
January 2012: 
 

PSE Storm Response

March 19, 2012



Agenda


 

Storm Response Review


 

KEMA Report Status


 

Customer call center operations 


 

Community and media communications


 

Questions
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Hazardous weather 
conditions


 

On‐going damage due 
to accumulated ice and 
snow


 

Out of right‐of‐way 
trees and limbs


 

Thurston, Pierce and 
South King Counties 
hardest hit

Key challenges

Photo courtesy of The Olympian



# 
of
 F
TE
’s
 /
 C
re
w
s

164 164 164 164 164 164 164 164 164 164 164

* **

Custom
er O

utages

M T W Th F S S M T W Th

Tree Crews
Line Crews

PSE Line & Wire FTE’s

At 6:00 am PT each day

Statistics



5

# 
of
 F
TE
’s 
/ 
Cr
ew

s

WindSnow Ice
W
in
d

Customers 
experiencing 
an outage

W
in
d

Sn
ow

Sn
ow

164 164 164 164 164 164 164 164 164 164 164

*

*    Resources available
**  Began releasing crews

**

Custom
er Outages

Ic
e

Tree Crews
Line Crews

PSE Line & Wire FTE’s
Customer Outages

22 1,176 13 19,993 262,564 205,467 121,678 53,523 24,061 22,663 4,221

M T W Th F S S M T W Th

Statistics
At 6:00 am PT each day

Prestorm 

 

conference calls
EOC

 

opens

Additional 20 crews requested

20 crews requested



6

# 
of
 F
TE
’s 
/ 
Cr
ew

s

WindSnow Ice
W
in
d

Customers 
experiencing 
an outage

W
in
d

Sn
ow

Sn
ow

164 164 164 164 164 164 164 164 164 164 164

*

*    Resources available
**  Began releasing crews

**

Custom
er Outages

Ic
e

Tree Crews
Line Crews

PSE Line & Wire FTE’s
Customer Outages

22 1,176 13 19,993 262,564 205,467 121,678 53,523 24,061 22,663 4,221

M T W Th F S S M T W Th

Statistics
At 6:00 am PT each day

Prestorm 

 

conference calls
EOC

 

opens

Additional 20 crews requested

20 crews requested

Unable to patrol transmission via 

 

helicopter and limited progress 

 

due to dangerous working 

 

conditions.  Additional crews 

 

requested.

Helicopter patrols begin.



7

# 
of
 F
TE
’s 
/ 
Cr
ew

s

WindSnow Ice
W
in
d

12,654 customers affected before 

 

winds cause more damage

Customers 
experiencing 
an outage

W
in
d

Sn
ow

Sn
ow

164 164 164 164 164 164 164 164 164 164 164

*

*    Resources available
**  Began releasing crews

**

Prestorm 

 

conference calls
EOC

 

opens

Additional 20 crews requested

Unable to patrol transmission via 

 

helicopter and limited progress 

 

due to dangerous working 

 

conditions.  Additional crews 

 

requested.

Helicopter patrols begin.

20 crews requested

Custom
er Outages

Ic
e

Tree Crews
Line Crews

PSE Line & Wire FTE’s
Customer Outages

22 1,176 13 19,993 262,564 205,467 121,678 53,523 24,061 22,663 4,221

M T W Th F S S M T W Th

Statistics
At 6:00 am PT each day



8

Replaced:


 
87 miles of overhead wire



 
209 poles

Repaired:


 
19,400 wire splices

Restoration effort:


 
285 line crews



 
98 tree crews



 
191 consecutive hours of
EOC and field operations

Damage and restoration

Above / below: crews work around the clock 
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Storm costs are still estimates


 
Invoices being processed


 
Temporary‐to‐permanent repair continues 

Deferred storm expense 


 
$55 million as of January 31

$50 customer outage credit


 
Approximately 46,000 customers 


 
$2.3 million


 
Paid by shareholders

Storm costs
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PSE Vegetation Management 

Program 2010 2011 2012 Budget

Distribution & High Voltage Distribution 
Vegetation Management

$11.7 million
2,768 miles

$10.2 million
2,579 miles

$11.3 million
2,678 miles

Transmission (230 kV) Vegetation Management $1.0 million
330 miles

$1.3 million
370 miles

$0.9 million
380 miles

Off Right-of-Way Hazard Tree Removal $2.2 million
4,737 trees removed

$1.9 million
6,214 trees removed

$2.1 million
6,000 trees removed

Totals $14.9 million
3,098 miles

$13.4 million
2,949 miles

$14.3 million
3,058 miles

2009 study by Ecological Solutions, Inc.


 

PSE’s pruning and maintenance cycles are 
appropriate for the local tree growth rates



 

PSE’s rate of tree‐caused service 
interruptions are not due to a sub‐standard 
vegetation management programs

* Study was filed in the 2009 general rate case (UE‐090704).

Program effectiveness evaluation



Undergrounding



 
Nearly half of PSE distribution system is underground
 10,200 miles of underground distribution



 

10,700 miles of overhead distribution



 
Underground conversions occur predominately through 
Schedules 73 and 74 –

 
approximately 30 miles per year



 
Undergrounding is not a panacea
 Significantly higher co

 

st to install and repair



 

Growth/capacity limitations 

 Outage duration is typically longer than overhead
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2007 KEMA Review
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PSE commissioned third party review with KEMA after the 
December 2006 storm


 
5‐month effort in reviewing restoration practices



 
20 major recommendations with multiple actions



 
PSE filed initial report and subsequent updates annually



 
All recommendations completed but two:


 
Outage management system (OMS) – go live date is 
anticipated this summer


 
Mapping of cross‐country transmission access roads onto the 
Geospatial Information System (GIS) platform, once GIS is 
fully implemented



OMS/GIS



 

OMS is limited when 
transmission and substations 
are out early in a major 
storm



 

OMS/GIS provides improved 
capability of capturing field 
information (e.g. wire down) 
for prioritization



 

As transmission and 
substations are restored, 
customer feedback and OMS 
predictive models will help 
identify locations of the 
issues and prioritize 
restoration efforts
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Customer calls peaked on day 2

Storm
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Customer email communication

Storm



Call Center –
 

Technology Impacts

January 19

 

EZ

 

Route Limited Customer Access
Duration: 

 

1.5 hours (8:30AM

 

–

 

10:00AM)

Customer Impact: Some customers experienced a busy signal, a series of clicks, or

 

disconnects when 

 
routed to EZ

 

Route 

Root Cause: 

 

A system update at Century Link inadvertently reduced PSE’s capacity on EZRoute

January 19

 

PSE Call Center Voice Response System Outage 
Duration:  

 

8.5 hours (11:19AM

 

–

 

8:00PM)

Customer Impact: All customers calls were routed to EZRoute.  This allowed access to agents for 

 
emergencies only.   Some customers experienced busy signals.

Root Cause:   

 

A feature that logs system information exceeded capacity due to call volume, 

 

impacting 

 
the system’s ability to handle calls.

January 23

 

EZ

 

Route “Transfer to Agent”

 

Issue
Duration:  

 

5 hours (7:40AM

 

–

 

12:50PM)

Customer Impact: Customers overflowing to EZRoute

 

received a busy signal when attempting to transfer 

 
to a PSE agent

Root Cause:  

 

Century Link experienced a network outage that affected the EZRoute

 

service 
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Background:  EZRoute

 

is a call overflow service that PSE has implemented to automatically increase “call handling”

 
capacity during high volume situations, such as storms. 

 

This service is provided by Century Link.
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ChangeStyle Indicator  

Communicating with customers



 

PSE. Com

 

: 385,156 visitors                                              
(217% increase)



 

Service Alert Map (SAM): 549,686 views 
during the storm



 

Outage reporting on PSE.com : 26,763



 

Flickr

 

photography social media website: 1.6 million
page views (400%+ increase)



 

Facebook

 

social media website: 6,719 friends                             
(5,700+ increase from pre‐storm)



 

Twitter social media website: 5,724 followers                          
(3,000+ increase from pre‐storm)

http://www.google.com/imgres?imgurl=http://www.courtneyluv.com/wp-content/uploads/2011/03/Twitter-Logo.jpg&imgrefurl=http://www.courtneyluv.com/courtneyluv-com-wishes-twitter-a-happy-5th-birthday/twitter-logo/&usg=__JOiOOMUsZqjjk5VrTBdmKlX36W0=&h=1129&w=1153&sz=76&hl=en&start=1&sig2=2igUmOn096LjcKoGLxEu7Q&zoom=1&tbnid=-9pcu7db62D6WM:&tbnh=147&tbnw=150&ei=v3VNT-nvMrGUiQeatMli&prev=/search?q=twitter+logo&hl=en&gbv=2&tbm=isch&itbs=1
http://www.google.com/imgres?imgurl=http://a3.sphotos.ak.fbcdn.net/hphotos-ak-snc6/41107_472081566728_20531316728_6309714_1280015_n.jpg&imgrefurl=http://blog.facebook.com/blog.php?post=418175202130&usg=__NyBDjkkdTePtuMNeiSikpoyPrTM=&h=720&w=375&sz=57&hl=en&start=1&sig2=l6BaapeJ1lAnqmPLlY03Fw&zoom=1&tbnid=b1FX6eu3luhE5M:&tbnh=140&tbnw=73&ei=63VNT8O8E8WPiAf5xJVU&prev=/search?q=facebook&hl=en&gbv=2&tbm=isch&itbs=1
http://www.google.com/imgres?imgurl=http://communitymusicworks.typepad.com/.a/6a00d83455287c69e2011278fab0c228a4-800wi&imgrefurl=http://communitymusicworks.typepad.com/.a/6a00d83455287c69e2011278fab0c228a4-popup&usg=__hJ3v2KWkDKFTJn3HXvoTtHf89Mg=&h=196&w=500&sz=12&hl=en&start=4&sig2=PF8ZP24AXs3L5YA4qP7JYg&zoom=1&tbnid=p99FFGDhXindAM:&tbnh=51&tbnw=130&ei=D3ZNT6uXK-iUiQfA8M1q&prev=/search?q=flickr+logo&hl=en&gbv=2&tbm=isch&itbs=1
http://www.google.com/imgres?imgurl=http://visionhelp.files.wordpress.com/2011/08/facebook-logo1.png&imgrefurl=http://visionhelp.wordpress.com/2011/08/18/treat-amblyopia-in-earnest-vern/facebook-logo-2/&usg=__KC-N7jztjyWEm1CjHijXBlCUz6U=&h=256&w=256&sz=23&hl=en&start=3&sig2=gWf_OuCHtmhE57U5I8JTVA&zoom=1&tbnid=KFICJaE2iv0AvM:&tbnh=111&tbnw=111&ei=b3ZNT7WPO4yhiAeq_NxL&prev=/search?q=facebook+logo&hl=en&gbv=2&tbm=isch&itbs=1


Communicating with the community
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Face‐to‐face communication at community 
information centers

 

 
Rochester substation



 
Rochester shopping center



 
Olympia office – open through the weekend


 

Posting community restoration estimates on 
PSE.com

 Yelm
 Griffin
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APPENDIX
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This National Weather Service map 
shows how ice was heaviest in 
Thurston, Pierce and King counties.

Hardest hit areas

1+” of ice.
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