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89 Jefferson Boulevard
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RE: Docket 3476 — Fiscal Year 2012 Annuai Report on Service Quality Plan

]

Dear Ms. Massaro:

Enclosed for filing are ten (10) copies of the annual performance results for fiscal year 2012
(“FY12”)1 for the Rhode Island gas operations of National Grid®, under its Service Quality (“SQ™)
Plan as established in the above-captioned docket. This annual report covers the period from
July 1, 2011 through June 30, 2012, and establishes updated benchmarks to be used in measuring

performance for the period from July 1, 2012 through June 30, 2013.

Attachment | provides a summary of the SQ performance for both the fourth quarter and
FY12, and Attachment 2 provides month-by-month details for each measure. As shown on
Attachment 1, Page 2, Col. (8), the Company reports that during the fourth quarter, performance
was within one standard deviation of the established benchmarks in all areas with the exception of
Service Appointments Met. In addition, as shown on Attachment 1, Page 2, Col. (12), the
Company’s FY 12 performance was within one standard deviation of the established benchmarks in

all areas with the exception of Service Appointments Met.

For FY12, the Company’s actual performance for the Service Appointments Met measure
was 96.26%, which is 0.73% below the penalty threshold of 96.99%. The actual performance was
also 1.8929 standard deviations from the benchmark mean of 97.88% which triggers a penalty of
$133,935°. The Company has reviewed factors contributing to its FY 12 Service Appointments
Met performance, and has found that issues related fo the implementation of a new Customer
Service System (CSS), which handles appointment scheduling, dispatching, and field data capture
significantly contributed to the deficiency in this performance measure since its implementation

during January 2012.

Please note that the Company had made minor adjustments to the call volume metrics for
Total Calls Answered and Percentage of Calls Answered within 60 Seconds previously reported

! Docket 3476 fiscal year runs July 1 through June 30th.
* The Narragansett Electric Company d/b/a National Grid (“National Grid” or the “Company”).

* The penalty dollars are calculated as follows: (1.8929 —1.0)x $150,000 = $133,935
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with the third quarter SQ filing for the months of January, February, and March 2012. While
preparing the data for the fourth quarter filing, the Company discovered the volume initially
reported during the months on January through March were calculated using a service level of
calls answered within 20 seconds rather than the required measurement of calls answered within 60
seconds. The adjustment results in a higher service level performance for all three months. The
corrected data by performance measure is as follows:

Total Calls Answered: Jan, 2012 from Q3 (49,309} to corrected Q4 (53,346)
Answered in 60 Seconds: Jan, 2012 from Q3 (36,045) to corrected Q4 (40,502)
Feb, 2012 from Q3 (62,048) to corrected Q4 (65,162)
Mar, 2012 from Q3 (57,401) to corrected Q4 (60,349)

The benchmark for meter testing is based on a calendar year basis, and the Company
exceeded the benchmark for the twelve months ending December 2011. The Company has tested a
total of 7,442 meters during the first six months of 2012.

The Company has updated the performance benchmarks to incorporate the results of the
most recent twelve months of data. Attachment 3 summarizes the benchmarks that will be used to
measure performance for the period from July 1, 2012 through June 30, 2013, and Attachment 4
provides the Company’s monthly statistics used to calculate the new benchmarks based on the 36
most recent months of data. For customer requested meter tests, please note that the Company
completed 100% of the customer requested meter tests within 15 days during the 36 months of the
benchmark period, generating a standard deviation of zero and a benchmark of 100%. Establishing
a benchmark of 100% would not be reasonable or practical. Accordingly, for this measure only
(customer requested meter tests), the Company proposes to use the benchmark from FY11.

Thank you for your attention to this filing. If you have any questions, please feel free to
contact me at (401) 784-7667.

Very truly yours,

2 ST

Thomas R. Teehan

Enclosures

ce: Docket 3476 Service List
Steve Scialabba, Division
Leo Wold, Esq.
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NATIONAL GRID - GAS OPERATIONS
SERVICE QUALITY PERFORMANCE
FISCAL YEAR 2012 - FOURTH QUARTER REPORT (2nd Quarter CY2012) #*
Total or
Weighted Penalty
SERVICE QUALITY MEASURES Apr-12 Mav-12 Jun-12 Average Benchmark Threshold
CALL CENTER RESPONSIVENESS
Total Calls Answered 58,815 63,660 54,749 177,224
Abandoned Calls 767 1.133 784 2,684
Total Calls Offered 39,582 64,793 55,333 179,908
% Abandoned Calls 1.29% 1.75% 1.41% 1.49% 3.84% 9.35%
Answered in 60 Seconds 53,172 57,515 51,349 164,036
% Calls Answered in 60 Seconds 92.60% 88.77% 92.47% 91.18% 72.99% 59.08%
METER READS
Scheduled Meters 265,952 263,969 266,418 798,339
Meters Read 260,934 260,934 261,477 783,345

% On-Cycle Meter Reads 68.11% 98.11% 98.15% 98.12% 97.21% 96.09%

METER TESTING
<= 300 Cih*+* 1,033 989 1,237 3,259
> 300 Cth*** 84 42 72 198
Total Meters Tested 13,000+*
Customer Requested Tests - 0 0 & 0
Tests Completed in 15 Days 0 0 0 0

% Completed in 15 Days 100.00% 100.0% 100.0% 100.0% 96.60% 94.04%

SERVICE APPOINTMENTS
Scheduled Service Appointments 3,216 3,357 3,811 10,384
Completed Service Appointments 3,075 3,212 3,626 9,913

% Service Appointments Met 95.62% 95.68% 95.15% 95.46% 97.81% 96.99%

SAFETY
Leak-Call Response:
Normal Business Hours:

- Total Calls 484 677 589 1,750

- Response in 30 Minutes or Less 464 654 371 1,689

% in 30 Minutes or Less 95.87% 96.60% 96.94%____ 96.51%)] 95.70% 94.38%

After Business Hours:

- Total Calls 279 265 342 886

- Response in 45 Minutes or Less 272 258 330 860

%% in 45 Minutes or Less 97.4%% 97.36% 96.49% 97.07% 06.32% 93.27%

# Note: Dogket 3476 Fiscal year runs Juty 1 through June 30th.

#* The meter testing measwre is compiled on a calendar year basis.
#%% The definition of commercial and residential meters changed in October 2006. Under the Revised Division Regulations, meters with a capacity greater than 500 cubic

feet per hour (Cfl) are classified as commercial, and meters with & capacity less than or equal to 500 Cth are classified as residential. Meters reclassified under the
revised definition are only counted in the new classification to the extent they were installed after the revised definition took effect, and they will not be scheduled for

testing until 15 years from now. Hence, this report still reflects the previous classification.
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National Grid - Gas
RIPUC Docket No. 3476

Service Quality Report
NATIONAL GRID - GAS OPERATIONS Attachment 3
SERVICE QUALITY BENCHMARKS
FISCAL YEAR 2013
Benchmark | Standard Penalty
(Mean) Deviation { Threshold
Measures FY13 (+/-)
Customer Service and Billing:
Abandoned Calls 4.14% 2.25% 6.39%
Calls Answer in 60 Seconds 79.34% 10.98% 68.36%
On-Cycle Meter Reads 97.35% 2.76% 94.59%
Meter Testing* 15,000
Customer Requested Meter Tests 99.60% 3.56% 94.04%
Service Appointments Met 97.38% 1.58% 95.80%
Safety - Leak Call Response:
Normal Business Hours-30 min or les{  95.63% 1.53% 94.10%
After Business Hours-45 min or less 96.53% 1.19% 95.34%

* The meter testing measure is compiled on a calendar year basis.
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