VERMONT PUBLIC POWER
SUPPLY AUTHORITY

5193 Waterbury-Stowe Road o P.O, Box 298 Waterbury Ctr., VT 05477-0298 Fi EH (
(802) 244-7678 Fex (802) 2446889 wwwippsacom 18 2009
Dy SLECTRIC pep

February 17, 2009

Susan M. Hudson, Clerk
Vermont Public Service Board
112 State Street, Drawer 20
Montpelier, VT 05620-2701

re: Service Quality Plans for certain municipal electric utilities:

Johnson (docket 7259)
Morrisville (docket 7216)

\I Hyde Park (docket 7264)
Hardwick (docket 7251)
Northfield (docket 7255)
Lyndonville (docket 7260)
Ludlow (docket 7261)

Dear Mrs. Hudson:
Pursuant to the Board’s orders of February 12, 2009 in each of the above dockets, enclosed plese

find an original and two copies of the revised Service Quality Plans for each of the listed utilities,

Thank you for the Board’s assistance in these matters.

Very trml'f;:;}roms,

VA
\_/ ab/&
David John Mulle

cc: Department of Public Service
impacted municipal utilities

~ VPPSA -
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'SERVICE QUALITY &RELIABILITY = '
- PERFORMANCE, MONITORING & REPORTING PLAN.
. Townof Hardwwlq Electnc Dbpm’tment T

ecnuni Geueral ][’mwismms '

: ,::-'Ihe purpose of tb.ls Plhn isto est1bhsh| pm‘iormtmw stmdards and pertormanc.. mcnﬂbmg
" _‘_and reportmg for elcctnc ermce prcmded hy the Town of Hm dwmh Elec‘m1c,Departmgni" e

; -_:The pumes to tl:us Pla.n e I—Idmwn.k'ana the: Vmom Degamneut of Pubhc SE'!'VHEF‘
: (uDPI.":- ) ; _ e et _ 3 _

¥ pe:rformanc:ﬁ stﬁ.nua*rdd in &.c.h prmnmnca' araa. Section I'V oi' the Pl&u'- deamb es. servxce _
s gual'amees and. Semon V describes sarvice. qu'\l;.tv wmmnqarmn RE

: -"'The Plam ghall remainin efﬂ.c* rrom the bemmung ofthe first quarter fcllowmw approval b‘jf
the Vermont Public Service Board (P SB™) until modified by subsequent Board order., The
; _!parne., agree that they will review the Plan after it has been in effect for one year and! cver

+bvreryears thersafter to dm'ﬂrmme the nesd for any modifications of measurementsor’ oy
‘performance levels. Either pﬂrty may petition the Board for modifications o‘c measurement
ot peﬂormmu, Levels &t rmy nme clunnm 1:116 hfi., of the E’Irm.

i

3 In tha event th st Har d‘mdr t}]_:lt#tl‘l 5 4 tamtorv fa et et ..,home dunng the hfc i tlu'_ :
,f.partles ac mowiedz m.ilhmolml nudﬁor dlﬂu‘t“ﬂl aianualds nmy be. neuesamy m momtm

'_ -In addltion t tlw pﬂm‘mmm stnndarda :md measur
Hardwick agrees to the fol! c:me mne 'Eramfw for msyonse Em @ rsuumer aud mgulatnry
._.compI.;mLS' el SRS " : :

a} Hummdr: shall DI‘O‘«’ldh a %ub*mmmur: responsge to, r‘umurnn.r uompl.smts c:{p:essed ducuﬂ :
ttz ihia unq:mv thhm 14 r‘a.lendar ciays ni 1'f=cem_—\t by auy muthod oi contact..

1 i ”p‘u!lt“i 1I1r ih .[ i
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'c} "If'Hardwiclt'n:eet.llé'ad.-'ciiitiscnﬂl ﬁme!tn--responﬂ\ﬁﬂly to a complaint from a consumer or- b
. - fromDPS, Hardwick sliall, within theinitial 14-day period, request a specific additional
i 14 ﬁm'e'_f_dr response:and shall provide a full resolution within the rﬂquested;adﬁitipnatf

._.S'e'étibﬁ'-lﬁ-:'"*i!'ﬂ?ens'i'il.'ﬁ-e'mexﬁ';lfJR‘& or-tin

"THis s the inital plan submmitted by Herdwick, e

) - Reporting periods shall be ealendar g arters; With'quarterly reports submitted to the DPS!
 the:Board by the last day of the:month. following the end of each quarter, except for the
(Standardsin Paragraph ITI6,.and L7, which shall be reported annually on a calendar year
‘basis by January 31 of the following year. - = : Y faspie o

xcept as gru}sidgd-'i'sifPafag;éﬁhﬁ:iIéz;; performance testlts shall be. agsregated monthly and
quarterly, and shafl be reported quartarlyito the DPS-and the PSB; The parties'shall jointly
- develop _m:clecfroz;ic reporting format. e S S i R A

Quaﬂerly teports. s'ii.a.l_l':'méiﬁdé 'bi;)fhﬁicnﬂﬂﬁf and quarterly 'ﬁv-éra:gés'; Quarterly &vaagesr}lhal
. bederived from raw dam_ ot by averaging monthly-averages, © e Sy R

5y Achievement of ‘minimum standatds, sha'll}nbe.— determined on the basis-of'a 12-month average,
- Aminimum performance standard shall be considered met if the 12-month average upon the
- anniversary ofithe effective date of the Plan met or-was below the standardi 1 7 -

¥, otk

_-.f;{'i'.'iﬁiﬂmtéﬂd'mgz-ll‘améz:a;pli 5 w}zm :.thart'e'rf'yj-'p,eﬁrﬁ:tm&hbﬁﬁféilléﬁiﬂorﬁ.;'tlir?tiji.;t:;ill_fpf sreent
than my standard, or'where petfhrmance dises notreet any standard for two, consecutiv

“quarters, Hardwicl shal»l_,l_fw{fhiﬁ 30 days'of the end of the quaiter in which this p:fiii"-v{é_‘;iéxigzs

triggered, submita.corrective action Plan ind-iC'atiﬁtmghpw--iﬁ'wi'll_igramédy.‘Illjp;-fr'_;ilc:.cri;st‘fmdaifd"

). Performanca shall be-évalunted and reported-to,bne decimal place for all performance areas.
~unless otherwise spyeified. Aptual performince shall bé rounded up when the second deeiim)
place is:5 ot more: Hardwick will retain,all of ita reports that support the results for each'of;
‘the: performance arens for a period of hot leds than 24 months:after the results are reported.
Hardwick will provide these teports upori request to DPS. = P atisicr

Hardwicle will revigw with the DPS anychangs s Hardwick's mengurement protocol or fo!
the intémal reporting methods that-are tigisd to nhtain the data measured ;gﬁ.qt; to Hardwicl'
" implementation of such changes. If the DPS and Hardwick are unable to'agree on the, |

-changes requeated, nothing in this Plan shall preclude DPS or Hardwick from seeking: :

‘appropriate refief fom the PSE. Hardwick shall have an affirmative duty to: i‘;po-rpmis_sihg "
' data or other events that could reasonably affect the quality of the data at the time Hardwicle

" becomes aware:of such events: Any data related to the Plan reported.to DPS that reflects. .

' -significantly altered meastrément procedures or internal data-aequisition methods that have
not been agresd to between Hlardwick and DPY shall be sih ject to challenge and potential !
exclugion from results. o o . ST
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9) Hardmcl. may seek @ w.mer oi‘ any anphcablt_ pm‘onna.nce smndmdﬁ'om the: PSB A
1., waivermayonly be. granted where the- circumstances causing the failure were: bayond

‘Hardwick’s control, and. Hardwick cary demonstrate that its level, of’ preparedness and
-frespouse Was Lemonahhe in hght of_‘ dw cause of the faﬂure. '

ccomect: Eiecmc po wer ina Iacan@n'must temporm 113r be mscome’cted
“rand recmmerted at the customer’s request, The: physical disconnéction of the: electric
f semce cable is: usu:zlly 10, emaura safety ciurmg work he:mg campletad at’ tﬁb Iocat{a}n.

.’I. “

I:r) A Escazatmr; An eaculaimn 182 p]amt m Harciwzek or to. DP (o mwhmh fﬁllowing i
Investization, it is: determined the re i3 somethin g Hardwick remmably could‘ar; shnuhi

: :'fl&VE' done to satisfy the-consumer and: ther ehv* ‘prevent the comp[amt from. ausmg, “Each:

party’s. discretion. Sll‘iﬂ dewmmna wheth;.r or uora uampl:u nt t;: 'Lt_l__m classified asram;;
-'escalaf:mn, - Vel s TR

) New me H\EEILJIOUS Aﬂ, 7 mmﬂ atmn fm- {‘[\ﬂ 111_11_‘1')0&"5 of servmmg new customet (i 5)
v thattriggers Hardwick’s line extension tarift aznd them isa p’lyment by thh cm,tomcr f‘gr
" “C.‘ontnbwmns in Add (}I C‘om*rrm.m i

d) New g 8 Prw:e: .AL pmn‘n'y bircuit. exXis atﬂ and only a’ trmefarmer and/or a :ecmndary cal
ATE 18 .&df-d to bw Tt

aJ?enI and the msull.m on does not tnfrl?er Hardwick’y'line extension’
"'tdl"ff il pa=ty i s : PR i

e)__' Nmmal Bmm&ss I—I ouw “N .DITII]:I.]. busn,eus hnur"”

a1e= 7 :O @ ot
through Friday exaluding dayson whzch ]ccai hol days are obs o W‘-‘d 'mcl H ardmck
Im.,lo.sed D:J mutme bllSTl"f"Sa opramt!on e ';_i- SRR St et

to. 4 DO pm..Nond

hg.

;mrtenance. Hdrdmc'c umkt.s nﬂpmm tu Haz‘d'mclc—awned sh'eet an :
.m.cuut -'lqahfs._ iR S 2 i '

9. Strw‘ LI hf: N#w Tn'shi]fdhon' Uarclwwla 1-1:.th Hmc[wzc
i -115.1..;:1« at, th»..usqum otac*usmmer. Ay

DS
Ic -owned street and security

:["_tnwf SPrvx car A srm"cmd u'y sery foa 19 msraIIned for a :.,ugtumm
2 tmm P*nmdry wvdm.tom ex ;151: to. the gite.

.} Wuaﬂw-zwlahad r‘ﬂiu.\n}' ; i'hm. ape 'tiw d *Iavs that ;.re umluderl i the "not :ead vl

exclusions deseribed in the word mmpletwu performarioe measure (Section IIL,

" Paragraph -4 Y Weather-related dclw,rs shall be defi ined as provided by the: rr..levaut sect;on '

v of Hardwick®s urion cowtract concerning restrictions on outside work duringinclement: .'
Sweather, Weather- related rlcmys shall also include: periods whenroads are mapassab!e

fo company vehicles: fisllowir g hmvy rmn, SIOW. o apnn,g thaw conlittlurls‘, fl-fld
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unavm] abihty of com

: pany perqonncl as a result of sewu.t* mstaratton efforts due to.
mc.i &mtmt Wweather. . AR

Smce Hardm\:k clueﬂ nat liave an; amtomuted L':all aunnuxstmtmn system' ALD ﬁndfor

- computerized eall ; answenn,g, record: keeping system, customer s service call answering

. performance will be measured based on consumer. eomplamts. Copsumel complaints to. DP

determined affer investigation to be- "egealitions”, in which the consumer complains:that he
or she could not. reach Havdwick shall not, exceed one per year. Should Hardwick obtain/an;

ACDor computerized eall ang sweringaystem, or should its customer base exceed 10,000
i"during the duration-of this SQRP: Hatdwicls shiail notify the DPSiofits chatrge hed stwtus
- within 30 days of snefy.change and dhall adhere ta a performance Ievel :
of cal]s dunng usiness hnura answuracl within 20: se:conds T

! a) Pere: amazur& of ﬁ}ﬂﬂs not rmntered mﬂnthlv' Percenta.g of bille ot rcn"dere&f Within
Feian sev&rl clm;" of -.h- admaduIed btl Ln'rd.lte Parionmnc:. shall be ca]culated as: fullowg

: N ur@_rr of Taﬂl ,,,,, rJt rmdered mﬂn I %w.n dmts of the %hedula..d bﬂhmz d
A AT l uml number of 1111 sahr.,dnled m berendered ;

o

?:'Exr-,lmi[mms" Th‘. e r:uurmmmt Wi emmda acmounth ihiat wers ac:fx ated.within 10'da;

“prier'to the normal, billing eyole; accounts that/bre schedll rmi to tex.ewe a 1mal bill withi
-0 day*‘ atccr the m)mml bﬂlmp cvr.:le;. u:r}mp«:my mge acr'cl.n: Ls.,_ (i

‘m‘erfnu mama mf:-.mwa."'

i

12 0% o,

it
o )

bnurcc of dm- Dam cnmpﬂt.d izmm T—Lu d‘wml 8 Luqmm.:,r ﬁlr;. Results shall bf“ 8
‘rmmxtm:l to the si*rcnd plao 0 ' :

¥ Bxﬁh'-_fmmel ifn..mr.uxmm* Pr.fmmrta,gu c'f bllls touml m&ccnrawnft*zr bmm»ﬁeuﬂ :
customets, Brought to Hardwicks attention either as aresult of Cistomer complmnts
*un_a./rar ljjf I.].'lﬁ t:umn uny $ own erf rts. P@'[‘IL‘JLLIIMILA‘.‘ shall he calculs,tc.d a& for Hosys::

Numﬁner ot‘ “bﬁlﬂ randar@ri mrmcm a’relv for the me mh
A Total nmnmer uf bﬂl“ Tendes ca for'the billing month

|.“;.LII¥L‘1'LUIIB: T‘us .stamm:rd clc:uq noi mcludw L‘Ll]q fuund m be 1111::::.umte stuctly asa
- reault of estimation, bills where the i inaceuracy does not ffect the calculation of the blll
o whme the f mlt does not lm withi the wmpmy( Le. mixed mem 8 due to erroneous:

bl
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mtomrthzrd-party 111st:111} Mulhplt. lnl]s f ora cuqtome:r that are: t.auch bythe: sam
error shail be wunted as one mczdant. i

Payment pusdnn' comp[amts.. .Percentaoa of custnmers ﬁ]mg cnmplamts lﬂmnateI
~classified ag eacalations to H&l‘dWIC}x. orto DPS conceming: “ '

- to thmr acuomta. I’eriqnnanca. shail'?je mriu.ﬂamd as followa,. . i

3 __Meter readl ng pe rfnrvname maasuresu

& Pﬂwm‘ m’r actunl m&tm‘ m:xdinw per m nnrh.

monthrin relation to the mumbm’ rhaf was sche
4 tlLUlated ag:follows: © +

Pcrr*entagc of memrs rmt Lead e&ch
cluled to be: n.ad*‘ P eriommnce shall be

; mzme ofdd ta, Data complkd ﬁrmn 1-r ardw:x.k’ 5
measm e qnd mpmrud tw thp* firgt czc:.m :1 pl.u.e. '

:\"lt.

fVor anpieﬁmu perinm:anre mewm‘es. hit

,,‘ a,-..

B LT e T L

re emage of msmmer rﬂquestad wor ii:.:wt rumplettd pror ﬁefm'xn pl‘onused
deltvery dide: The percentage of jobs;resulting from: customer mquasts for- meter relate
orother cugtomer requested work that are. u;mpleted on.or betore the prcb is
.c:mpleuon dnte I?erfommzcu. Jhall br_—r a.alculated as io]lmvs* o

el

r
A

Numhﬁr'"'ﬁ roFrs __1,'_‘1

e r*mmtmed o, m- T’:lt‘."‘i‘m‘e m*omls ed’ deh vew clate
-+ Total uumou ofjo

bs pmmrsed <o npla;te in repomng mouﬂ_

I—Ia:dww K's conuol ocours reaultma in the work
prfomlm,d, }{aldwmk will renegotinte the promised delivery date

with the c-uqfrsmm- These r*wmtw :Lm.lucw but are ot hrmtacl to thc followmg meter,

f
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o d orrectly; euerumng penmt not 1squed, customer s1te work or u'ae

- trimming not: completed; customer underground conditit/tr enching not- cumplmd,\and’
< Wweather-related delays. Renegotiated jobs will be reported as “completed on or before’

based on the new renewotlatad dﬂIe not the: ongl.nal date. O, NS

i

! L'Indusfons* “Seal oura”’ md “check readmgs” cumpletcd by the cn:l Uf the: pmmnse

day;
line: extensions; new seryice: dxscnnnacb’mconnect, new street/security i gh: mstallatmn‘

'.stmebfsecunbf lmght mmnhsnanw, a.nd tempomry servme'c@nnecﬂians. 5

W mur e mf dnm.

Mzumal rccnrds retamed ar ﬂ‘m H.n dwzc.k 8 Serme Centu'. kot

b) 'ﬁveraﬁe numher of -:eim*,!a after the missed. daiivery dmte' AVPMG"E number of davs.
oo after the missed. daliv ery date fn which Hardwick was to complate meter related or: other.
-customm'-ren uesu.d worlc. . Perrormanw shall: Ee r-alculatpd‘as foIIowax

A A T
o .17 . :
) 1 gl

'L‘ohtdawc:*demv L4 e o
Tu tal m:trnb er.of qelw;ad Jobs in the wportmo' month

i Lxuh:sxons. When an event outaide at H:udwml 5 contml OCCUrs rusultmg_ i th waork

- notbeing completed: as promised; Hardwick will renegotiate the: ‘promised’ dehvery date

with the o custerner., These svents include but are not limited to the fallowmg meter

- socketnot installed correctly; energizing permit not issued; customer site workeor tree
mlmmm not -.,omple tod; customer underground x.ondum‘trcnclnng not: cumplewd,eand

weather-related, delays. Renegotiated jobs will be reported as “completc,d on, o:; ‘before

bu aed on, the ne.w mnez,onatcd date not the mgmal drue. i

| cunpl ted hv " énd of ilie ise
ncw ser 'n_a" dmcmnnmﬂrccamiect new straeu’secun’cy lx.ht.

streatf aecwﬁ ry-; ;ghi mamtenmlbe, Etncl tc.mjgm'm'y sum ce cammei.ﬂens .

de.y, line mtcn..ion.s,
antdllutm

B‘{ qmw; bianml re‘.mds rﬂamed a tlw IIamimuL g Lf:rvme f‘enter '

Nﬁ'lﬂl"

i

: Ratelnaf a::)mpiamtsu m ]‘.’ﬁ?..ufﬁmsumer Aff.m*s

Fhwlian LT LT

.ercentlge of m.mmmr*rs who hle'cnrrqﬂ.mita 1 *ﬁh D‘Ph thnt are’ ult:mately dhssmu:t as
A cscdlﬂno-w followma mw ::stwannn. me rrm'mcc Shlill be camuia’ca.c. ag folluws '

lllilbt‘r -of escul atmgg
I‘oral mmbr“r ,}1 c.ustumers

'mini“ij:n.'lm threshold of 2 customers:

Pl.rm-mumrr' rn-.»usuﬁ-p" «-no O e
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. The DPS Consumer

Afﬁnr.a Division n.qmpﬂes this data, and when appropriate, the daa is. L
f'orwardeci ta Hamw

! Il.) Lmt-ume Incidexnt rate: Lu qt-tm-ie m.uzd&m* are rhc tutal number of mmdents
. experienced by Hardwick in o calendar year that! (1) cause an. in;rury to.an. P:nployee .au.

(2} ocenr while the employee iz performing work for I-Iurdwiuk and ( ‘5) result 111 tha' i
empimym m:ssmg work heyond the dny of the 1 mjury

‘*aurae of dam' Lost-;um cases as reported in Ihrdwndc s VOSH A At.c1dent ch |

Pm-fou-mmnca musm* iy «:.. ?.

e b) Lost tﬁme seww@y rate* “Lost. firne swmty 51 141l be: thc cmnulmvc number of’ w'or

days missed by Hardwick smy ployees.in a calendar yeur as a rwult of 11'1]111‘:1 &5 wstmned h !
. the em-:rlceyeas while peu'mrmmrr waorle for Hardwick.. I B T s k= Lol

'-"-Scurce ol da m- T-_mul vyees lc}s’c dayq are Ler‘ordea 111115 rrm dwrclc sVOSHA. Mmdan’c'
"Log, L st g | Rt .

"

Permrmanc" mf'.umu-e: -‘*=“'1-'I3' My

.uy‘STem wmrua;ma Intm mm‘ldm freqmmw {“‘S ‘ﬁII "Jm .Tlns stnnda.td is defi
2 mucu Bnard T{Lﬂed 901 ami Sh;lﬂ ba g t:tblta hr‘d tor t’mﬂ g y*;tenn as awholc.

IJl

h) if“uetﬂmrm' ;ﬂ.’v‘\:lf'-!.gﬁ mi'ez'rupmm duraﬂon (“FALDI”} Th1s Jmndard ia deﬁned in
iy i Pubhc Sc.l'"‘ﬂc:‘.l Bm azrd l%‘.ule 4, 9{)1 and sha[l be asmbhshud for the svstem as,a’ wh' '

\ 1

c) Wmsi-ri" rfzmmms; Amas“ I*car Bag 11 cml endar y.war H ardwu,k al:aU; td:mnfy the areas on

its system whars most outages oconr, assess the under] ymn' camse for each outage; ﬂml
Institute economieally feasitli action plens or activities to improve the reliability of these
| areesdn accordance witl, Public Service Board Rule:4.503, All areas where action'plans’ '
. oractivities have been instiruted shall be monitored each year, over a five-year period, to

' -detcrm1m. the effettiveness of the- l:npru Wcm&:nt measurf*s and to 1den‘ufy nu:ther ST ek
Imeawres that muy be required. - : S & F0
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d) Mﬂjor btorms" Calculanon of' all SAIFI and C' AIDI 1nd1c:°3 shall ba net of outages
- caused by major storms, A m,

: '&r« fdﬂnmng mtem:' '

ajar storm is defined as a severe weather svent 'that sansfies

..f

! More thau 1(}% »oi ther customnrs in: alaewme:.tenritmry are:_qut_ pf-‘gmige_du_é -
storm orthe stoml sefﬁ:cts' and P T Sl o g S SN e

1) Hardwu.k hall cEf‘er the followmg semc.e :zuarantea su'bje'ct to Board appréu%él';offnéées_"s_éry-
fmffamendmems.' b e T s Ny | T a® s ol '

L

|.r fhe

a.) Line: C'raw ai.puomf‘mmts In the an*e“ where an appmntmmt f'm a Ime craw is made tod

work at'acustomer. premise; Hardwick shall providea credit of §5.00:if the ¢ erew does'not

+ show up within a 2 ~hour window of the'time the Work wWas: schl.dulud ot by the end mf the:
' agréed dayif no appointment time was: 3thdulucl " et '

.: 'b) Meter worl! Fardwi cle aha g pmwdc acreditof W 00 to:z "Lny castomer whose meter wcnI;

Sorder isthot r:ompwuad wﬂhm 2 busmeas days of the, pmm;sed delwery da.tc on the
service-arder, 10

c) Delay days: Har, dmg K shuﬂ prow de P wedfc of

i not completed within 5 business d.iys of the promised deliy ery date assuming the i
CLl.‘:LOIl'.HuT hay met his or her requirements.and is ready. This includeg; Tine e tn.nsmns
mew servicey dlscomwr't/r?wnm.ets'." lewy street/ecurity light mstallnlmns, street/deciri
light mmutrdn'mce' and. hs"npumrfaervw:mct}nnecimm Any worl th'i.tls compensated“

msi‘er paragraphie o d abovs shall not biei. PIIE?.!.bIF.‘ ior ﬂm u-uadit i S | ','-f 5

‘AL tredity owed: to a.rwmbers:. as a equl‘t of Ha:rclwick 5 imluw to meet the time. imes f
U deseribed above i i paragraph 1 'will automa tieally be credited without the ¢ ‘..ustomerh ving tn

smatify Hardwick. ITn the event a'customer whotis due a eredit no longer has. an aceount with '
Hardwick &t the tumﬁ Hardwick. cl:.t\.mnes a crrerht’ is clue, rIardMCk shall maﬂ a‘¢heck for

the credit amourit to ‘the eusfomer's [ast knovwa add Lreﬂs All unclax med 1‘ Lmds will fn]lowl- |
legal reqm rr"mentq r@mmmgfabandaned pwpm't ' ;-_:' Lo

$:> 000 an V Cus tc:mcr whn 5@ Ime work is:

Senqce. tru;n mtea:; hat are o t met ‘a8 a Ie:sult of Wmthm 1elau.d dd nys1 dcﬁncd '111 Sect e

II --0-1 wﬂl not be ﬂl]gzbia for th:s pmmam

Ty ddiﬁon to 1hr. abave ‘:;L*m ce (.ruarmieea, E-Iarcfwmla r}ffm'a ) Lrnplem cnr 1fs propescd, .

amendmmt regarding the provision of' service qual 11':;' pmﬁnmnm mmrmafmn to its. customem .
a.nd g,cmmimv body as prn:vxdedmatem 4)’.' J) and 4). haluw S LY o P

Upon APPraY nl m: the Plzm by tlw o Hoard I—Iau-d»w cle will no tlf‘m m'wri'_ting, all rzltiep'a?cr'é';ifh it$ :
sefvice territory, that the municipal has & Service Quality and Reliability Plan. The notice .
wﬂl uescrlbe the purpose 'md general detail of the Plan, - {




- HosdwiclService Quality and ReliabilityPlan
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' Duting the first meeting of the Hardwicie's. governing body that follows the quarterly: filing of
ey the SQRR reportito the Department and the Board, the utility will presen; E’.tlﬁat;‘lj?gpr!_:_;fcu;-

review and disensgion., . et ; AT

g

Failure to.meet the standards in performance ereas L1, 113, L5, an
in the caleulation of service quality points. - R AL Rt

dIL7.a

witachment &' sety frih ﬁr_lji‘f;ﬁi.'ﬁeffﬁi-rﬁanc@.m_cﬂ;sureﬁ-are subject to caleulation of service

‘Guality compensation poifnts. Points are: assigned forareay suby ectto-service quality

compensation based dr;.ia'c'tuzil!:"p'ct‘fanuang:E:'.,r;'im'iug'-'i:ha -l{-..’!‘-ﬂief}rith;t:poft‘ir& g period. Agti

‘performance ghall be compared .T..:J.'thc-.jgea‘fcm:;an::ra':-meas‘ure.; The deviation of the:actual, i

'performance compared o theperformance measure is expresved ag a peteent devintion: from. .
- the performance. measure; This percent deviation shall he expressed:as boints by multiplying -

thepercant (as expressed ag a. decimal by 100-s0/that each pointequals one percent. devintio
from the baseline. No. points are assigned if Hardwick achieves results equal to.or better than

the performance meastre: When Hardwick performsworse than the performance measars; -

the applicable pointg are caleulatad,; fe'n-;'raar':h-paiffnmmn.c@;mezt.'sui'er'l-md" totaled. The total of
i ‘these points is refervad. to as “service quality compeniation POIEE.™" e v L i

¥ "

dollir amount:will be assimed to .m.ir.;‘ea'q_l'm.iiii:y-.qcr%iipir;é;i:sd-ﬁqﬁ-.pc'_iifnts as-shown in
ttachment B, Séryice quality: n:diﬁ'p’__-&n‘:‘a‘at-in.n.-;L‘tclla;‘s;-}nre'?-aqsésgad- on a,sliding scale up:
maximurn ane year.total 0£0,1% of the Hardwick’ s annnal revenues for the 12-mont|
reporting period. For:2005, the estimated amount at Tiske would be 34,576 for a maximu
130 service quality ¢ ampensation potts, The actual amount at risk shall be caleulated: ea
earand reported.aga part of reporting deseribed in paragraph V.6 befowh, 1

4y Service quality compensation puinls are divided into two citezores. Sixty percent, or 90
points, argaliocated 1o the:reliability'measnreg (117, 7.a&b), The remaining 60 ‘points.ar
allocated to the remainin 2 measurss for which points are assessed (IIL1, 1113, and TT.5),

A dollaramount is ag signed 1o cach service quality compensation point within 2 range |
category: The service quality compensation dollars are ealeulatad fnovem entally; thats,
ervice quality compensation dollars are.calenlated frst at the battor tier fiorthe applicabl
ervice quality compensation poinw, The next range of points is multiplied by the next -4
JDighestdollar ameunt, “The £ it 20 points:in the reliability category are' worth nothing per:

I

G)euServies quality cutapensation dollars shafl be used for ROW vegetation clearing or other -
mainterance activit ) setly imprave the sorvice quality and reliability-of tht:-_s?st:cm
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Hardw1 k. shall propoge at the time oﬁtw quarterly filing in the month following, the y
anmversm-y date of the Plan a. caleniation for the amount: of service quality compensatmu
' ‘points to be paid: Hardwick shall alsopr opose at the time:of its annual servies quality fil
-the manner of comununication to its.customers coﬂ.cermng ity service: performance fcnj th
“prior twelve (12) month period, Themanmr of commiunication shall include a report gt
results.and an explianation of service. quahty cmmpensation to'be paid, if'any. In the event:

service quality ¥ cempensation is due; communication shall include a, stand-alonc Tﬂtteror
nohca thut mny be :;tuffed i bﬂls or mﬂed sagm ately

) Tha s&mra quaury compmsanon. dt}ﬂmsupmﬂ shall ba offset by: any: dsllars pa:ld to:
custﬂmers throurzh the: smmca Q;‘.‘J.'JI&ME"S 111 S»ctmn o A

The DPS sha.l] ﬁ1= any ub necnnnto thc samce quahty compmi smﬁon calculatinu tmri mannar
~of customer communication; within 30days. affer Hardwick files its-proposal; Ifthe
:-'Dcp"mmmt fites no. objeetion. within 30 days, and the Board takes rio action within: 60’ days,

the filing will be deemed accepted ad approved. I the: DPS files atmwly wmten me cctmn'-
-;_,_the Bom:d wﬂl pro reed: fo 1'f'3r:nhre Lhr: dtapuw :

9)"? Ifin dny year the f"ompxmy et all basalmwsn mrl produces rosults 10 pmceut bette.r
eachof periomnance measures 1LY, L3, TIL5,, 117, a&b requires. Hardwick may carry

over abalance of 23 service. uualzty compensation points that ma.y be deductrd chm an
pomta e unecim the flol 1owmta year.
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