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Cover Picture is from http://www.flickr.com/photos/wsdot/sets/72157612487992511/comments/ uploaded 
on January 13, 2009 by Washington State Dept of Transportation:   On Jan. 7, 2009, the Snoqualmie River 
in east King County overflowed its banks and washed out a section of SR 202 just east of Fall City.  
WSDOT Crews replaced a 120-foot long, 30-foot wide, and eight-foot deep section of roadway that 
washed away.  WSDOT hired contractor KLB Construction under an emergency contract to make speedy 
repairs and rebuild the roadway with 3,000 cubic yards of material. The road reopened to traffic 
Thursday night, Jan. 15. 
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Introduction 

This report presents Puget Sound Energy, Inc.’s performance of ten Service 

Quality Indices (“SQIs”) and the results of Customer and Restoration Service 

Guarantees for the semi-annual reporting period of January 1, 2009, through June 30, 

2009.  Specifically, it includes the following information to meet the SQI filing 

requirements: 

• Monthly performance for each of the ten service quality indices by category 
of customer satisfaction, customer services, and operations services 
(attached as Exhibit A) 

• Number of missed appointments and missed commitments under Customer 
Service Guarantee and amount of guarantee payments to customers by 
service type (attached as Exhibit B) 

There is no penalty assessment associated with the semi-annual SQI filing. 
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Background 

Puget Sound Energy, Inc.’s (“PSE’s” or “the Company’s”) Service Quality 

Program (the “Program”) includes a Service Guarantee component and a Service 

Quality Index (“SQI”) component.  The Program was originally implemented pursuant 

to Docket Nos. UE-951270 and UE-960195, the dockets merging Washington Natural 

Gas Company and Puget Sound Power & Light Company.  The purpose of the 

Program is to “provide a specific mechanism to assure customers that they will not 

experience deterioration in quality of service”1.  The Washington Utilities and 

Transportation Commission (the “WUTC” or the “Commission”) approved the Program 

on July 31, 1997.  On November 16, 1997, PSE, the combined entity of the two 

companies, filed its first SQI filing for the reporting period of April 1997 through 

September 1997 and has been filing semi-annual reports and annual reports 

thereafter. 

The Program has been extended twice as part of PSE’s general rate case 

settlement agreements with certain amendments and additional conditions in 

consolidated Docket Nos. UE-011570 and UG-011571 and in consolidated Docket 

Nos. UE-072300 and UG-072301.  Besides the two continuances of the entire 

Program, Docket No. UE-031946 revised the reporting mechanic pertaining to SQI 

No. 11 - Electric Safety Response Time. 

On October 18, 2008, the Commission approved further revisions in 

consolidated Docket Nos. UE-072300 and UG-072301.  Specifically, the SQI and 

Service Guarantee related modifications were set forth in Appendix C: Partial 

Settlement Stipulation of Service Quality, Meter and Billing Performance, and Low-

Income Bill Assistance (the “Stipulation”); in Order 12 of the consolidated Dockets.  

Starting on January 1, 2009, the beginning of the 2009 SQI program year, the 

following changes became effective, among other terms in the Stipulation: 

                                                 
1 Docket Nos. UE-951270 and UE-960195, page 11 of Stipulation, Appendix “A” to Fourteenth 
Supplemental Order Accepting Stipulation; Approving merger 
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• Reorganization of SQI customer report card by category of service, which 
are customer satisfaction, customer services, and operations services 

• Increase in the maximum total annual SQI penalty amount to $15 million 
from $10 million 

• Doubling of the otherwise applicable penalty amount if an individual SQI 
performance benchmark is not met in two or more consecutive years 
starting in 2009 and the years after 2009 

• New process of returning SQI penalty amount to customers  

• Establishment of Restoration Service Guarantee, electric Schedule 131 

• Elimination of SQI No. 1 - Overall Customer Satisfaction 

• Decreasing of SQI No. 2 - WUTC Complaint Ratio benchmark to 0.40 from 
0.50 per 1,000 customers 

• Addendum of certain information-only reporting requirements concerning 
SQI No. 5 - Customer Access Center Answering Performance and SQI No. 
7 - Gas Safety Response Time 

• Renaming of SQI No. 10 to “Appointments Kept” from “Missed 
Appointments” 

This semi-annual report contains information and performance calculations that 

meet all the requirements and standards established in the original 1997 merger 

dockets and reflect all the subsequent amendments and additional conditions 

approved by the WUTC in the aforementioned 2001, 2003, and 2007 dockets. 
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PSE SQI Performance 

 PSE’s preliminary semi-annual performance on the ten SQIs for the reporting 

period of January 1, 2009, through June 30, 2009, is summarized in the following 

table.  The monthly results for each index are reported in Exhibit A. 

Category of 
Service 

Index No. Description Preliminary Semi-Annual 
Performance 

Customer 
Satisfaction 

SQI No. 6 Customer Access Center 
Transaction Satisfaction 

92% satisfied 

 SQI No. 8 Field Service Operations 
Transactions Customer 
Satisfaction 

94% satisfied 

 SQI No. 2 WUTC Complaint Ratio 0.36 per 1,000 Customers 
Customer 
Services 

SQI No. 5 Customer Access Center 
Answering Performance 

72% answered in 30 
Seconds 

 SQI No. 9 Disconnection Ratio 0.035 Disconnections per 
Customer 

Operations 
Services 

SQI No. 4 SAIFI 0.486 interruptions per 
customer 

 SQI No. 3 SAIDI 88 minutes per customer  
 SQI No. 

11 
Electric Safety Response 
Time 

48 Minutes 

 SQI No. 7 Gas Safety Response Time 33 minutes  
 SQI No. 

10 
Kept Appointments 99% of appointments 

Attachments A and B to Exhibit A detail the days on which a major event2 or a 

localized emergency event3 occurred that resulted in suspension of SQI No. 11 - 

Electric Safety Response Time during the reporting period.  

There is no penalty assessment associated with the semi-annual SQI filing. 

                                                 
2  A major event includes the days when 5% or more of PSE electric customers experience an electric 
service outage and the additional days until when those customers have their service restored.  These 
days are excluded from the calculations of SQI No. 3 - SAIDI, SQI No. 5 - SAIFI, and SQI No. 11 - 
Electric Safety Response Time performance  
3  A localized emergency event includes the days when all available electric first responders in a pre-
defined area have been deployed to response to electric emergencies in that area. 
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Unusual and Exceptional January Weather and Flooding Events4 

After the record-breaking frigid cold and snowy December 2008, a La Niña 

followed and brought more precipitation into January 2009.  On January 4, PSE 

customers around the Puget Sound experienced the first significant wind and snow 

storm of the year.  This outage event ended in the early morning of January 6 and 

resulted in 33,1155 customers without power and PSE storm restoration costs of 

$651,981. 

On January 6 and 7, warm and moist air from the Pacific Ocean brought heavy 

precipitation to western Washington and melted snow left behind by the numerous 

December storms and the January 4 storm.  The relentless rain and the sudden snow 

water led to extreme flooding throughout the state.  21 counties and 14 cities declared 

emergencies.  The Washington State Emergency Management Division estimated the 

total damage across the state to be around $96 million.  Among the flooded areas, 

PSE’s service territory had the severest damage.  The combined damage for the 11 

counties in which PSE provides electric and/or natural gas services totaled about $76 

million (or 80% of the $96 million).  In addition to the exceptional flooding, the heavy 

rainfall triggered almost 600 major and minor landslides, mostly in western 

Washington.  Many highways and roads were closed due to flooding, mud slide, and 

avalanche hazard. 

Service Quality Impact of the Unusual and Exceptional January 2009 Events 

The series of extraordinary events and perilous conditions occurred in January 

2009 greatly hindered PSE’s electric outage restoration efforts even though there was 

no SQI major event occurred in the month.  Customers in certain areas experienced 
                                                 
4  Weather and estimated flooding damage information is from Office of the Washington State 
Climatologist January and February. 2009 newsletters: 
http://www.climate.washington.edu/newsletter/2009Jan.pdf 
http://www.climate.washington.edu/newsletter/2009Feb.pdf 



 

Puget Sound Energy Service Quality Program Filing 
2009 PSE Semi-Annual Performance Report 

Page 6 of 6

extended outages because the Company was not able to safely access its facilities 

and customer sites due to various combinations of weather conditions and road 

closures.   

PSE customers experienced 26 prolonged outage events in January 2009 due 

to access issues related to road closures and/or hazardous conditions.  The impact of 

these access issues to PSE’s overall SAIDI performance was 9 minutes or 22% of 

January’s 41 SAIDI minutes.  There was no substantial impact to SAIFI.  Exhibit D 

details the circuits at which the blocked access caused PSE crews to be delayed, thus 

causing prolonged outages.  11 of those 26 outage events lasted longer than 120 

consecutive hours and affected 6 circuits and 1,233 customers.  Among those 

customers, 501 customers called to report their outage and 64 customers called after 

their service was restored to request a credit under the electric Schedule 131, 

Restoration Service Guarantee (the “Schedule” or “RSG”). 

These 565 (501 plus 64) customers who called were considered as eligible 

customers for a RSG credit per Section 3, Eligibility, of the Schedule.  An eligible 

customer may receive a $50 RSG credit subject to PSE’s review and validation and to 

Section 5, Conditions of Guarantee, of the Schedule.  One of the conditions in Section 

5 is the suspension of the RSG when “the Company does not have safe access to its 

facilities in order to perform the needed repair”.  The subsequent outage duration for 

each of those eligible customers after the dangerous conditions receded and the safe 

access became available was less than 120 consecutive hours therefore no 

Restoration Service Guarantee credit was granted. 

                                                                                                                                                       
5 PSE’s March 26, 2009 Qualifying Storm Event WUTC filing  
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Attachment A - Major Event and Localized Emergency Event Days (Affected Local 

Areas Only) 
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Attachment B - Major Event and Localized Emergency Event Days (Non-Affected 

Local Areas Only) 
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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 Kept and System Kept 
 
Canceled: appointments canceled by either customers or PSE 
 
Service Guarantee Payments: the total of the $50 Service Guarantee payments made to 
customers 
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Exhibit C - Customer Awareness of Customer Service Guarantee 
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Exhibit D - List of January 2009 Outages that PSE Crews Had Access Issues 

 






