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BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

Dockets UE-260005 & UG-260006
Puget Sound Energy
2026 General Rate Case

WUTC STAFF DATA REQUEST NO. 094:
REQUESTED BY: Paul Koenig

RE: PSE 2030 Digital Experience Project

In regard to the Direct Testimony of Diane E. Perry, page 50, lines 19-22, “Expanded
Al-Enabled Customer Support: Deployment of advanced tools across PSE.com, the
myPSE application, and Customer Care channels to improve response times and
streamline customer interactions.”

Is this included in the Al innovation program discussed later in this testimony?
Additionally, has the topic of Al-Enabled Customer Support been discussed with PSE’s
Equity Advisory Group or any other form of public feedback?

Response:

The Expanded Al-Enabled Customer Support deliverable referenced at page 50,

lines 19-22, of the Prefiled Direct Testimony of Diane E. Perry, Exh. DEP-1T, is a 2029
Program Year deliverable of the Puget Sound Energy (“PSE”) 2030 Digital Experience
Project (CSA0489), not an Al Innovation Program deliverable. The two programs are
related but distinct, with different scopes, CSAs, and cost-recovery requests in this
proceeding:

1. PSE 2030 Digital Experience Project (CSA0489) is a customer-
facing digital platform project with specific deliverables, including
the myPSE Mobile Application Redesign (2027), Customer
Construction Services Portal (2027), PSE.com Website Refresh
(2028), Outage Experience Redesign (2029), and the Expanded Al-
Enabled Customer Support referenced in the data request (2029).

2. Al Innovation Program (CSA0445) is a centralized enterprise
framework for evaluating, testing, and scaling Al-enabled
applications across PSE's operations. The Al Innovation Program is
not itself a customer-facing deployment; it is the governance,
infrastructure, and methodology framework that supports
responsible Al adoption. As described on page 55, lines 15-18, of
the Prefiled Direct Testimony of Diane E. Perry, Exh. DEP-1T, the
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Al Innovation Program establishes "a centralized framework for
evaluating, testing, and scaling Al-enabled applications across the
enterprise" rather than deploying specific Al applications itself.

The Al Innovation Program includes the following key components:

. Pipeline Management (centralized intake and prioritization for Al
requests);

. Proof-of-Concept Framework (standardized Al use-case testing
methodology);

. Infrastructure and Sandbox Environments (secure cloud-based Al

development environments);

. Governance and Foundational Controls (policies addressing
cybersecurity, data privacy, ethical Al use, regulatory compliance);
and

. Product Implementation Team (cross-functional team of data

scientists, architects, cybersecurity professionals, and business
stakeholders).

See pages 55-56 of the Prefiled Direct Testimony of Diane E. Perry, Exh. DEP-1T.

The Al Innovation Program explicitly identifies "customer service" as one of several
areas where Al-driven opportunities may apply, per page 55, lines 13-15, of the Prefiled
Direct Testimony of Diane E. Perry, Exh. DEP-1T: "These opportunities span customer
service, asset analytics, outage prediction, workforce productivity, financial analysis,
and grid operations support.”

The Al Innovation Program provides the enabling governance, testing, and deployment
framework; specific Al-enabled applications (including the Expanded Al-Enabled
Customer Support deliverable in CSA0489) represent specific implementations that
would be expected to follow the governance, proof-of-concept, and controls
methodology established by the Al Innovation Program.

PSE's cost-recovery request for the Expanded Al-Enabled Customer Support
deliverable is included within the $18.5 million CSA0489 request, not within the $19
million CSA0445 request. The two requests are non-overlapping in their specific cost-
recovery scopes.

PSE has not, to date, conducted specific outreach to the Equity Advisory Group (EAG)
or to other dedicated public feedback processes focused on the Expanded Al-Enabled
Customer Support deliverable or on Al-enabled customer service applications generally.
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The Expanded Al-Enabled Customer Support deliverable is scheduled as a 2029
Program Year deliverable within CSA0489, meaning that detailed design, vendor
selection, and specific deployment approach decisions are not expected to be finalized
in the near term. The project team planning for this deliverable is in its preliminary
stages as of the filing date. PSE will solicit input as part of the scope of that work and
will apply emerging rules and regulations regarding the use of Al tools.

Please see PSE’s Responses to WUTC Staff Data Requests No. 091, 096, and 097.
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