VERMONT PUBLIC POWER
SUPPLY AUTHORITY

5195 Waterbury-Stowe Road e P.O. Box 298 « Waterbury Cir., VT 05677-0298
(802) 244-7678 Fax (802) 244-4889 WWW.,VppPsa.com

February 17, 2009

Susan M. Hudson, Clerk
Vermont Public Service Board
112 State Street, Drawer 20
Montpelier, VT 056202701

re: Service Quality Plans for certain municipal electric utilities:

Johnson (docket 7259)
Morrisville (docket 7216)
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 gpuﬂﬁifours,

!\\\_,//‘/!’ dbf//x
David John Mulle

cc: Department of Public Service
impacted municipal utilities
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Attachment A: Perfermance Areas and Associated Baseline Standards

5 and Associatied Service Guarantee & Service Quality Compensation Mairix

3!

X Egtm S RSy
'Annual Operating Revenue:

§ 3,505,676.00

Performance Measure

Service Quallty
Call Answer Performancse Measura Compensation
e aliawel COTIDIINAnes r ==g=u78 S DE e e
_la Na maors than 1 escalated complaint/year <= 1 Yes
o Eilllng performance
_la Bllls not renderad monthly <={1,00% Ne
__ 2 Bllls found Inaccurats =|1.00% No
2c¢ |Payment Posting Complalnts =10.05% Na
~ |Meter Reading Performance
3 ;Meters not read =110.0% Yes
4 |Work Completlon Performancse
d4a  |Work not completed by promised date <=(8,00% Na
4b__|Average delay days =|5 days No
Customer Satlsfaction Measures '
5 {Percent of ratepayers complainting to DPS =0.07% Yes
System Reliahilty
System average Interruption frequenc
“Ta (gAIFl') g P q Y <=(1.0 Yes
Customer average Interruptlon duration
7b (C:\IDI) g P <={2.4 Yes
Maximum Service Compensation Fossibie
in Reporting Year 3 3,505.68
Service Guarantees Measure Penalty
Line Crew Appeintments 2 hrs of appt, or end of day 3 5.00
Meter Wark 2 business days 5 5.00
Delay Days B business days (Iif work ready) 3 5.00
Note:

Service Quallly Compensatlon dallars paid shall be affset by any Service Guarantee dollars paid o cusiomers.
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