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May 3, 2002

Ms. Carole J. Washburn, Secretary

Washington Utilities and Transportation Commission
P.O. Box 47250

Olympia, WA 98504-7250

Re: PSE Service Quality Program Semi-Annual Report
Docket Nos. UE-951270 and UE-960195

Dear Ms. Washburn:

Pursuant to the Supplemental Stipulation Re Customer Service Program in Docket Nos.
UE-951270 and UE-960195, Puget Sound Energy ("PSE" or "the Company") provides herewith
its semi-annual service quality report for the six- month period ending March 2002.

Attachment A to this report details PSE’s monthly performance for the ten service
quality indices for the current six-month period. As shown, the Company’s performance meets
or exceeds the required performance level for nine of these ten indices. With respect to SQI No.
1 Overall Customer Satisfaction -- the report indicates that, for the six-month period, 84% of
surveyed customers rated their overall satisfaction at 5 or higher on a 7-point scale (as compared
with the benchmark of 90%).

Customer Satisfaction is down from the fall 2001 Survey (88%). Gas-only customers
have the highest satisfaction, combination gas/electric customers have the lowest satisfaction, but
all are down across the board. These levels are near the lows seen in spring 2001 (at the height
of the “energy crisis”). However, this is not a seasonal trend. It appears that the ratings may be
influenced by external factors such as: publicity about PSE rate case settlement and resulting rate
increase, loss of trust and credibility in utilities in the wake of the Enron scandal, and general
consumer pessimism due to continued soft economy. In addition, publicity about unnecessarily
long-term high electricity prices and erroneous high bills of Seattle City Light may be leading to
possible “guilt by association” perception of other utilities. The 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). The ratings for the
other utilities have experienced drops similar to those realized by PSE!.

' The supplemental questions included in the recent 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.
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Attachment B describes the Company’s latest findings regarding the effectiveness of its
efforts to inform the customer of the service guarantee.

There is no penalty calculation associated with this semi-annual report.
If you have any questions regarding this report, please contact me at 425-456-2797.
Sincerely,

PUGET SOUND ENERGY, INC.

By /%Odﬂ”——””

Karl R. Karzmar

Manager, Revenue Requirements

Enclosures

cc Lisa Steel, Assistant Director Energy
Mary Kimball, Public Counsel



ATTACHMENT A

e  Monthly SQI Performance Results For The 10 SQI Measures
e Summary Of Missed Appointments Report

e Detailed Missed Appointments Report
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ATTACHMENT B

CUSTOMER AWARENESS OF SERVICE GUARANTEE

1. Pursuant to the Second Supplemental Stipulation Re Customer Service Program Exhibit B in
Docket Nos. UE-951270 and UE-960195, PSE has promoted the $50 service guarantee and,
in turn, has assessed customer awareness levels of the guarantee resulting from these
promotions. The following is an assessment of our customers’ awareness levels! of the $50

service guarantee.

Assessment of Customer Awareness Levels

PSE has been surveying field service customers since January 1999 to determine the
overall level of awareness by this group of the service guarantee. For the current 6-month
reporting period, October 2001 through March 2002, 20% of customers reported an awareness of
the service guarantee. The highest reported level of awareness (since surveying commenced)

was 27% in November 2001.

Regarding new construction customers’ awareness of the service guarantee, the initial
survey in March 1999 indicated that 5% of surveyed customers were aware of the service
guarantee. In the most recent survey cycle fielded in December 2001, new construction

customers’ awareness was found to be 54%.

PSE is encouraged that the actions it has taken, and continues to take, regarding service

guarantee promotions will continue to result in increases in customer awareness levels.

The following table provides the detailed results of each survey instrument, including the
number of customer surveyed each cycle or month, and the specific questions asked each

customer.

' These surveys are 1) a monthly survey of field service customers (CFS), and 2), a periodic
survey of new construction customers (NCC).
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