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@ PUGET SOUND ENERGY

Puget Seund Energy, Inc.
P.0. Box 97054
Beflevue, WA 88009-9734

February 14, 2008
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 in Docket No. UE-031946,
Puget Sound Energy ("PSE") provides herewith an original and twelve copies of PSE’s
Service Quality Program Report for the twelve-month period ending December 2007.
PSE met or exceeded nine out of the eleven service quality indices.

The enclosed report includes:

» Annual performance and monthly data for the reporting period and a
comparison of performance with the benchmark for each of the SQIs.

* A description of change in data gathering.

¢ Penalty calculation of the missed SQIs and the preliminary rate effect of the
penalty on each electric customer class.

* The number of missed appointments and commitments and payments to
customers under the Customer Service Guarantee by service type.




Ms. Carole . Washburn
February 14, 2008
Page 2

o 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.

s 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.

¢ A 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 DuBoer

Tom DeBoer
Director, Rates & Regulatory Affairs

Enclosures
cc:  Doug Kilpatrick - 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, 2007 - December 31, 2007

This filing documents Puget Sound Energy, Inc.’s (“PSE” or the “Company”)
Service Quality Program performance for the 12-month reporting period of January 1,

2007 through December 31, 2007.

The Service Quality Program includes eleven Service Quality Indices (“SQIs").
As detailed in this report, the Company met or exceeded nine of the eleven SQIs for
the reporting period, but did not achieve the benchmarks associated with SQI No. 1 -
Overall Customer Satisfaction and SQI No. 3 - SAID], System Average Interruption

Duration Index.
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Background
On November 26, 2001, PSE filed a general rate case for both 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.

On June 20, 2002, the Commission approved a multi-party settlement
stipulation of disputed electric and common issues in the consolidated dockets
(“Stipulation”) in its Twelfth Supplemental Order: Rejecting Tariff Filing; Approving
and Adopting Settlement Stipulation. Exhibit J to the Stipulation set forth details

regarding the overall Service Quality Program including, among other items:

1. 8QI Performance — Benchmarks, Reporting Mechanics and Penalty &
Mitigation Provisions.

2. Customer Report Card - Reporting Mechanics and Provisions.

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

On November 25, 2003, the Company filed with the Commission in Docket No.
UE-031946 an application for approval to amend the reporting methodology in SQI
No. 11 - Electric Safety Response Time. The Commission approved the application to
amend (with some modifications) in an order issued June 11, 2004. The reporting

contained herein reflects the amendment.
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PSE SQI Performance
PSE’s final performance on the eleven SQIs for the reporting period of January

1, 2007 through December 31, 2007, is shown in the following table. The monthly
results for each index are reported in Exhibit A.

Table 1: Benchmarks and Performance for January 1, 2007 - December 31, 2007

Index Index Description Index Benchmark! Index Index
No. Performance Penalty
SQINo.1 Overall Customer 90% satisfied 83% NA
Satisfaction
SQINo.2 WUTC Complaint Ratio  0.50 per 1000 0.27 None
Customers
SQINo.3 SAIDI 136 minutes per 167 $512,868
customer per year
SQINo.4 SAIFI 1.30 interruptions per 0.97 None
year per customer
SQI No. 5 Customer Access Center  75% answered in 30 75% None
Answering Performance  Seconds
SQINo.6 Customer Access Center  90% satisfied 92% None
Transaction Satisfaction :
SQINo.7 Gas Safety Response Average of 55 38 None
Time minutes
SQI No. 8 Field Service Operations =~ 90% satisfied 0% None
Transactions Customer
Satisfaction
SQINo.9 Disconnection Ratio Disconnections per 0.028 None
Customer —0.030
SQINo.  Missed Appointments 8% of appointments 1% None
10 missed
SQINo.  Electric Safety Response  Average of 55 52 None
11 Time minutes
Total Penalties: $512,868

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

indices for the twelve-month period from January 1, 2007 through December 31, 2007.

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 is Attachment C which details the time duration,
from first arrival to control of the gas emergency, 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.

Certification of Survey Results

The overall customer satisfaction survey, the new construction customer survey,
and the two customer transaction surveys 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.

Change in Data gathering
In fall 2007, PSE implemented the first phase of its Mobile Workforce Project
(“MWP") to all gas first responders (“GFR”). The next phase will be rollout to all

2 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-
218 are enclosed with Attachment C as pages 2-3.
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electric first responders (“EFR”) in spring 2008. The SQIs directly involving the
electric and gas first responders are: SQI No. - 7 Gas Safety Response Time, SQI No. 8
- Field Service Operations Transactions Customer Satisfaction, SQI No. 10 - Missed
Appointments, and SQI No. 11 - Electric Safety Response Time. The other SQI
requirement that pertains to the first responders is the $50 Customer Service

Guarantee program.

The MWP was initiated in June 2006 to make PSE’s response to service calls
more efficient thereby improving customer service, productivity, and public and
employee safety. The efficiency will be achieved through enhancing communication
among dispatchers, field service workforce, call center agents, and other customer
service personnel with technological advancements and streamlined business

processes.

PSE GFR and EFR service vehicles will be equipped with laptop computers
linked to PSE via a wireless networking system with 24/7 connectivity. After service
requests are created in CLX?, through an automated computer interface, the new
mobile workforce system is able to assist dispatchers in assigning personnel according
to the most current location and availability of field service workers. This is
accomplished via laptop computers and a wireless network. The field service staff can
then read, on their laptop screen, their scheduled service orders and instructions,
directions to the customers’ locations, and service histories. Most importantly, field
personnel are able to provide instantaneous updates through the wireless network to
dispatchers and other customer service personnel upon completion of the service

request or when they experience a problem. The constant update of job status allows

® CLX is PSE’s customer information and billing system.
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PSE to make necessary adjustments in operations and resources to meet customers’

expectations promptly and efficiently.

Besides the improvement in customer service and efficiency, the mobile
workforce system also improves data quality by limiting paperwork handoffs and
eliminating multiple data entries. Time logging for responses to emergencies will now
be captured in Pragma Cad (“P-CAD”) on the laptop computers in the field personnel
vehicles at each status change. Manual entry of hand completed service order status
data from each service order into CLX is no longer required. Data storage and
forwarding capabilities are also built into the laptops to capture and record the data

even when field service workers are outside of the wireless network coverage area.

Once data is in the P-CAD database, the calculation and reporting mechanics
are the same as stated in the Stipulation, Exhibit ], Appendix 2, pages 10 and 13-14,
except that the origin of the data is now from P-CAD due to the elimination of paper
service orders. The P-CAD system has been designed to be in compliance with the
SQI Stipulation requirements and should not negatively affect service quality
performance and calculation of SQI No. 7 - Gas Safety Response Time, SQI No. 10 -
Missed Appointments, SQI No. 11 - Electric Safety Response Time, and the Customer
Service Guarantee program. SQI No. 8 - Field Service Operations Transactions
Customer Satisfaction might possibly be impacted in 2008 but it would require a
special study to quantify the impact and no such study is under consideration at this

time.

The data gathering change due to the Mobile Workforce Project
implementation, at this time, has no effect on the service quality performance
categories and their current or future results. The Company is not requesting any

alterations to its data gathering or reporting methods as described in the Stipulation.
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SQI No. 1 - Overall Customer Satisfaction

The 2007 performance indicates that 83% of surveyed customers rated their
overall satisfaction at 5 or higher on a 7-point scale (as compared with the benchmark
of 90%). It is virtually the same rating as in 2006. In fact, there has not been a
statistically significant difference in the surveyed results since 2001. Many external
factors® negatively affect all classes of customers, regardless of which utility is actually

1 . 5
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 virtually the same as other electric utilities in the region. The customer satisfaction
for other electric utilities is 83% as compared to 82% for PSE’s electric-only customers.
A similar comparison of the customer satisfaction for other gas utilities is 85% as

compared to 82% for PSE’s gas-only customer satisfaction.

* These external factors may include: numerous severe weather events, high gasoline and natural gas
prices, publicity about PSE's general rate case, PGA and PCA tariff filings and their resulting rate
changes, green-house gas and CO2 emissions issues, and loss of trust and credibility in utilities in
general.

® 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. The
comparisons and differences are not statistically significant due to the small sample size of “other”
utility customers. However, the survey results do show that the percentages of customer satisfaction
for all the gas and electric utilities were in a close range.

PSE Service Quality Program
2007 Annual Filing — Page 7
J:\GrpRates \ Public\ SQI\ Jan2007_Dec2007\ Annual 5Q Report.doc




SQI No. 3 - SAIDI (System Average Interruption Duration Index)

The overall 2007 SQI No. 3 - SAIDI performance’ is 167 system outage minutes
per customer, as compared with the annual benchmark of 136 minutes. The lower
than benchmark performance was mainly the result of an unusually high number of
outages due to wind events in January. None of the events met the criteria of a “major
event” as defined in the SQI criteria and thus these outages and outages minutes were
included in the Company’s SAIDI performance for 2007. The January 2007 monthly
performance of 54.8 minutes is more than three times the 2001-2006 January average of
15.8 minutes. If January 2007 had been an average January (based on the 5-year PSE
SAIDI average), PSE would have met its 2007 SAIDI benchmark.

Detailed analysis and overview of PSE’s reliability performance will be
provided on or before March 31, 2008 in the Company’s Electric Reliability and
Reporting Plan in compliance with WAC 480-100-393.

Penalty Calculation and Refund Allocation

Total amount of penalty imposed due to SQI No. 3 - SAIDI is $512,868. The
Company will refund this amount to its electric customers through Schedule 120,
Electricity Conservation Service Rider, after the reviews of this filing by WUTC Staff
and Public Counsel are complete. The penalty has no impact on PSE gas customers.
As prescribed in Appendix 2 of Exhibit } tb the Stipulation, the penalty associated with
SQI No. 3 - SAIDI “...shall be applied to electric customers.” Exhibit C shows the
penalty calculation and the preliminary effect of the penalty on the Schedule 120 rates

for each electric customer class.

® Major event days and associated carry-forward days, which are days when more than 5% of PSE
customers are out and those additional days to when those customers have service restored, are
excluded from the SAIDI and SATFI performance calculations.
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Customer Report Card

PSE will be providing its customers a report card on the Company’s SQI
performance for the twelve-month period, January 1, 2007 through December 31, 2007.
The Company will begin including this report card with its billings on or before May
15, 2008 in accordance with the Stipulation. The proposed customer report card is
attached as Exhibit D. The customer report card will be updated following review by
WUTC Staff and Public Counsel.

Customer Service Guarantee
The Customer Service Guarantee program 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, 2007, through December 31, 2007, the

Company made 130,003 appointments and failed to meet 1% of these appointments.

The Service Guarantee payment associated with the missed-approved appointments is
-$11,950. Summarized and detailed monthly results of the appointments made and

missed by service type, as of December 31, 2007, are provided in Exhibit E.

In 2007, PSE took the following actions to reduce the number of missed
appointments that were pending for the $50 Service Guarantee payment review, i.e.

missed-open appointments:

1. Procedures that emphasizing timely completion of review.
2. Monthly checking for eligible appointments from prior months.
3. Quarterly evaluation of missed-open appointments.

The Company is committed to improving its customer service and will continue the

effort to ensure that all missed-open appointments are reviewed in a timely manner.
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Furthermore, during the last quarter of 2007, PSE initiated a SAP’ project to
enhance and modify the SAP programs and reports used to extract and tabulate the
results of SQI No. 10 - Missed Appointments and the Customer Service Guarantee
Program. This project is to improve the accuracy of manual entry of the Service
Guarantee indicator on certain types of service orders and to include additional
information in the reports that will be beneficial for the review of missed-open
appointments. This SAP project is still in the analysis and validation stage. A
discussion of any potential effects of the SAP project program changes will be

included in the 2008 annual reports.

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 F 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
results of each survey instrument, including the number of customers surveyed in each

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

" SAP is PSE's work management and financial information system.
® 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
2007 Repartable Incident Report
Duration from first arrival to control of Gas Emergencies

“{a) All 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) Whete gas service lines exist, a survey shall be con-
duncted at the building wall at the point of entrance, using a
par hole if necessary;

- {e) Surveys shall be conducted within all buildings
where leakage has been detected at the outside wall at ail
points where escaping gas could he expected to penetrate into
and accumulate inside the building; and

(d} Sexvice piping, riser piping and meter(s) shail be
checked with soap solution or by use of a gas de.tectlon
instrument.

5} Specml surve.ys Spe.clal leakage surveys shall be
conducted in the following circumstances:

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

(b} In areas of sewer, water, or othe.r substracture con-
struction adjacent to undergronnd gas facilities, where there
s a substantial probability that damage conld have octurred
to the gas facilities, an appropriate gas detection survey shall
be made following the completion of mstallatmn but pnor to
paving;

() Unstable soﬂ areas where active gas lines r.:ould be
affected; -

(@) Special surveys shall be made anmually of places of
public congregation when an zctive gas service line serves
the building or where active gas service lines or mains are
Jocated with such close proximity as to present & possible
hazdrd should leakage oceur, for example churches; schools;
and hospitals;

(2} Special surveys shail ‘be made of abnormal areas.
Speclal surveys shall be conducted in arcas of unusual activ-
ity, including, but not limited to, foreign construction, possi-
ble pround movement, floeding, earthquake, and explosions.

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

" {(a) Description of syStem and area snrvayed (this could
mclude 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 used;

(ii) Test medium used;

(ili) Test pressure;

(iv} Test duration;

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

(vi) Test results.

(2003 E4)

Gas Cumpanies--SaIetjr

480-93-200 -

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

{a) Leak survey schedule - assure that it is commansurate
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) Swrvey effectiveness - evaluate survey results to
assnre that a consistent evaluation of leaks is being- made
throughout the systeny; and .

{c) Check adequacy of records. . :
[Statutory Atithority: RCW 80.01.040. 92-16-100 (Qzder R-375, Docket No.

UG-911261), § 480-93-188, fled 8/5/92, effective 9/5/92; OrchR 105 §
480-93-188, filed 5/18/77 ]

WAL 480-93-120 Being nware df co:istl_'ucﬁoﬂ workv

near gas company Facilities, All gas companies shalf sub- L
scribe to the available "one call locating service" in every . |

area’ their facilities are locdted. Bvery gas company shall -

establish procedures for obtaining prompt notice and full . -

information concerning the commencement and.progfess of
alt construction work in areas in close proximity to gathéring =
lines, mains, service lines, ransmission lines, and other gas

facilities. The object of such a program will be fo lessen the e

probability of incurring damage to the company s 'andnr-
grou.ud facilities,

[Statutory Authority: ROW 80.01.040, 92-16-100(0merR-315 DockerNa.
UG-011261), § 430-93-190, filed 8/5/92, effective 9/5/92; Onder R-28, §
480-93-190, filed 7/15/71; Order R-5, § 980-93-190, ﬁlnd&'ﬁ!@ cffective
10/9169.]

WAC 480-93-200 Reports associated with gas-com-
pany facilities and cperations. (1) Every gas compaity shall .
give prompt telephonic notice to the commission, within six
hours of ocourrence, of every accident, incident, oF hazardous
condition, arising out of its aperations which:

(a) 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 eguipment accidents oot
involving gas or gas handling equipment need not be repurted

under this rale);" -

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

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

(e) Resulis in the news media reporting the occurrence,
even though it does not msat the cntena of (a) thmugh (d} of
this subsection.

(2) Such reports shali e verified in defail in writing i )
not sc reported initially and shall include at least the follow-
ing: .
{a} Name(s) and address(es) of any persen or persons
injured or killed or whose propérty was damaged;

(b) The extent of such injurjes and damage;

[Title 480 WAc—p 2353
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Puget Sound Energy

2007 Reporiable Incident Report
Duration from first arrival fo confrol of Gas Emergencies

45093210 " -

{€) A description of the accident, incident, or hazardous
condition o include date, fime, and place; -

{d) A deseription of the gas facilities iraplicated 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 end time the pas facility was made safe;

(f) The date, tibme, 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 faflure. -

Routine or pIanned maintenance and operational a.ctwl-
ties of the company which result in company controlled plant
and equipment shut downs, reduction in system pressures
except as noted above, flaring or venting of gas, and normal
leak repairs are not o be consxdered reportahle uems undcr
this section.

(3) Every gas company shalt ﬁle a copy of every:

required RKSPA F-7100.1-1 and F-7100.2-1 leak report with
the commission. Names and telephone numbers of commis-
sian personne] authorized fo take telephonic leak reports will
be farnished and kcpt current under s separate lefter to every
compagy.

(4) All gas compames shall file with the cnmmissmn,

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 ény changes in gas company per-
sonnel, immediate notification thereof shail be giveri to the
commission and mupnicipalities.

(Stamtory Authority: RCW B0.01.040. 92-16-100 (OrderR-375, Docket No.
UG-911261), § 480-93.200, filed 8/5/92, effective 5/5/92; Onder R-28, §

480-93-200, filed 7715/71; Urdu: R-5, § 480934200, filed 6/6/69, ciiective -

10/9/69.)

“WAC 480-93-210 Interruptions fo service. Tnterrup-
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-
miited promptly to the commission ctetaﬂmg the cause of the
interruption or failure and steps tdken o prevent any recur-
rence.

This requirement shall not apply to interruptions o ser-

- vice made by gas_companies in accordance with the provi-
. sions of contragts betwesn such companies and their custom-
ers or other planned interrnpticons carded out in conjunction
with normal aperational and maintenance reqmremcnts of the
COmMpany. -
[Statutory Authority: RCW §0.01.040, 92—!6—!00{Ordch 375, Dotket No.
UG-511261), § 480.93-210, filed Y5792, effective $/5/92; Order R-28, §

480-93-210, filed 7/15/71; Grder R-5, § 480-93-210, (iled G/S/69, effective
10/9/68.]

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

{Title 480 WAC—p. 236]

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 govem. - :

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

Fhese rules shall take precedence over all rules ﬁlecl o
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 establistied shall be properly revised and
refiled within sixty days’ from the effective date of this orderx:

[Statutory Authority: RCW 30.01.040-, §0.04. 160 21.04.16C, md
34.05.310. 01-20-061 {Docket No. A-DI0827, General DrrierNo R-491}, §
480-93-220, filed 9/28/01, effective 10/23/01; Order R<28, § 430-93 <220,
filed 7115r1.] -

. WA 480-93-223 Civil penalty for violation of RCW
80.. 28.210 or regulations issned therennﬂer—-Maximum
amount. (1) Any gas company which viclates any publzc
safety provision of RCW 80.28.210 or regulation .issued
thereunder is subject to a civil penalty not to exceed twenty-
five thousand dolfars for cach violation for each day that the
viclation persiste. The maximum civil penalty under this sub-
section for a refated series of violations is five hundred thou-
sand dollars, This subssction applies to violations of public
safety requirements inciuding WAC 480-30-101 and inclued:
fng chapter 480-93 WAC except for WAC 480-93-160 am:l
480-93.200 (1)(e).

{2) Any gas company viclating any cther provigion m"
ROW. 80.28.210 or regulations promnlgated thersunder,
including WAC 480-93-160 and 480-93-200 (1)(s), shall be
subject to a civil penalty not to-exceed one thovsand dollars
for each violation for each day that the viclation persists, but
the maximum. civil penalty shall not exceed two-hundred
thonsand doilars for a related series of violations.

“{3) The commission may comproxmse any civil penalty
pursuant to RCW 80 28210

[Statutery Authority: RCW 80.01.040 and $0.28.210, 95-19-057 (Order K-
4313, Docket No. UG 950625), § 480-03-223, filed 3/15/95, effective

- 107165951

WAC 480-93-230 Modification/waivers, If 2 gas com-
pany determines that an undue hardship or an unsafe condi-
tion may resitt 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 sccompa-
nied by full and complete justification for such requcsted
deviation. The petitioning company shall describe how it will
mect the requirements of this chapter in the absence of the
waived rule, which may include proposed amendments mrthts
chapter, Requests for waiver will be written, propeily docg-
mented, and submitted to the commission. A gas compan}’ .
shall concurrently submit to the commission all petitions fof
waiver of any gas safety rule filed with the federal govern-.
ment or other governmental authority.

[§tatutory Authority: RCW £0.01,040, 92-16-100 (Order R-375, Dacket No-
UG-911361), § 480-93-230, filed &/5/92, effective 3/5/92; Order R-28:5 .

© 480-93.230, filed 7/15/71; Order -5, § 480~93~23ﬂ. fited 6/6/69, efféctive,

10/%/69.1
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STRAIGHT ANSWERS

Puget Sound Energy

P.O. Box 97034

MS: EST-08E

Bellevue, WA, 98009-9734

January 4, 2008

~ Dear Mr. Robert Yetter,

This letter constitutes certification by The Giimore Research Group that the
attached report and the underlying surveys were conducted and prepared in
accordance with the procedures established in Docket Nos. UEZ011570 and UG-
011571. 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 Gilm_bre' Research Group

2324 Eastlake Avenue East, Suite 300 m Seattle, WA 98102-3306
J:ACustom Prajecls\2007 Ongoingﬁiﬁbsgggé ?’%@éﬁﬁe‘g&\éggékzzéﬁ 20 w Emaik: MO@gﬂmor e-research.com



Puget Sound Energy

2007 Annual Service Quality Program Filing

Exhibit C - Penalty Calculation and Refund Allocation




Y G518 8002/FL/Z SIX'punjey pue Ayeusd--0 qiux3

Z Jo | abed Modey Agjenyd soalag [enuuy 700z ABieuz punog jebng

908°21S $ 898°CLS $ %00l G08'82¢ 8¢ $ 100¢ [BjoL 1l
21002 104 0| sinpayog pajlig

Zeo'ce $ %L¥¥9 ZelL'zav'e $ pelewl}sy sI9WOISNYD 9GE oNPSvnpayog ol
(s1sewojsn) g6z sNpeyos

9£8'6.¥ $ %655 E6 €19'99.'Ge $ -UoN) saunypuadx3 uotjeAlssuod 002 6

8

Pri8¥S6°0 10joe 4 UCISiaAuo) yA

9

G

SOL‘/EG $ 2002 [eloL 14

€
1002 404 0¢ L @[npayog pajjig

£65PE 3 parewisy siswojsng gG¢ onpasinpayog VA
(siswojsny) g6z enpayos

2156206 $ -uopN) selnjipuadx3 uoleAlasuod 2002 L

UoljEo||y AjlBusd DS [BI0L 0} %  jusWalinbay snuaAsy uonduosag aun

JO51J3 Juawanbay enusAdy Aleunuaid

0/8°¢L5$
(000'000'L$ St Ajeuad wnuixep) 100'622$ « O} » (9€L / (91 - 291))
100'522$
Jawoisnd J senuii ogl
Jawlojsno [ sanuiwi 191

= Ajeusd
= Ajjeusd

= U0y Jod Ajeusd
= }lewyouag
= 1QI¥S [enuuy

wod tad Ajeuad , 01 ., (ewyouaq / (Jewyousq - JIVS lenuuy)) = Ajjeuad

(xepu] uoneang uondnusu| abeieay We)sAS) |1QIVS € 'ON IDS

uslwealinbey anusAsy pue Ajeusd

uolenaleD punjey pue Ajeusd

O Hqiyxg

tionenojes Ajjeuogd



INY G1:8 8002/¥L/Z SiXPunisy pue Ajeusd--0 Nqiux3

2 jo z obed

podsay Anjeny) eowuag fenuuy £00g ABisu3 punog 1ebnd

slallo)snd o) uanb

Apoauip uewy Jayyes Buipung sweiBoid uoeAIasUCD JiBY) B8SEBIOUI 0] Pasn aq |Im uojepodsuel ) pue ‘ebeyon yBiH ‘ejey sndwed o} pajeoofie punjal sy 8JoN

# ez00'0- 000°LS0°L¥8'eZ (£90°78S) ¢ 000000 0000020 LeZ'684°C 000008°0  899'85%'6e1'02 jeloL
poo‘izv'oogec (Zzv'el) ¢ - - - snuonenodsues |
000'6¥1'825 (z82'2) $ - - - aron®PEHOA UBIH
ooo'cie'vis  (we's)  $ - - - aon@Ped sndwen

# 1200°0- 000°06.°00} (ge1'e) $ ¥SZPO0'0  8¥/000°0 89LF) 80S£00'0  V¥65'0.8'06 sybn

# 8100°0- 000'c/8881 (0ip'e) $ S06900°0 - . G0BO00°C  S02'616'8/1 oAg sjqndnusiu| Ud

$ 0200 0- 000°9/2'G (s11) $ 8220000 0000000 ¥ 8220000  £5T'806'S IAg uonebll ud

# Zzoo'o- ooo'vaz'eey’ L  (60£'€E) $ $8E980'0 8EYOLOO 8G.°/61 9resso’o0 IGH96¥ LbFL 9AG USD) Hd

# 21000~ 000'P0L L1 {oLg) $ 6290000 /100000 AT £65000'0  £69'GeS'vl 9Ag uoneblu| seg

# Zzoo'o- ooo‘'so9‘ccl’c  (6ve'i) $ 920600  LOPFLOO 886'€/Z ¥956/0°0  9¥0'152'290°C ofieT - oAg UK 095

? ¥200°0- poo'ovz'sel's  (868'v2) $ Z¥O6VLO  L9¥9Z00 L' L0S 0852210 188261 LLLV'E WNIPSIN - 9AG UBD) 095

# ¥200°0- 000'v60°0cL'Cc  (ZLZ'V9) $ 1118210 €¥ZSZ0°0 £oZ'8LY PEGEOL'0  989°82G'€89'C lBWS - 9AG Ua5) 998

# 920070~ poo'el¥'ess0l (90£'0L2) $ 0G86¥S0 9952210 151°22€'2 PRZLZF'0  £SE°L06'VI0'LE [enuapIsay

ooL.Bri=y B V.= p+a=2a {o)wns ) {ejuns e
[0, %02=P /B, %08 =4
ym Jad $ 80/C 0} 90/F  Wewalnbsy uoneoolly  (99Z090-AN {(992090-4n (092080-an  (992090-IN S$SEID PWOISNY
HAMM enusAeY  pembiep  "oN 1@o0Q) "ON 1%00() 'ONood)  "ON 1%o0Q)
SIS0 puswsag 10]e00|y puBWia Afiaug lojesojy ABlsug
UoljeAIaSUO) %02 %08
pajeey
Aeuad
108S 1ejo)

1Pelg sseD 1sho) Aeuluald

uohensjen punjay pue Ajeusad

O 1dqiux3




Puget Sound Energy

2007 Annual Service Quality Program Filing

Exhibit D - Proposed Customer Report Card




SQI 2007 Performance Report Card

Feb. 14, 2008 DRAFT

Each year Puget Sound Energy measures 11 key service-quality areas to track how well

we are performing in providing our utility services to you, and to 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 or electric emergency or
answer your calls, among other measurements, we match our performance against a rating
system of benchmarks (see chart). Here are the results.

2007 Customer Service Performance Highlights

In 2007, in addition to meeting nine of the 11 service quality measurements, we improved
slightly in two areas compared to 2006: 1) fewer complaints to state regulators, the
Washington Utilities and Transportation Commission, and 2) fewer power outages.

An area where we fall short in meeting our target was in your satisfaction with our overall
performance. The 83-percent score, similar to the previous two years, makes it clear we need
to put extra attention in this area to meet the 90 percent performance target. Overall customer
satisfaction, listed as number one in our report card, is foremost to us.

The other area where we missed the mark, even though we improved our year-to-year
performance, was in the amount of time it took us to restore a power outage. Due to an
unusually high number of outages in January due to wind, the overall average of 2-hour and
47-minute wait in 2007 exceeded the benchmark by about 30 minutes. If January 2007 had
been an average January (based on the 5-year PSE SAIDI average), PSE would have met the
SAIDI SQIL

For the 2007 performance results, PSE incurred a $513,000 penalty for missing the
benchmark for the length of time some customers were without power. PSE refunded the
penalty to customers as an offset to the costs included in the electric and natural gas
conservation program charge beginning April 1, 2008.

Through our Customer Service Guarantee program, we back up our pledge to you when you
make a service appointment by crediting $50 to your PSE bill if we do not meet our
commitment. In 2007, PSE credited customers a total of $11,950 for missing one percent of
our total of 130,000 scheduled appointments.

We know you expect high level of service from us. We are working hard to meet that expectation
and are dedicated to find more ways to continually improve our service to earn your best grade.




Puget Sound Energy Performance Report Card — 2007

KEY MEASUREMENT 2007
BENCHMARK PERFORMANCE ACHIEVED
1. Percent of customers satisfied with our performance 90 percent 83 percent No
2. Number of complaints to the WUTC per 1,000 customers Less than 0.50 0.27 v
3. Length of non-storm power outages per year Less than 2 2 hours, 47 No
hours, 16 minutes
minutes
4. Frequency of non-storm power outages, per year, per Less than 1.30 0.97 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 92 percent v
Customer Access Center, based on survey
7. Time from customer call to arrival of field technicians in No more than 55 | 38 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 2.8 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 te arrival of field technicians in No more than 55 | 52 minutes v

response to power system emergencies

minutes




Puget Sound Energy
2007 Annual Service Quality Program Filing

Exhibit E - Customer Service Guarantee Performance Detail

Definition of the categories

Total Appointments (Excludes Canceled): the total of Total Missed and Total Kept

Missed Approved: appointments missed due to PSE reasons and customers are paid the $50
Service Guarantee payment for each missed approved appointment.

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 number of Missed Approved, Missed Denied, and Missed Open
Manual Kept: adjusted missed appointments resulting from the review by the PSE personnel
System Kept: appointments in which PSE arrived at the customer site as promised

Total Kept: the total number of Manual Kep% and System Kept

Canceled: appointments canceled by either custometrs or PSE

Service Guarantee Payments: the total of the $50 Service Guarantee payments made to
customers
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Exhibit F
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 in Docket
No. UE-031946, PSE undertook the following actions in 2007 to promote
customer awareness of the customer service guarantee.

1. Articles that publicized the Customer Service Guarantee were included in
following four issues of the “Energywise” customer newsletter in 2007:
February-March, April-May, June-July, and November-December.

2. The text of the service guarantee has been appeared on the back of the bill-
stock since fall 2002. In addition, every billing envelope customers received in
2007 has an imprinted Customer Service Guarantee message on the back of the

~envelope.

3. The customer service guarantee was incorporated in the natural gas and the
electric customer “rights and responsibilities” brochure in 2004 and has been
distributed 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. PSE Access Center 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.

¢ 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, gas field services
and new construction employees within the Company.

o 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.
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Exhibit F
Customer Awareness of Service Guarantee

5. Other measures used to inform customers of the service guarantee include the
gas and electric service handbooks and the PSE web site at www.PSE.com.

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