
  
 

October 1, 2012 
 

VIA HAND DELIVERY & ELECTRONIC MAIL 
 
Luly E. Massaro, Commission Clerk 
Rhode Island Public Utilities Commission 
89 Jefferson Boulevard 
Warwick, RI   02888 
 
 RE: Docket 3476 – National Grid’s Service Quality Plan 

Agreement to Modify Performance Benchmarks 
 
Dear Ms. Massaro: 
 
 Enclosed please find ten (10) copies of an Agreement to Modify Performance Benchmarks 
(“Agreement”) between National Grid1 (“Company”) and the Division of Public Utilities and 
Carriers (“Division”), relating to the Company’s existing gas Service Quality Plan (“Plan”).  This 
Agreement proposes fixed threshold and benchmark goals for the After Business Hours Emergency 
Response (“After-Hours Response”) category.  The Agreement also implements a return to the 
Division’s Gas Standards’ meter accuracy inspection schedule for the Meter Testing metric.  The 
parties, however, also request that the Company be allowed to migrate to the new meter accuracy 
inspection schedule in the current calendar year to avoid the Company’s performing unnecessary 
testing of meters during the last quarter of 2012 that would not otherwise fall within the inspection 
schedule set out in the Gas Standards.    
 
 In 2003, the Commission implemented the current Plan in large part to ensure that Southern 
Union Company’s merger acquisition of Providence Gas Company and Valley Gas Company 
would not lead to a diminishment of service quality for Rhode Island gas customers.  Under the 
Plan, the Company may be assessed a penalties for failure to meet target performance in designated 
areas.  The Plan contains eight performance measures that allow for the evaluation of the major 
aspects of the Company’s operations that directly affect customers.  The Company incurs a penalty 
if its performance falls outside of the respective penalty threshold, with maximum penalties being 
incurred at two standard deviations from the benchmark.  The annual performance target levels are 
re-set annually based on the most recent three years’ performance levels.   
 
 The After-Hours Response category is one of the two performance measures addressed by 
the Agreement.  In that category, the Company is required to respond to an emergency report 
within 45 minutes.  Over the years the Plan has been in place, the penalty threshold for the After-
Hours Response category has risen to 95.27 percent.  This increase in the rigor of the threshold is 
the result of the Company’s continuing efforts to meet and surpass its prior year’s performance.    
Industry research shows that Rhode Island’s 45-minute response requirement is quite stringent.  
Under the terms of the Agreement, the penalty threshold would be fixed at 94.38 percent and the 
benchmark would be fixed at 95.27.  This adjustment to the Plan will continue to protect service 
                                                 
1  The Narragansett Electric Company d/b/a National Grid. 
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quality in this area by locking in very demanding category goals while allowing for effective 
response personnel scheduling in the off business hour time period.      
 

In the Meter Testing category, the Agreement returns the Company to the testing schedule 
contained in the Division’s Gas Standards.  The Plan currently requires that the Company test 
15,000 gas meters annually for accuracy.  This testing level was established in order to clear up a 
backlog of meters that were overdue for testing under the Gas Standards.  However, because that 
backlog has been cleared out, to continue to test 15,000 meters per year would have the unintended 
effect of causing the Company to test meters that are not otherwise due for testing under the Gas 
Standards.  The Agreement would return the Company to the 10-year inspection requirement 
applicable to commercial meters and the 15-year requirements applicable to residential meters.   
 

Thank you for your attention to this matter.  If you have any questions, please do not 
hesitate to call me at (401) 784-7667. 
 
        Very truly yours, 

                                                                                         
       

Thomas R. Teehan 
 
Enclosures 
 
cc: Docket 3628 Service List 
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