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January 8, 2016  
 

VIA HAND DELIVERY & ELECTRONIC MAIL 
 
Luly E. Massaro, Commission Clerk 
Rhode Island Public Utilities Commission 
89 Jefferson Boulevard 
Warwick, RI   02888 
 
 RE: Docket 3628 – National Grid’s Electric Service Quality Plan 
  Settlement Agreement 
 
Dear Ms. Massaro: 
 
 Enclosed are ten (10) copies of a Settlement Agreement (Agreement) between National 
Grid1 and the Division of Public Utilities and Carriers (Division) relating to the Company’s 
existing Service Quality Plan that the Rhode Island Public Utilities Commission (PUC) approved 
in Order No. 19020 on July 13, 2007 (2007 SQ Plan).  Specifically, this Agreement proposes to 
modify the Customer Contact performance standard to (1) replace the survey in the 2007 SQ Plan 
with a different survey consisting of two (2) questions from National Grid’s existing internal 
contactor survey; and (2) to update the historical performance benchmark period and related 
satisfaction targets used to evaluate the survey results, beginning with calendar year 2016.   
 
 Under the existing 2007 SQ Plan, the Customer Contact performance standard is based on 
a mean satisfaction score of 79.1% and a standard deviation of 2.3%, using a calendar year 
historical average.  As described in the Agreement, Customer Contact performance is assessed 
using the current survey, which consists of a telephone interview conducted by an independent 
survey vendor and is referred to herein as the “regulated survey”.  A sample of approximately 800 
customers who recently contacted the Company’s Call Center is interviewed during the year in 
order to determine their satisfaction with that contact based on the following question:    
 

“Using a scale where 1 means “very dissatisfied” and 7 means 
“very satisfied”, how satisfied were you with the contact you had 
with National Grid regarding (call reason)?”2   

 
 

                                                 
1 Submitted on behalf of The Narragansett Electric Company d/b/a National Grid (National Grid or the Company). 
2 In the 2007 SQ Plan, there are eight (8) “call reasons” or types of transactions on which the satisfaction score is 
based: (1) power outage, (2) meter on, (3) meter off, (4) meter exchange, (5) collections, (6) payment plan, (7) meter 
read, and (8) meter test. 
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The final annual result that the Company reports to the PUC is determined by weighting 
the respective contact satisfaction score for each of the eight transactions by the number of these 
transactions that occurred over the course of the calendar year, as identified from the total sample 
files received from the Call Center.  The final annual result is then compared with the 
performance standard in the 2007 SQ Plan.  Under the current Customer Contact performance 
standard, the Company incurs a penalty if its satisfaction score is 76.7% or below.  While the 
Company does not earn an incentive for performance that exceeds the benchmarks, positive 
performance in one category of service quality can be used to offset negative performance in 
another category.  For Customer Contact, this offset applies to satisfaction scores of 81.5% or 
higher.    
 
 While survey data serves as a useful tool to elicit important customer feedback and to 
provide actionable and diagnostic insights, customer satisfaction measures are highly subjective 
and may be influenced by external factors outside the control of the Company (i.e. commodity 
price increases, major events/storms, opinions of family and friends, media coverage, etc.).  Such 
factors may distort a customer’s perception of National Grid and the quality of service received.  
For the past several years, National Grid has employed its internal contactor survey across its 
entire U.S. service footprint to gauge customer satisfaction with National Grid.3  National Grid’s 
internal contactor survey employs a larger and more representative sample than the regulated 
survey because it interviews a random set of customers (approximately 1,560) who contacted the 
Company without regard to the reason they called.  National Grid’s internal contactor survey 
questionnaire is also more detailed and allows for a better understanding of customer issues 
across a wider array of call types, making it a better diagnostic tool than the regulated survey 
because the current performance standard is based solely on the satisfaction question.4 
 
 As a result, the Company and the Division met on several occasions to review and discuss 
the Company’s proposal to replace the regulated survey and the associated performance standard 
with a different survey and updated performance standard that achieves the following objectives:  
(1) to employ an actionable survey that is more inclusive and representative of the types of 
customer interactions occurring today, while gathering more context to the customer satisfaction 
metric; and (2) to implement a performance standard that appropriately reflects the current trends 
in survey data, while still encouraging the Company to maintain and improve its customer 
satisfaction performance.  The Division has agreed with the Company to replace the  regulated 
survey in the 2007 SQ Plan with a composite measure of two questions taken from National 
Grid’s existing internal contactor survey, as further described in the Agreement.  These questions 
include a high-level customer satisfaction metric by allowing respondents to consider any and all 
experiences, i.e. not just limited to one interaction or “call type”, as well as a direct measure of 
customer satisfaction with a specific interaction with a telephone representative.  In addition, the 
Company and the Division have agreed to update the historical benchmark period and the 

                                                 
3 Since 2009, the Company has conducted the internal contactor survey in parallel with the regulated survey.   
4 The regulated survey consists of two questions, one of which is the satisfaction question quoted above.  The second 
question asks about the number of occasions the customer contacted National Grid.  The current performance 
standard is based solely on the results from the satisfaction question.  
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satisfaction targets for the Customer Contact performance standard based on the average monthly 
results for the 24-month period of August 2013 through July 2015. 
 
 As proposed in the Agreement, the new SQ Plan would be effective January 1, 2016.  
Attachment 1 of the Agreement contains the Amended Service Quality Plan, as adopted by the 
Agreement.  The Company respectfully requests that the PUC approve the Agreement effective 
January 1, 2016, and authorize the Company to report its performance results for calendar year 
2016 in the annual report that it will file with the PUC on May 1, 2017 using the modified 
Customer Contact performance standard as set forth in the Amended Service Quality Plan.  At the 
PUC’s request, the Company is available to meet with the Commissioners and Staff to further 
discuss its proposal. 

 
Thank you for your attention to this filing.  If you have any questions concerning this 

report, please call me at 401-784-7288. 
    
        Very truly yours, 
 

      
 

 
Jennifer Brooks Hutchinson 
 

 
Enclosures 
 
cc: Docket 3628 Service List 
 Leo Wold, Esq. 
 Steve Scialabba, Division 
 James Lanni, Division 



Certificate of Service 
 
I hereby certify that a copy of the cover letter and any materials accompanying this certificate was 
electronically transmitted to the individuals listed below.   
 
The paper copies of this filing are being hand delivered to the Rhode Island Public Utilities Commission 
and to the Rhode Island Division of Public Utilities and Carriers. 

 
___________________________________   January 8, 2016  
Joanne M. Scanlon      Date                                 
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Name E-mail Distribution List Phone 
Raquel Webster, Esq. 
National Grid 
280 Melrose Street 
Providence, RI  02907-1438 

Raquel.webster@nationalgrid.com;  401-784-7667   
 

Celia.obrien@nationalgrid.com; 

Joanne.scanlon@nationalgrid.com; 

Leo Wold, Esq. 
Dept. of Attorney General 
150 South Main St. 
Providence, RI  02903 

lwold@riag.ri.gov; 401-222-2424  
ext. 2299 
 

Steve.scialabba@dpuc.ri.gov;  

Joseph.Shilling@dpuc.ri.gov;  
James.Lanni@dpuc.ri.gov;  
Jmunoz@riag.ri.gov;  
dmacrae@riag.ri.gov; 
Al.contente@dpuc.ri.gov;   
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