencies, for incidents subject to reporting under the 2003 Edition of WAC
480-93-200 and WAC 480-93-210; and :

e A draft of the proposed customer report card.

Please contact Mei Cass at (425) 462-3800 for additional information about this filing. If
you have any other questions, please contact me at 425-462-3495.

Sincerely,

“Tow D1Bo9

Tom DeBoer
Director, Rates & Regulatory Affairs

Enclosures
cc:  Joelle Steward — Washington Utilities & Transportation Commission

Steve Johnson — Public Counsel
Chuck Eberdt — Opportunity Council
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PUGET SOUND ENERGY
Annual Service Quality Program Report
January 1, 2005 - December 31, 2005

This filing documents the Puget Sound Energy Service Quality Program
performance for the 12-month reporting period of January 1, 2005, through
December 31, 2005.

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, 2005, but did not achieve

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

PSE Service Quality Program
2005 Annual Filing — Page 1
Annual SQI Report Final.doc



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 its 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 its

Order No. 02 to approve the revised pages and to make effective immediately the
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Amendment to Service Quality Index Reporting Methodology: SQI No. 11 - Electric

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

PSE’s performance on the eleven SQIs for the reporting period of January 1, 2005,
through December 31, 2005, is shown in the following table. The monthly results for
each index are reported in Exhibit A. All of the results are as of December 31, 2005 and

included the first-six month performance filed with the Commission on July 29, 2005.
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Table 1 Benchmarks & Performance for January 2005 - December 2005

Index No. Index Description Index Benchmark! Index Index
Performance Penalty
SQI No. 1 Overall Customer 90% satisfied 84% NA
Satisfaction
SQINo.2  WUTC Complaint  0.50 per 1000 0.17 None
Ratio Customers
SQINo.3  SAIDI 136 minutes per 129 None
customer per year
SQINo.4  SAIFI 1.30 interruptions 0.95 None
per year per
customer
SQINo.5  Customer Access 75% answered in 30 75% None
Center Answering Seconds
Performance
SQINo.6  Customer Access 90% satisfied 93% None
Center Transaction
Satisfaction
SQINo.7  Gas Safety Response  Average of 55 35 None
Time minutes
SQI No. 8  Field Service 90% satisfied 90% None
Operations
Transactions
Customer
Satisfaction
SQINo.9  Disconnection Ratio  Disconnections per 0.030 None
Customer - 0.030
SQINo. 10 Missed 8% of appointments 1% None
Appointments missed
SQINo. 11  Electric Safety Average of 55 49 None
Response Time minutes
Total Penalties: None

1 Benchmarks expressed as 12 month or annual targets.
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As shown in Table 1, PSE met or exceeded ten out of the eleven service-quality

measures in the twelve-month period from January 2005 through December 2005.

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
the 2003 Edition of WAC 480-93-200 and WAC 480-93-210, Order R-375, Docket No.
UG-911261. The edition was effective from September 5, 1992 to June 2, 2005 and at the
time the Commission approved the Stipulation of UE-011570 and UG-011571 on June 20,
2002. Subsequent to the adoption of the Stipulation, WUTC initiated the gas pipeline
safety rulemaking process in chapter 480-93 WAC in 2005. Developed from the
rulemaking activity, the Commission issued Order No. R-520 (UG-011073) to repeal
WAC 480-93-210 and to amend WAC 480-93-200 on May 5, 2005 and issued General
Order No. R-524 (PG-050933) to further modify WAC 480-93-200 on December 1, 2005.
These ensuing changes are not reflected in Attachment C. The 2003 Edition of WAC
480-93-200 and WAC 480-93-210 are enclosed with Attachment C as pages 3-4.

RE: SQI No. 1: Overall Customer Satisfaction

The 2005 result indicates that, for the twelve-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%). This appears to be a slight drop from the results in 2004
(85%). However, the difference from 2004 to 2005 is not statistically significant. In fact,

there has not been a statistically significant difference in the results since 2001. The
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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). Customer
satisfaction for PSE’s electric 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 78% as compared with the 85% of PSE’s electric customers*.
Certification of Survey Results

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, 2005, through
December 31, 2005. The Company will begin including this report card with its billings
on or before May 15, 2006, following WUTC review and approval of this report. The

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.

+ Similar comparison of the gas customers' satisfaction is PSE's 83% vs. other gas utilities’ 84%. In the
case of electric customer satisfaction comparison, the difference is significant at a confidence level of
95%.
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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, 2005, through December 31, 2005, the Company made
136,406 appointments and failed to meet 1% of these appointments. Failed
appointments resulted in credits to customers totaling $29,050. A list of appointments
made and missed by type as of December 31, 2005 is provided in Exhibit D. The first-six

month performance filed with the Commission on July 29, 2005, is also updated.

In 2005, PSE implemented the following four actions to reduce the number of
Missed Open Appointments — appointments not yet reviewed by PSE for the $50 Service

Guarantee payment:

1. Computer program changes in the monthly reporting to include only the
completed eligible appointments;

2. Review procedure changes that require reviewers to routinely check for
eligible appointments from prior months;

3. Annual audit to ensure that eligible appointments are reviewed in a timely
manner; and

4. Improved emphasis on timely completions

As a result of the above actions, the number of outstanding appointments has decreased
considerably. The number of Missed Open Appointments as a percentage of total
appointments for 2005 is about 0.4% (or 531 Missed Open Appointments) vs. the 3.5%
(or 4,828 Missed Open Appointments) for 2004. The Company is committed to better
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customer service and will continue the effort to make sure that all appointments are

reviewed on a timely manner.

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 surveys®. 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

Exhibit A - SQI Performance
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Applicable WAC 480-93-200 and WAC 93-210

Attachment C to Exhibit A
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Gas Companies—Safety

(a) Al business structures and buildings of public assem-
bly within 100 feet of an active pipeline, whether or not
served with gas, shall be considered for survey;

(b) Where gas service lines exist, a survey shall be con-
ducted at the building wall at the point of entrance, using a
bar hole if necessary;

(c) Surveys shall be conducted within all buildings
where leakage has been detected at the outside wall at ail
points where escaping gas could be expected to penctrate into
and accumulate inside the building; and

(d) Service piping, riser piping and meter(s) shall be
checked with soap solution or by use of a gas detection
instrument.

(5) Special surveys. Special leakage surveys shall be
conducted in the following circumstances:

(a) Prior to paving or resurfacing, following street alter-
ations or repairs, where gas facilities are under the area to be
paved, and where there is a substantial probability that dam-
age could have occurred to the gas facilities, an appropriate
gas survey, including manholes and other street openings,
shall be made;

(b) In areas of sewer, water, or other substructure con-
struction adjacent to underground gas facilities, where there
is a substantial probability that damage could have occurred
1o the gas facilities, an appropriate gas detection survey shall
be made following the completion of installation but prior to
paving; :

(c) Unstable soil areas where active gas lines could be
affected;

(d) Special surveys shall be made annually of places of
public congregation when an active gas service line serves
the building or where active gas service lines or mains are
located with such close proximity as to present a possible
hazard should leakage occur, for example, churches; schools:
and hospitals:

(¢) Special surveys shall bc made of abnormal areas.
Special surveys shall be conducted in areas of unusual activ-
ity, including, but not limited to, foreign construction, possi-
ble ground movement, flooding, earthquake, and explosions.

(6) Leak survey records. For the most current and imme-
diately preceding survey of an area, the following informa-
tion shall be maintained:

(2) Description of system and area surveyed (this could
include maps and leak survey logs);

(b) Survey results;

(c) Survey method;

(d) Names of those making survey;

(e) Survey dates; and

(f) In addition to the above, the following records shall
be kept for pressure drop test:

(i) The name of the gas company, the name of the gas
company employee responsible for making the test, and the
name of any test company uscd;

(ii) Test medium used;

(iii) Test pressure;

(iv) Test duration;

(v) Pressure recording charts, or other record of pressure
readings; and

(vi) Test results.

(2003 Ed.)

—

480-93-200

(7) Self audits. In order that the effectiveness of the leak
detection and repair program may be evaluated, the following
self audits shall be performed as frequently as necessary, but
at intervals not exceeding three years:

(a) Leak survey schedule - assure that it is commensurate
with the Minimum Federal Safety Standards for gas lines,
Subpart M-Maintenance, and the general condition of the
pipeline system as required by other applicable regulations;

(b) Survey effectiveness - evaluate survey results to
assure that a consistent evaluation of leaks is being made
throughout the system; and

(c) Check adequacy of records.

[Statutory Autbority: RCW 80.01.040. 92-16-100 (Order R-375, Docket No.

UG-911261), § 430-93-188, filed 8/5/92, effective 9/5/92; Order R-105, §
480-93-188, filed 5/18/77.]

WAC 480-93-190 Being aware of construction work

near gas company facilities. All gas companies shall sab-
scribe to the available "one call locating service” in every
area their facilities are located. Every gas company shall
establish procedures for obtaining prompt notice and full
information concerning the commencement and progress of
all construction work in areas in close proximity to gathering
lines, mains, service lines, transmission lines, and other gas
facilities. The object of such a program will be to lessen the
probability of incurring damage to the company’s under-
ground facilities.
[Statatory Authority; RCW 80.01.040. 92-16-100 (Order R-375, Docket No.
UG-911261), § 480-93-190, filed 8/5/92, effective 9/5/92; Order R-28, §
480-93-190, filed 7/15/71; Order R-S, § 480-93-190, filed 6/6/69, effective
1079/69.]

WAC 480-93-200 Reports associated with gas com-
pany facilities and operations. (1) Every gas company shall
give prompt telephonic notice to the coromission, within six
hours of occurrence, of every accident, incident, or hazardous
condition, arising out of its operations which:

(2) Results in a fatality or personal injury requiring hos-
pitalization;

(b) Results in damage to the property of the company
and others of a combined total exceeding five thousand dol-
lars (automobile collisions and other equipment accidents not
involving gas or gas handling equipment need not be reported
under this rule);-

(c) Is significant, in the judgment of the company, even
though it does not meet the criteria of (a) and (b) of this sub-
section;

(d) Results in the taking of a high pressure supply or
transmission pipeline or a major distribution supply pipeline
out of service or lowering its pressure fifty percent or more
below its normal operating pressure; or

(¢) Results in the news media reporting the occurrence,
even though it does not meet the criteria of (a) through (d) of
this subsection.

(2) Such reports shall be verified in detail in writing if
not so reported initially and shall include at least the follow-
ing:

(a) Name(s) and address(es) of any person or persons
injured or killed or whose property was damaged;

(b) The extent of such injuries and damage;

[Title 480 WAC—p. 235]
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Applicable WAC 480-93-200 and WAC 93-210

480-93-210 -

(c) A description of the accident, incident, or hazardous
condition to include date, time, and place;

(d) A description of the gas facilities implicated in the
accident, incident, or hazardous condition and the system
operating pressure at that time, and the maximum operating
pressure of the facilities implicated;

(e) The date and time the gas facility was made safe;

(f) The date, time, and type of any temporary or perma-
nent repair made; and

(g) A report shall be available to the commission within
three months, upon request, of the failure analysis of any
accident, incident, or hazardous condition which was due to
construction or material failure.

Routine or planned maintenance and operational activi-
ties of the company which result in company controlied plant
and equipment shut downs, reduction in system pressures
except as noted above, flaring or venting of gas, and normal
leak repairs are not to be considered reportable items under
this section. ’

(3) Every gas company shall file a copy of every
required RSPA F-7100.1-1 and F-7100.2-1 leak report with
the commission. Names and telephone numbers of commis-
sion personnel authorized to take telephonic leak reports will
be furnished and kept current under a separate letter to every
company.

(4) All gas companies shall file with the commission,
and with appropriate officials of all municipalities within
which such gas companies have facilities, the names,
addresses, and telephone numbers of responsible officials of
such gas companies who may be contacted in the event of an
emergency. In the event of any changes in gas company per-
sonnel, immediate notification thereof shall be given to the
commission and municipalities.

[Statutory Autharity: RCW 80.01.040. 92-16-100 (Order R-375, Docket No.
UG-911261), § 480-93-200, filed 8/5/92, effective 9/5/92; Order R-28, §
mo:;?o filed 7/15/71; Order R-5, § 480-93-200, filed 6/6/69, effective

WAC 480-93-210 Interruptions to service. Interrup-
tions to the service furnished by any gas company to an
industrial customer, a master meter customer, or twenty-five
or more distribution customers, or the failure of any gas facil-
ities, shall be reported to the commission within six hours.
‘When service has been restored, a written report shall be sub-
mitted promptly to the commission detailing the cause of the
interruption or failure and steps taken to prevent any recur-
rence.
This requirement shall not apply to interruptions to ser-
vice made by gas companies in accordance with the provi-
sions of contracts between such companies and their custom-
ers or other planned interruptions carried out in conjunction
with normal operational and maintenance requirements of the
company. .
{Starutory Authority: RCW 80.01.040. 92-16-100(Order R-375, Docket No.
UG-911261), § 480-93-210, filed 8/5/92, effective 9/5/92; Order R-28. §
%&9’963;2]10. filed 7/15/71; Order R-5, § 480-93-210, filed 6/6/69, effective
1 .

WAC 480-93-220 Rule of precedence. Where there is
any conflict between the provisions of CFR 49, Part 192
(Minimum Federal Natural Gas Pipeline Safety Standards) in

[Title 480 WAC—p. 236}

PSE Senvice Quality Program
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Title 480 WA C: Utilities and Transportation Commission

effect on the date specified in WAC 480-93-999 and any rule
specifically set forth herein, the former shall govern.

These rules shall take precedence over all orders, hereto-
fore made by the commission, insofar as said orders may be
inconsistent with these rules.

These rules shall take precedence over all rules filed or
to be filed by gas companies insofar as inconsistent there-
with. Rules of the gas companies now on file and inconsistent
with the rules herein established shall be properly revised and
refiled within sixty days from the effective date of this order.

[Statutory Auathority: RCW 80.01.040, 80.04.160, 81.04.160, and
34.05.310. 01-20-061 (Docket No. A-010827, General Order No. R-491), §
480-93-220, filed 9/28/01, effective 10/29/01; Order R-28, § 480-93-220,
filed 7/15r71)

WAC 480-93-223 Civil penalty for violation of RCW
80.28.210 or regulations issued therennder—Maximum
amount. (1) Any gas company which violates any public
safety provision of RCW 80.28.210 or regulation issued
thereunder is subject to a civil penalty not to exceed twenty-
five thousand dollars for each violation for each day that the
violation persists. The maximum civil penalty under this sub-
section for a related series of violations is five hundred thou-
sand dollars. This subsection applies to violations of public
safety requirements including WAC 480-90-101 and includ-
ing chapter 480-93 WAC except for WAC 480-93-160 and
480-93-200 (1)(e)-

(2) Any gas company violating any other provision of
RCW 80.28.210 or regulations promulgated thereunder,
including WAC 480-93-160 and 480-93-200 (1)(e), shall be
subject to a civil penalty not to exceed one thousand dollars
for each violation for each day that the violation persists, but
the maximum civil penalty shall not exceed two hundred
thousand dollars for a related series of violations.

(3) The commission may compromise any civil penalty
pursuant to RCW 80.28.210.

[Statutory Authority: RCW 80.01.040 and 80.28.210. 95-19-057 (Order R-

433, Docket No. UG-950625), § 480-93-223, filed 9/15/95, effective
10/16/95.]

WAC 480-93-230 Modification/waivers. If a gas com-
pany determines that an undue hardship or an unsafe condi-
tion may resuilt from the application of any rule in this chap-
ter, application may be made to the commission to deviate
from the rule. Every request for a deviation shall be accompa-
nied by full and complete justification for such tequestgd
deviation. The petitioning company shall describe how it will
meet the requirements of this chapter in the absence of the
waived rule, which may include proposed amendments to this
chapter. Requests for waiver will be written, properly docu-
mented, and submitted to the commission. A gas company
shall concurrently submit to the commission all petitions for
waiver of any gas safety rule filed with the federal govern-
ment or other governmental authority. N\

[Statutory Authority: RCW 80.01.040. 92-16-100 (Ordes R-375, Docket No.
UG-911261), § 480-93-230, filed 8/5/92, effective 9/5/92; Order R-”_-“
480-53-230, filed 7/15/71; Order R-S, § 480-93-230, filed G/6/69, effectve
10/9/69.)

(2003 E4) -
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Puget Sound Energy

P.O. Box 97034

MS: PSE-11S

Bellevue, WA. 98009-9734

January 5. 2006

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,

SN w5 (oo

The Gilmore Research Group

J:\Custom Projects\2006 Ongoing\C06002 PSE Weekiy\Title Pages\CERTLET.DOC
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<front panel of 1-fold bill insert>

PUGET SoUND ENERGY

ANNUAL PERFORMANCE REPORT CARD / 2005

Each year Puget Sound Energy measures 11 key service-quality areas to track how well we are
performing in our services to you, and identify areas for improvement.

Through customer satisfaction surveys, missed appointments, frequency and duration of power
outages and the amount of time it takes to respond to a natural gas emergency or answer your call,
among other measurements, we match our performance against a rating system of benchmarks (see
other side). )

We are pleased to present the results.

2005 Customer Service Performance Highlights

> In 2005, in addition to meeting 10 of the 11 service measurements, we improved in five areas
compared to 2004: 1) fewer customer complaints; 2) greater satisfaction when you called us; 3)
faster response times to natural gas emergencies; 4) faster response times to electric emergencies;
and 5) fewer missed scheduled appointments.

» The one area where we missed meeting the target was in your satisfaction with our overall
performance. The 84-percent rating, down a point from our 2004 score, makes it clear we need to
put extra attention in this area to meet the 90 percent goal. Overall customer satisfaction, listed as
number 1 in our report card, is one of our most important performance measurements.

» An improved score in meeting our commitment to you when you made a service appointment in
2005 challenges us to do even better this year. We’re committed to serving you. Through our
Customer Service Guarantee program, we back up that commitment by crediting $50 to your PSE
bill if we do not meet our appointment commitment with you. In 2005, we improved our
performance in this area by 3 percentage points compared to the previous year. PSE credited
customers a total of $29,050 from missing just 1 percent of our total 136,406 scheduled
appointments in 2005.

We appreciate your expectation of high-levels of service from Puget Sound Energy. We are dedicated to
working hard at finding more ways to continually improve our service to you.

PSE Service Quality Program
2005 Annual Filing



Exhibit C - Proposed Customer Report Card

Page 2 of 2
<back panel of 1-fold bill insert>
Puget Sound Energy Performance Report Card — 2005
KEY MEASUREMENT BENCHMARK 2005 ACHIEVED
PERFORMANCE

1. Percent of customers satisfied with our performance 90 percent 84 percent O

2. Number of complaints to the WUTC per 1,000 customers | Less than 0.50 0.17 v

3. Length of non-storm power outages per year Less than 2 2 hours, 9 v

hours, 16 minutes
minutes

4. Frequency of non-storm power outages, per year, per Less than 1.30 0.95 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 93 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 90 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 in-home service appointments kept, as At least 92 99 percent v
promised percent

11. Time from customer call to arrival of field technicians in | No more than 55 49 minutes v
response to power system emergencies minutes

PSE Service Quality Program
2005 Annual Filing
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Exhibit D - Customer Service Guarantee Performance Detail
Page 5 of 5

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

PSE Service Quality Program
2005 Annual Filing



Puget Sound Energy

Exhibit E - Customer Awareness of Customer Service Guarantee



Exhibit E
Page 1 of 3
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 and as amended by UE-031946, PSE
understook the following actions in 2005 to promote customer awareness of the
customer service guarantee (Schedule 130) for both electric and natural gas
service:

1. Articles that publicized the Customer Service Guarantee were included in the
January, June and December of 2005 issues of the customer newsletter,
“Energywise”.

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

3. The Customer Service Guarantee was incorporated in the natural gas and the
electric customer rights and responsibilities that were initially distributed in
2004 in the new customer letter and in response to individual requests. Both
gas and electric "rights and responsibilities” brochures are posted on
www.PSE.com.

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

e 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 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.

2005 Annual Service Quality Report



Exhibit E
Page 2 of 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.

2005 Annual Service Quality Report
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