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BEFORE THE
WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

WASHINGTON UTILITIES AND DOCKET NOS. UE-011570 and
TRANSPORTATION COMMISSION, UG-011571 (Consolidated)
Complainant, APPLICATION FOR APPROVAL OF

AMENDMENT TO SERVICE QUALITY
INDEX REPORTING METHODOLOGY:
PUGET SOUND ENERGY, INC., ELECTRIC SAFETY RESPONSE TIME

V.

Respondent.

BACKGROUND AND DISCUSSION

L. In the Commission’s Twelfth Supplemental Order in Docket Nos. UE-011570 and
UG-011571 ("Twelfth Supplemental Order"), the Commission approved the parties' Settlement
Stipulation for Electric and Common Issues (“Stipulation”). Among other things, the Stipulation
authorized the continuation of the Service Quality Index (“SQI”) for Puget Sound Energy, Inc.
(“PSE” or “the Company”). Exhibit J to the Stipulation sets forth details regarding Settlement
Terms for the SQI ("SQI Settlement"), including SQI-11: Electric Safety Response Time, which
provides: “Average number of minutes from customer call to arrival of electric field technician.
Performance measurement of this index shall be suspended on days that are excluded for SAIDI
and SAIFI performance measurement (e.g., major events and associated carry forward days).”
Stipulation, Exhibit J, Appendix 2, Section E, § 11. This means that only days determined to have
“major” storm events, where more than 5% of all of PSE's customers are out of electric service
(and associated carry forward days), may be excluded from the reporting requirements for SQI-
11.

2. At the time the participants in the rate case SQI collaborative entered into the
Stipulation, the reporting and tracking requirements for SQI-11 did not contemplate that a
localized emergency event in which less than 5% of all of PSE's customers are out of service

would have the same impact on the Company's ability to track and report response times as is
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experienced by the Company in the course of a "major event". However, the Company has since
discovered that during a localized emergency event (e.g., an event that affects only part of the
Company, such as a storm that affects only Whatcom, Skagit, and Island counties), where there
are numerous outages, the Company cannot fully track performance for Electric Safety Response
Time. In these situations, electric first responders are simultaneously dispatched to more than one
“emergency” outage location in order to make the entire area safe and restore service where
possible. Also, during a localized emergency event, PSE is in direct contact with 911 emergency
service organizations, including fire and police departments. The Company places a higher
priority on these calls, which typically include “wire down and burning, pole down, wires hanging
low” types of calls. PSE is presently unable to track response time to initial calls during
“localized emergency events,” and is reluctant to slow down response time to the more critical or
higher priority calls that might come along en route to the initial call simply to track response time
to the initial lower priority call.

3. The Company has worked with the other parties to the SQI collaborative and
settlement (the "Executing Parties") to address this issue, and the Executing Parties have agreed
to amend the reporting methodology for SQI-11. The Executing Parties' Agreement Regarding
Amendment to Service Quality Index Reporting Methodology, SQI-11: Electric Safety Response
Time ("Agreement Regarding SQI-11 Amendment") is attached hereto as Exhibit A. The agreed
amendment to SQI-11 provides as follows: “Average number of minutes from customer call to
arrival of electric first responder. Performance measurement of this index shall be suspended on:
1) days that are excluded for SAIDI and SAIFI performance measurement (e.g., major events and
associated carry forward days); and 2) days that are determined by the company to be localized
emergency event day' as defined by the dispatch and utilization of all available electric first
responders to the affected area to respond to service outages.” In addition, PSE must provide
supplemental reporting by affected Local Area, in both its annual and semi-annual service quality
reports, of all days during the reporting period on which major event days and/or localized
emergency event days occurred that resulted in suspension of SQI No. 11, Electric Safety
Response Time. The Company will also provide a separate reporting for Local Areas unaffected
by the Localized Emergency Event day. As a result of this adjustment, the performance

calculation for Electric Safety Response Time will exclude all major//localized emergency event
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days, including days that are determined by the Company to be “localized emergency events days”
as defined by the dispatch and utilization of all available electric first responders to the affected
area to respond to service outages. The annual and semi-annual supplemental reporting shall
begin with data for January 1, 2003, and shall continue for a period of at least three calendar
years. The specific format of the supplemental reporting is shown in attachments A and B to
revised Appendix 2.

4. One of the primary goals for this supplemental reporting is to develop an objective
criterion for defining localized emergency event days. After three-years of supplemental
reporting, the parties will determine if sufficient data exists to develop an objective criterion or if
additional supplemental reporting is warranted. At that time, the Company or any party to this
settlement may propose modifications to take effect January 1, 2006, if needed, to the
performance measurement of this index, based on these supplemental reports. Such
modifications, if needed, may include the benchmark of this index as well as the definition or
criteria for declaring the occurrence of a localized emergency event day. As stated elsewhere in
the appendix document, changes to the benchmark may not be retroactive. In the event that no
modifications are made to the measurement of this index, PSE will continue to include the
supplemental reports in the semiannual and annual service quality reports, unless another
arrangement has been agreed to by the parties.

5. Because the Agreement Regarding SQI-11 Amendment changes the SQI
Settlement that the Commission approved in its Twelfth Supplemental Order, the Company
hereby requests that the Commission: (1) approve the Agreement Regarding SQI-11 Amendment
that is attached hereto as Exhibit A as a supplement to the Twelfth Supplemental Order; and (2)
order that the revised pages 14-18 of Appendix 2 of Exhibit J to the Stipulation and Attachments
A and B that are attached to the Agreement Regarding SQI-11 Amendment be substituted for
pages 14-17 of Appendix 2 of Exhibit J of the Stipulation that the Commission approved in the
Twelfth Supplemental Order.

6. In the course of discussions about SQI-11 the parties discovered a discrepancy
regarding the filing date of the semi annual report and wish to clarify as part of this filing the filing

date for semi annual reports to be on or about July 30™ of each year.
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7. The Company further requests that the Commission's order specifically state that
the resulting adjusted calculations are to be used for purposes of the SQI reporting beginning

January 1, 2003.

REQUESTED ACTION

8. For the reasons set forth above, PSE respectfully requests that the Commission issue

an order in the form attached as Exhibit B which:

(a) approves the Agreement Regarding SQI-11 Amendment that is attached hereto
as Exhibit A as a supplement to the Twelfth Supplemental Order;

(b)  orders that the revised pages 14-18 of Appendix 2 of Exhibit J and Attachments
A and B that are attached to the Agreement Regarding SQI-11 Amendment be
substituted for the pages 14-17 of Appendix 2 of Exhibit J of the SQI Agreement
that the Commission approved in the Twelfth Supplemental Order; and

(c) orders PSE to use such adjusted calculation in its SQI reporting effective

January 1, 2003.

DATED: November Z_LL 2003.

PERKINS COIE LLP

Ce—es—v

By

Kirstin S. Dodge
Attorneys for Puget Sound Energy, Inc.
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LIST OF EXHIBITS

Exhibit A
Agreement Regarding Amendment to Service Quality Index-11 Reporting Methodology:
Electric Safety Response Time
Exhibit B

Proposed Order
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PSE GENERAL RATE CASE
DOCKET NOS. UE-011570 and UG-011571

AGREEMENT REGARDING AMENDMENT TO SERVICE QUALITY
INDEX REPORTING METHODOLOGY
SQI-11: ELECTRIC SAFETY RESPONSE TIME

A. Executing Parties

1. The following parties executed the Settlement Terms for the Service Quality

Index ("SQI Settlement") which was approved by the Commission as Exhibit J of the
Settlement Stipulation for Electric and Common Issues ("Settlement Stipulation") in the
Commission's Twelfth Supplemental Order in Docket Nos. UE-011570 and UG-011571, and
have reached consensus on an amendment to the reporting criteria set forth in Exhibit J to the
SQI Settlement: Puget Sound Energy, Inc. ("PSE" or the "Company"); the Staff of the
Washington Utilities and Transportation Commission; the Public Counsel Section of the
Attorney General’s Office; and Joint Intervenors the Multi-Service Center, Opportunity
Council, and Energy Project (hereinafter referred to collectively as "Executing Parties").

B. Amendment to SQI-11 Reporting Methodology

2. Appendix 2, Section E, paragraph 11 of the SQI Settlement provides:
“Average number of minutes from customer call to arrival of electric field technician.
Performance measurement of this index shall be suspended on days that are excluded for
SAIDI and SATFI performance measurement (e.g., major events and associated carry forward
days).” This means that only days determined to have “major” storm events, where more than
5% of all of PSE's customers are out of electric service (and associated carry forward days),
may be excluded from the SQI-11 reporting requirements.

3. In implementing SQI-11, PSE has encountered difficulties with respect to days
on which a localized emergency event occurs, but where less than 5% of its total customers
are out of electric service. During a localized emergency event (e.g., an event that affects only
part of the Company, such as a storm that affects only Whatcom, Skagit, and Island counties),
where there are numerous outages, the Company has represented to the Executing Parties that
it cannot fully track performance for Electric Safety Response Time. In these situations,
electric first responders are simultaneously dispatched to more than one “emergency” outage
location in order to make the entire area safe and restore service where possible. Also, during
a localized emergency event, PSE is in direct contact with 911 emergency service
organizations, including fire and police departments. The Company places a higher priority on
these calls, which typically include “wire down and burning, pole down, wires hanging low”
types of calls. This frequently results in first responders being redirected to respond to a
different outage location, and delays a first responder’s response time to an initial lower
priority outage call. PSE indicates that the company is presently unable to track response time
to initial calls during “localized emergency events,” and is reluctant to slow down response
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time to the more critical or higher priority calls that might come along en route to the initial

call simply to track response time to the initial lower priority call. PSE thus requested that
the other Executing Parties enter into discussions concerning possible amendment to SQI-11
to recognize the difficulties caused by such localized emergency events.

4. Following discussion of these matters and review of additional information
provided by the Company, the Executing Parties have agreed to amend the reporting
methodology for SQI-11 as follows: “Average number of minutes from customer call to
arrival of electric first responder. Performance measurement of this index shall be suspended
on: 1) days that are excluded for SAIDI and SAIFI performance measurement (e.g., major
events and associated carry forward days); and 2) days that are determined by the company to
be 'localized emergency event' days as defined by the dispatch and utilization of all available
electric first responders to the affected Local Area to respond to service outages.” In
addition, PSE shall provide supplemental reporting, in both its annual and semi-annual service
quality reports, 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. The supplemental reporting shall begin with data for January 1, 2003 and
shall continue for a period of at least three calendar years. The specific format of the
supplemental reporting is shown in attachments A and B to revised Appendix 2.

5. One of the primary goals for this supplemental reporting is to develop an
objective criterion for defining localized emergency event days. After three-years of
supplemental reporting, the parties will determine if sufficient data exists to develop an
objective criterion or if additional supplemental reporting is warranted. At that time, the
Company or any party to this settlement may propose modifications to take effect January 1,
2006, if needed, to the performance measurement of this index, based on these supplemental
reports. Such modifications, if needed, may include the benchmark of this index as well as the
definition or criteria for declaring the occurrence of a localized emergency event day. As
stated elsewhere in the appendix document, changes to the benchmark may not be retroactive.
In the event that no modifications are made to the measurement of this index, PSE will
continue to include the supplemental reports in the semiannual and annual service quality
reports, unless another arrangement has been agreed to by the parties.

6. The Executing Parties agree that this amendment should be reflected in a
revised version of pages 14-18 of Appendix 2 of Exhibit J and Attachments A and B to the
Settlement Stipulation, as attached hereto. The Executing Parties further agree that the
attached pages 14-18 of Appendix 2 and Attachments A and B should be substituted for
pages 14-17 of Exhibit J to the Settlement Stipulation that the Commission approved in its
Twelfth Supplemental Order in Docket Nos. UE-011570 and UG-011571.
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C. Clarification to Settlement Terms Regarding Service Quality Commission
Reports

Appendix 2, Section G, of the SQI Settlement provides: “Twice yearly, on or about
July 30 (for semi annual report of performance for January through June) and on February 15®
(for annual reports of performance for January through December), the Company shall file a
report with the Commission...”. Settlement Terms for SQI, Section E, paragraph 9, provides
“PSE will report its results to the Commission and the Parties twice each year: (1) a semi-
annual report on or about July 15™ (for the January to June time period) and (2) an annual
report on February 15" (for January through December)*. The Executing Parties agree that
the filing date for the semi-annual report in the Settlement Terms for SQI, Section E,
paragraph 9 was to have been on or about July 30™ as provided in Appendix 2.

D. Miscellaneous Provisions

7. Binding on Parties: The Executing Parties agree to support the terms and
conditions of this Agreement, as described above. The Executing Parties understand that this
Agreement is subject to Commission approval.

8. Negotiated Agreement: This Agreement represents a fully negotiated
agreement. Each Executing Party has been afforded the opportunity, which it has exercised,
to review the terms of the Agreement. Each Party has been afforded the opportunity, which it
has exercised, to consult with legal counsel of its choice concerning such terms and their
implications. The Agreement shall not be construed for or against any Executing Party based
on the principle that ambiguities are construed against the drafter.

9. Execution: This Agreement may be executed by the Executing Parties in
several counterparts, through original and/or facsimile signature, and as executed shall
constitute one agreement.

o
DATED this Z [ day of November, 2003.

WASHINGTON UTILITIES AND

PUGET SOUND ENERGY, INC. TRANSPORTATION COMMISSION
STAFF
o Tt s
’ﬁlmberly Harris'~ Robert Cedarbaum
Vice President of Regulatory Affairs Shannon Smith

Assistant Attorneys General
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7. Binding on Parties: The Executing Parties agree to support the terms and
conditions of this Agreement, as described above. The Executing Parties understand that this
Agreement is subject to Commission approval.

8. Negotiated Agreement: This Agreement represents a fully negotiated
agreement. Each Executing Party has been afforded the opportunity, which it has exercised,
to review the terms of the Agreement. Each Party has been afforded the opportunity, which it
has exercised, to consult with legal counsel of its choice concerning such terms and their
implications. The Agreement shall not be construed for or against any Executing Party based
on the principle that ambiguities are construed against the drafter.

9. Execution: This Agreement may be executed by the Executing Parties in
several counterparts, through original and/or facsimile signature, and as executed shall
constitute one agreement.

A
DATED this!/__ day of November, 2003.

WASHINGTON URILITIES AND
PUGET SOUND ENERGY, INC, TRANSPORTATION COMMISSION
STAFF

By By L
Kimberly Harris Robert Cedarbaurmn
Vice President of Regulatory Affairs Shannon Smith
Assistant Attorneys General
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APPENDIX 2
SERVICE QUALITY PROGRAM MECHANICS

payment
Diagnostic For water heater, checkup, | CLX report PXPWMM1-V01
Service heatout, other appliance and program PXPWMM1
Request repair, or follow-up

appointment

This data is then summarized in filename MissedAppointments.xls.

11. Electric Safety Response Time

a. Performance Calculation
Average number of minutes from customer call to arrival of electric first-
responder. Performance measurement of this index shall be suspended on:
1) days that are excluded for SAIDI and SAIFI performance measurement
(e.g., major events and associated carry forward days); and 2) days that are
determined by the Company to be “localized emergency event day” as
defined by the dispatch and utilization of all available electric first responders
to the affected Local Area to respond to service outages. Local Areas are
defined as one of five electric first-responder operating basis throughout the
PSE service territory. The Local Areas are shown in the following table

Number of Electric
Local Area County(s) First Responders as
of October 2003
North Skagit, Whatcom, 13
Island
West Kitsap, Jefferson 14
South Thurston, Pierce 15
North Central King — North of 19
Cedar River
South Central King — South of 12
Cedar River

On days during which performance measurement of this index is suspended,
PSE will account for and report the number of outage events and the number
of customers affected in a tabular format as shown on Attachment A to this
appendix. Further, the Company will report similar information by Local Area,
for those Local Areas not affected by the localized emergency event, as
shown on Attachment B to this appendix. This supplemental reporting shall
begin for data as of January 1, 2003 and shall continue for a period of at least
three calendar years. This supplemental reporting shall be included with both
the annual and semi-annual service quality perfformance reports filed during
the supplemental reporting period. One of the primary goals for this
supplemental reporting is to develop an objective criterion for defining
localized emergency event days. At the end of the initial three year
supplemental reporting period, the Company or any party to this settlement
may propose maodifications to take effect January 1, 2006, if needed, to the
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APPENDIX 2
SERVICE QUALITY PROGRAM MECHANICS

performance measurement of this index, based on these supplemental
reports. Such modifications, if needed, may include the benchmark of this
index. As stated elsewhere in this document, changes to the benchmark may
not be retroactive. In the event that no modifications are made to the
measurement of this index, PSE will continue to include the supplemental
reports in the semiannual and annual service quality reports, unless another
arrangement has been agreed to by the parties.

b. Performance Level At Which Maximum Penalties Would Be Imposed
79 minutes average response time

c. Sample Performance Calculation
PSE reports average response time of 50 minutes.

d. Penalty Calculation
Penalty =((Average Response Time — benchmark) / benchmark) * 10 *
penalty per point
Benchmark = 55 minutes from customer call to arrival of field technician
Penalty Per Point = $225,000
The maximum penalty is $1,000,000

e. Sample Penalty Calculation
Based on the sample performance calculation:
Penalty = ((50 - 55) / 55) * 10 * $225,000
Penalty = $0 (The actual calculation is —$204,546)

f. Notes
Any penalty imposed shall be applied to electric customers.
The source of the data will be CLX, the customer billing system for PSE. This
data is recorded in Electric Emergency Response Time Access
Database.mdb.

F. PAYMENT OF PENALTIES, IF ANY, TO CUSTOMERS

Any penalty imposed regarding SQI Nos. 3, 4 and 11 will be allocated to electric
customers only; any penalty imposed regarding SQI No. 7 will be allocated solely to
natural gas customers. Other penalties will be provided to all customers and
allocated to each energy service on a percent of average annual customer basis.

Imposed penalties, if any, as allocated between electric and natural gas operations,
will be implemented as an offset to costs to be recovered in rates through the
Schedule 120 Electricity Conservation Service Tracker and the Schedule 120 Gas
Conservation Service Tracker, respectively.

1. Sample Calculation

Assume the following information for the full year of 20XX.

e SAIFI SQI No. 4 has a penalty of $40,814.
e Call Center SQI No. 5 has a penalty of $160,000
e Gas Safety Response Time SQI No. 7 has a penalty of $127,273
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e There are 1,031,831 average annual electric customers
e There are 626,124 average annual natural gas customers

The refund to customers is:

Electric Refund = 40,814 + 160,000 *(1,031,831 /(1,031,831 + 626,124))

= $140,390

Natural gas Refund = 127,273 + 160,000 *(626,124 / (1,031,831 + 626,124))
= $187,697

G. COMMISSION REPORTS

Twice yearly, on or about July 30 (for semi annual report of performance for January
through June) and on February 15 (for annual reports of performance for January
through December),’ the Company shall file a report with the Commission? that
includes the following information:

1.

Monthly data (as available) for the applicable reporting period for each of the
SQls;

Calculated performance with respect to each of the Service Quality Indices,
together with a comparison of calculated performance to the benchmark for each
of the SQls;

A description of any unusual events that had a significant effect on service quality
performance (whether or not a mitigation petition is included with the report);

A description of any data gathering or reporting difficulties incurred by the
Company and any request by the Company to alter its data gathering or reporting
methods for future periods if the effect of the change will impact the performance
categories or their results in any way; and

The number of missed appointments and missed commitments and payments to
customers, by appointment and commitment category, under the Service
Guarantee.

Annual supplemental reporting for each day in the annual reporting period on
which SQI No. 11 Electric Emergency Response time was suspended. The
reporting shall be in accordance with Attachments A and B to this appendix. This
supplemental reporting shall begin with data as of January 1, 2003 and continue
for at least three calendar years.

In addition, the annual report to be filed on February 15, shall include the following
additional information:

7.

The penalty calculation, if applicable, for each SQl;

! For the three-month period ending December 2002, the company shall file a report of its
performance on February 15, 2003. Benchmarks have not been established for this interim
period and there will be no penalty calculation or customer notice (customer report card) required
for this period.

2 A copy of all service quality reports will also be sent, contemporaneously, to Public Counsel.
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8. A certification by the independent survey company that the surveys were
completed in conformance with applicable procedures and guidelines and that
the reported results are unbiased and valid;

9. Workpapers that explain the effect, if any, of the penalty on rates for each
customer class for both natural gas and electric customers;

10. 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;

11. A draft of the proposed customer notice (customer report card) that complies with
Section H below; and

12. Mitigation petition, if applicable.

The Company will also provide Commission Staff and Public Counsel with semi-
annual and annual reports regarding the performance of PSE’s contractors tracked
against relevant service quality benchmarks.

H. CUSTOMER NOTICE (CUSTOMER REPORT CARD)

At least once per year, PSE will report the annual results for each item in the SQl to
all of its customers. The customer notice will be distributed to customers only after
adequate consultation with Staff and Public Counsel, but no later than 90 days after
the Company files its annual report®. The proposed customer notice (see ltem 9,
above) shall contain the following information, at a minimum:

1. Total amount of service guarantee paid and total number of appointments for
which the service guarantee was paid.

2. Total amount of penalty at risk, the total amount of penalties imposed for the
current reporting period (both in total and by SQI number). For example, “For
this reporting period, the Company was at risk for a total of $10,000,000 in
penalties and was assessed a total of $328,087 in penalties, including SQI No. 4 -
$40,814, SQI No. 5 - $160,000, and SQI No. 7 - $127,273.”

3. A brief description of each benchmark and an indication as to whether the
Company met the benchmark.

I. MITIGATION PETITION, IF APPLICABLE

In the annual report, the Company may include a mitigation petition for relief from
penalty, if it believes, in good faith, that it meets the mitigation standard. The
standard to be applied for such a petition is that the penalty is due to unusual or
exceptional circumstances for which PSE’s level of preparedness and response was
reasonable. PSE will not file a mitigation petition unless it believes, in good faith,

3 Ordinarily the annual report will be filed on February 15" for the preceding 12-month period
ending December 31. In that case, the customer notice (customer report card) would be provided
to the customers no later than May 15" of that same year.
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that it meets this mitigation standard. The parties contemplate that, following a
procedure to be established by the Commission, a Commission order will be issued
assessing any penalties and resolving any mitigation petition.

J. CUSTOMER AWARENESS OF SERVICE GUARANTEE

The Company agrees to take the following actions to promote customer awareness
of the customer service guarantee (Schedule 130) for both electric and natural gas
service;

1. A promotion of the customer service guarantee will be included in the customer
newsletter, “EnergyWise,” at least three times per year.

2. The text of the service guarantee will appear on the back of the bill-stock*
beginning Fall 2002.

3. The “rights and responsibilities” brochures will be updated and will include a
description of the service guarantee. The rights and responsibilities brochures will
be distributed to all new customers and will be made available to all customers at
least once per year.® Commission Staff and Public Counsel will be consulted as
to form and content of this brochure.

4. Before the end of any telephone call with a customer which results in an eligible®
appointment being scheduled, the agent will give a short statement regarding the
availability of the $50 missed appointment credit should the agreed to time-frame
for the appointment not be met by the company’.

in addition, PSE will continue to include questions in customer surveys regarding
customer awareness of the service guarantee, as outlined in the Twenty Second
Supplemental Order Approving Second Supplemental Stipulation in Docket UE-960195.

“ In future orders of bill-stock, the headline of the service guarantee on the back of the bill-stock
will be in boldface type.

> Per WAC 480-90-103 and WAC 480-100-103 Information to Consumers, PSE is required to
provide this brochure to each new customer, and on an annual basis advise all customers as to
how to obtain this brochure.

® As defined in the Company’s tariffs regarding the missed appointment credit; Customer Service
Guarantee Schedule 130 for both natural gas and electric service.

” As defined in the Company'’s tariffs regarding the missed appointment credit, Customer Service
Guarantee Schedule 130 for both natural gas and electric service.
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EXHIBIT B



BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

WASHINGTON UTILITIES AND DOCKET NOS. UE-011570 and
TRANSPORTATION COMMISSION, UG-011571 (Consolidated)
Complainant, [PROPOSED] SIXTEENTH SUPPLEMENTAL
ORDER: GRANTING APPLICATION FOR
V. APPROVAL OF AMENDMENT TO MODIFY
SERVICE QUALITY INDEX REPORTING
PUGET SOUND ENERGY, INC., METHODOLOGY
Respondent.

PROCEEDINGS. 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 pending 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 J to
the Stipulation set forth details regarding Settlement Terms for the Service Quality Index
("SQI Settlement"). At the time the participants in the rate case SQI collaborative entered
into the Stipulation, the reporting and tracking requirements for SQI-11 did not contemplate
that a localized emergency event in which less than 5% of all of PSE's customers are out of
service would have the same impact on the Company's ability to track and report response
times as is experienced by the Company in the course of a "Major Event."

On November 25, 2003, PSE filed its Application for Approval of Amendment to Service
Quality Index Reporting Methodology. The purpose of the filing is to memorialize the
outcome of a review of the reporting methodology applied to Electric Safety Response Time,
based on the Company’s experience during the October through December 2002 interim
reporting period and to obtain Commission approval of the Agreement Regarding Amendment
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to Service Quality Index Reporting Methodology; SQI-11: Electric Safety Response Time
(“Agreement Regarding SQI-11 Amendment”) including a replacement exhibit for the SQI
Settlement approved in the Twelfth Supplemental Order. The executed original of the
Agreement Regarding SQI-11 Amendment is attached to PSE's Application as Exhibit A.

PARTIES. Markham Quehrn and Kirstin Dodge, Perkins Coie LLP, Bellevue, Washington,
represent Puget Sound Energy, Inc. John A. Cameron and Traci Kirkpatrick, Davis Wright
Tremaine, represent AT&T Wireless and the Seattle Times Company. Danielle Dixon, Policy
Associate, Northwest Energy Coalition, represents that organization and the Natural
Resources Defense Council. Carol S. Arnold, Preston Gates Ellis, Seattle, Washington,
represents Cost Management Services, Inc., and the cities of Auburn, Des Moines, Federal
Way, Redmond, Renton, SeaTac, Tukwila, Bellevue, Maple Valley, and Burien (“Auburn, ez
al”’). Ron Roseman, attorney at law, Seattle, Washington, represents the Multi-Service
Center, the Opportunity Council, and the Energy Project; Charles M. Eberdt, Manager,
Energy Project also entered his appearance for the Energy Project; Dini Duclos, CEO, Multi-
Service Center, also entered an appearance for that organization. Angela L. Olsen, Assistant
City Attorney, McGavick Graves, Tacoma, Washington, represents the City of Bremerton.
Donald C. Woodworth, Deputy Prosecuting Attorney, Seattle, Washington, represents King
County. Melinda Davison and S. Bradley Van Cleve, Davison Van Cleve, P.C., Portland,
Oregon, represent Industrial Customers of Northwest Utilities. Elaine L. Spencer and
Michael Tobiason, Graham & Dunn, Seattle, Washington, represent Seattle Steam Company.
Edward A. Finklea, Energy Advocates, LLP, represents the Northwest Industrial Gas Users.
Donald Brookhyser, Alcantar & Kahl, Portland, Oregon, represents the Cogeneration
Coalition of Washington. Michael L. Charneski, Attorney at Law, Woodinville, Washington,
represents the City of Kent. Norman J. Furuta, Associate Counsel, Department of the Navy,
represents the Federal Executive Agencies (“FEA”). Michael L. Kurtz, Boehm, Kurtz &
Lowry, Cincinnati, Ohio, represents Kroger Company. Kirk H. Gibson and Lisa F. Rackner,
Ater Wynne LLP, Portland, Oregon, represent WorldCom, Inc. Elizabeth Thomas, Preston
Gates Ellis LLP, Seattle, Washington, represents Sound Transit. Harvard M. Spigal and
Heather L. Grossman, Preston Gates and Ellis LLP, Portland, Oregon, represent Microsoft
Corporation. Simon ffitch, Assistant Attorney General, Seattle, Washington, represents the
Public Counsel Section, Office of Attorney General. Robert D. Cedarbaum, Senior Assistant
Attorney General, and Shannon Smith, Assistant Attorney General, Olympia, Washington,
represent the Commission’s regulatory staff (Staff).

COMMISSION: The Commission grants PSE's Application for Approval of Amendment to
Service Quality Reporting Methodology; Electric Safety Response Time. The Commission:
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(1) approves the Agreement Regarding SQI-11 Amendment that is attached to the Application
as Exhibit A as a supplement to the Twelfth Supplemental Order; (2) orders that revised
pages 14-18 of Appendix 2 of Exhibit J that are attached to the Agreement Regarding SQI-11
Amendment be substituted for pages 14-17 of Appendix 2 of Exhibit J of the SQI Agreement
that the Commission approved in the Twelfth Supplemental Order; and (3) orders that the
resulting adjusted calculations are to be used for purposes of the SQI accounting beginning
January 1, 2003.

MEMORANDUM

On June 20, 2002, the Commission approved the multi-party settlement stipulation of disputed
electric and common issues in PSE's pending 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 J to
the Stipulation set forth details regarding Settlement Terms for the Service Quality Index
("SQI Settlement"). However, at the time the participants in the rate case SQI collaborative
entered into the Stipulation, the reporting and tracking requirements for SQI-11 did not
contemplate that a localized emergency event, in which less than 5% of all of PSE's customers
are out of service, would have the same impact on the Company's ability to track and report
response times as is experienced by the Company in the course of a "Major Event"”.

Specifically, the SQI-11 Settlement provides: “Average number of minutes from customer
call to arrival of electric field technician. Performance measurement of this index shall be
suspended on days that are excluded for SAIDI and SAIFI performance measurement (e.g.,
major events and associated carry forward days).” This means that only days determined to
have “Major Events,” where more than 5% of all of PSE’s customers are out of electric
service (and associated carry forward days) may be excluded from the SQI-11 reporting
requirements. However, the Company has since discovered that during a localized emergency
event (e.g., an event that affects only part of the Company, such as a storm that affects only
Whatcom, Skagit, and Island counties), where there are numerous outages, the Company
cannot fully track performance for Electric Safety Response Time. PSE thus requested that
the other Executing Parties enter into discussions concerning a possible amendment to SQI-11
to recognize the difficulties caused by localized emergency events.

The Executing Parties subsequently agreed that an amendment to the reporting methodology
for Electric Safety Response Time should be made. The Executing Parties have memorialized
their agreement to this change in the Agreement Regarding Amendment to Service Quality
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Index Reporting Methodology; SQI-11: Electric Safety Response Time ("Agreement
Regarding SQI-11 Amendment"), which is attached to PSE's Application as Exhibit A.

The Agreement Regarding SQI-11 Amendment describes in some detail the adjustment that
the Executing Parties have agreed should be made to the SQI Agreement that the Commission
approved in the Order. As a result of this adjustment, the Agreement Regarding SQI-11
Amendment states that “Average number of minutes from customer call to arrival of electric
first responder. Performance measurement of this index shall be suspended on: 1) days that
are excluded for SAIDI and SAIFI performance measurement (e.g., major events and
associated carry forward days); and 2) days that are determined by the company to be
localized emergency event days' as defined by dispatch and utilization of all available electric
first responders to the affected Local Area to respond to service outages.” Local Areas are
defined as one of five electric first-responder operating basis throughout the PSE service
territory. The Local Areas are shown in the appendix at page 14.

In addition, at page 2, the Agreement Regarding SQI-11 Amendment states that “PSE shall
provide supplemental reporting, in both its annual and semi-annual service quality reports, 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. This
supplemental reporting shall begin for data as of January 1, 2003 and shall continue for a
period of at least three calendar years.” This supplemental reporting is to be included with
both annual and semi-annual service quality performance reports filed during the supplemental
reporting period. One of the primary goals for this supplemental reporting is to develop an
objective criterion for defining localized emergency event days. After three-years of
supplemental reporting, the parties will determine if sufficient data exists to develop an
objective criterion or if additional supplemental reporting is warranted. At that time, the
Company or any party to this settlement may propose modifications to take effect January 1,
2006, if needed, to the performance measurement of this index, based on these supplemental
reports. Such modifications, if needed, may include the benchmark of this index as well as the
definition or criteria for declaring the occurrence of a localized emergency event day. As
stated elsewhere in the appendix document, changes to the benchmark may not be retroactive.
In the event that no modifications are made to the measurement of this index, PSE will
continue to include the supplemental reports in the semiannual and annual service quality
reports, unless another arrangement has been agreed to by the parties.

Because the Agreement Regarding SQI-11 Amendment changes the SQI Settlement that the
Commission approved in the Order, PSE has requested that the Commission: (1) approve the
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Agreement Regarding SQI-11 Amendment that is attached to the Application as Exhibit A as
a supplement to the Order; (2) order that revised pages 14-18 of Appendix 2 of Exhibit J and
Attachments A and B that are attached to the Agreement Regarding SQI-11 Amendment be
substituted for pages 14-17 of Appendix 2 of Exhibit J of the SQI Agreement that the
Commission approved in the Order; and (3) order that the resulting adjusted calculations are
to be used for purposes of the SQI reporting beginning January 1, 2003. PSE states that this
reporting treatment is appropriate because the revised reporting methodology takes into
account all days on which Major (including associated carryforward days) and Localized
Emergency Events occur.

In the course of discussions about SQI-11 the parties discovered a discrepancy regarding the
filing date of the semi annual report and wish to clarify as part of this filing the filing date for
semi annual reports to be on or about July 30th of each year.

The Commission has authority to amend its Order as requested pursuant to RCW 80.04.210
and WAC 480-09-815. PSE has provided notice of its Application to the parties who
executed the SQI Settlement, and to all parties to the general rate case, Docket Nos. UE-
011570 and UG-011571.

FINDINGS OF FACT

Having discussed above all matters material to our decision, and having stated general
findings, the Commission now makes the following summary findings of fact. Those portions
of the preceding discussion that include findings pertaining to the Commission’s ultimate
decisions are incorporated by this reference.

(1) The Washington Utilities and Transportation Commission is an agency of the
State of Washington, vested by statute with authority to regulate rates, rules,
regulations, practices, and accounts of public service companies, including
electric companies.

(2) Puget Sound Energy, Inc., is a “public service company” and an “electrical
company” as those terms are defined in RCW 80.04.010, and as those terms
otherwise may be used in Title 80 RCW. Puget Sound Energy, Inc, is
engaged in Washington State in the business of supplying utility services and
commodities to the public for compensation.

(3)  PSE’s Application of November 25, 2003, is in the public interest and
produces results that are fair, just, and reasonable.
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CONCLUSIONS OF LAW

Having discussed above in detail all matters material to our decision, and having stated general

findings and conclusions, the Commission now makes the following summary conclusions of

law. Those portions of the preceding detailed discussion that state conclusions pertaining to

the Commission’s ultimate decisions are incorporated by this reference.

(D

(1)

()

€)

The Washington Utilities and Transportation Commission has jurisdiction over
the subject matter of, and parties to, these proceedings. Title 80 RCW.

The Commission’s prior orders in Docket Nos. UE-011570/UG-011571
should be amended to the extent necessary, or rescinded to the extent required,
to effectuate the provisions of this Order. RCW 80.04.210; WAC 480-09-815.

The Commission should retain jurisdiction over the subject matters and the
parties to this proceeding to effectuate the terms of this Order. Title 80 RCW.

ORDER

THE COMMISSION ORDERS that PSE’s Application for Approval of Amendment
to Service Quality Index Reporting Methodology is granted. The Commission
therefore:

(2)

(b)

(©)

approves the Agreement Regarding SQI-11 Amendment that is attached to
the Application as Exhibit A as a supplement to the Twelfth Supplemental
Order;

orders that revised pages 14-18 of Appendix 2 of Exhibit J and
Attachments A and B that are attached to the Agreement Regarding SQI-
11 Amendment be substituted for pages 14-17 of Appendix 2 of Exhibit J
of the SQI Agreement that the Commission approved in the Twelfth
Supplemental Order,

orders that semi annual reports are to be filed on or about July 30" of each

year, and
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(d)  orders PSE to use such adjusted calculation in its SQI reporting effective
January 1, 2003.

(2) THE COMMISSION ORDERS FURTHER That it retains jurisdiction over the
subject matter and the parties to effectuate the provisions of this Order.

DATED at Olympia, Washington, and effective this ____day of 2003.

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION
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