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SERVICE QUAIITY &, RELIABILITY
PERFORMANCE, MOMTORING & REPORTING PLAN

Town of Stowe Electric Department

Section I: General Provisions

l) The purpose of this Plan is to establish performance standards, and perfonnance monitoring
and reporting for electric service provided by the Torvn of Stowe Electric Departrnent

f'Stowe"). The Plan shall be referred to tbroughout this document as the "Plan."

2) ^the pa¡ties to this Plan a¡e Stowe and the Vermont Deparhent of Public Service ("DPS").

3) Section tr of the Plan establishes ihe measurement and reporting protocols for the

performance standards, as well as definitions. Section III of the Plan establishes minimum
performance standa¡ds in each performance area. Section IV of the Plan describes service
guarantees and Section V describes sen'ice quality compensation.

4) The Plan shall remain in effect from the begirming of the first quarter following approval by
the Verrront Public Service Board ("PSB") until modified by subsequent Board order. The
parties agree that they will review the Plan after it has been in effect for one year and every

two years thereafter to determine the need for any rnodifications of measurements or
perforrnance levels. Either party may petition the Board for modifications of measurements
or perfomrance levels at any time during the life ofthe Plan.

5) Nothing in this Plan shall preclude the use of any other remedies available under law for
addressing substanda¡d performance to the degree that such performanee has not already
been addressed under the provisions of this Plan.

6) In the event that Stowe opens its tenitory to retail choice during the life of this Plan, the
parties acknowledge additional and/or different standards may be necessary to monitor
service delivery changes attendant to ¡estructured service delivery. Stowe shall negotiate
with the DPS additional standa¡ds should the need a¡ise. Modifications to the Plan under this
paragraph shall be submitted to the PSB for approval.
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Ð In addition to the perfbrmance standards and measurements set forth in this document Stowe
agrees to the following time frames for response to consumer and regulatory complaints:

a) Stowe shall provide a substantive response to consumer complaints expressed directly to
the company within 14 calendar days of receipt by any method of contact,

b) Stowe shall provide a substantive response to consurner complaints from DPS within 14
calendar days.

c) If Stowe needs additional time to respond fully to a complaint from a consumer or from
DPS, Stowe shall, within the initial 14-day period, request a specific additional time for
response and shall provide a full resolution within the requested additional time.

1) This is the initial plan submitted by Stowe.

2) Reporting periods shall be calendar quarters, with quarterly reports submitted to the DPS and
the Board by the last day of the month following the end of each quarler, except for the
standards in Paragraph III.6, and III.7, which shall be reported annually on a calendar year
basis by January 3l of the following year.

3) Except as provided in Paragraphfl.z, performance results shall be aggregated monthly and
quarterly, and shall be reported quarterly to the DPS and the PSB, The parties shall jointly
develop an electronic reporting format.

4) Quarterþ reports shall include both monthly and quarterly averages. Quarterly averages shall
be derived from raw data, not by averaging monthly averages.

5) Achievement of minimum standa¡ds shall be determined on the basis of a 12-month calendar
year averags. I minimum performance standard shall be considered met if the 12-month
calendar year average upon the anniversary of the effective date of the Plan met or \l,as below
the standard.

6) Notwithstanding Paragraph 5, where quarterly performance falls more than ten percent worse
than any sta¡rdard, or where performance does not meet any standard fbr two consecutive
quarters, Stowe shall, within 30 days of the end of the quarter in which this provision is
triggered, submit a corrective action Plan iudicating how it will remedy the failed standa¡d.

7) Performance shall be evaluated and reported to one decirnal place for all performance areas

unless otherwise specified. Actual perfomrance shall be rounded up when the second decimal
place is 5 or more. Stowe will retain all of its reports that support the results for each of the
performance areas for a period of not less than 24 months after the results are reported.
Stowe will provide these reports upon request to DPS.
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8) Stowe will review with the DPS any change to Stowe's measurement protocol or to the 
internal reporting methods that are used to obtain the data measured prior to Stowe's 
implementation of such changes. If the DPS and Stowe are unable to agree on the changes 
requested, nothing in this Plan shall preclude DPS or Stowe from seeking appropriate relief 
from the PSB. Stowe shall have an affirmative duty to report missing data or other events that 
could reasonably affect the. quality of the data at the time Stowe becomes aware of such 
events. Any data related to the Plan reported to DPS that reflects significantly altered 
measurement procedures or internal data acquisition methods that have not been agreed to 
between Stowe and DPS shall be subject to challenge and potential exclusion from results.

9) Stowe may seek a waiver of any applicable performance standard from the PSB. A waiver 
may only be granted where the circumstances causing the failure were beyond Stowe's direct 
control, and Stowe can demonstrate that its level of preparedness and response was 
reasonable in light of the cause of the failure.

10)  Definitions:

a) Disconnect/Reconnect: Electric power in a location must temporarily be disconnected and 
reconnected at the customer's request. The physical disconnection of the electric service 
cable is usually to ensure safety during work being completed at the location.

b) Escalation: An escalation is a complaint to Stowe or to DPS in which, following 
investigation, it is determined there is something Stowe reasonably could or should have 
done to satisfy the consumer and thereby prevent the complaint from arising and is not 
contrary to any filed tariff. Each party's discretion shall determine whether or not a 
complaint to it is classified as an escalation.

c) New Line Extensions: Any installation for the purposes of servicing new customer(s) that 
triggers Stowe's line ex,ension tariff and there is a payment by the customer for
"Contributions in Aid of Construction."

d) New Service: A primary circuit exists and only a transformer and/or a secondary cable are 
needed to be installed and the installation does not trigger Stowe's line extension tariff.

e) Normal Business Hours: ''Normal business hours" are 8:00AM to 4:00PM Monday 
through Friday excluding days on which legal holidays are observed and Stowe is closed 
to routine business operations.

f) Street Light Maintenance: Stowe makes repairs to Stowe-owned street and security lights.

g) Street Light New Installation: Stowe installs Stowe-owned street and security lighting at 
the request of a customer.
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h) Temporary Service: A secondary service is installed for a customer-specified period of
time. Primary conductors exist to the site.

Ð Weather-related delays: These are the delays that are included in the "not ready"
exclusions described in the work completion perfonnance measure (Section IlI,
Paragraph 4). Weather-related delays shall be defined as provided by the relevant section
of Stowe's r¡nion contract concerning restrictions on outside work during inclement
weather. Weather- related delays shall also include: periods when roads are impassable
to company vehicles following heavy rain, snow or spring thaw conditions; and
unavailability of company personnel as a result of service restoration efforts due to
inclement weather.

Section III: Perform¡nce Standards

l) Call ans\ryer performance:

Since Stowe does not have an automated call administration system (ACD) and/or
computerized call answering record keeping system, customEr service call answering
performance will be measu¡ed based on consumer complaints. Consumer complaints to DPS,
determined after investigation to be "escalations'0, in which the consumer complains that he
or she could not reach Stowe shall not exceed one per year. Should Stowe obtain an ACD or
computerized call answering system, or should its custorner base exceed 10,000 during the
dwation of this SQRP, Stowe shal.l notift the DPS of its change in status within 30 days of
such change and shall adhere to a performance level of at least 75 percent of calls during
business hours answered within 20 seconds. Such complaints will exclude escalations caused
by storms or other wide-spread outages

2) Billing pcrformance measures:

a) Percentage of bills not rendered monthly: Percentage of bills not rendered within
seven days of the seheduled billing date. Perfonnance shall be calculated as follows:

Number of bills not rendered within seven days of the scheduled billinq date
Total number of bills scheduled to be rendered

Exclusions: The measurement \À/ill exclude accounts that we¡e activated within l0 days
prior to the normal billing cycle; accounts that are scheduled to receive a fi¡al bill withi¡
l0 days after the nor¡nal billing cycle; company use accnunts,

Performance measure: S1.0%

Source of data: Dala compiled from Stowe's Customer file. Results shall be reported to
the second place.
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b) Bills found inaccurate: Percentage of bills found inaccurate after being sent to
customers, brought to Stowe's attention either as a result of customer complaints and/or
by the company's own efforts. Performance shall be calculated as follows:

Number of bills rendered inaccurately for the month
Total number of bills rendered for the billing month

Exclusions: This standard does not include bills found to be inaccurate strictly as a
result of estimatioq bills where the inaccuracy does not effect the calculation of the bill,
or where the fault does not lie with the company (i.e. mixed meters due to erroneous
customer third-party instatl). Multiple bills for a customer that are caused by the sarne
error shall be counted ¿¡s one incidenl

Performance measure:. <t.ÙVo

Source of data: Data compiled from Stcwe's Customer file.

c) Payment posting complaints: Percentage of customers filing eomplaints ultimately
classified as escalations to Stowe or to DPS concerning the posting of their payments to
thei¡ accounts. Performance shall be calculated as follows:

Number of customers complaining about payment oostins
Total number of customers

Performance measure: <0.05%

Source of data: Data compiled from Stowe's Customer file.

3) Metcr reading performance measures:

a) Percent of actual meter readings per month: Percentage of meters not read each
month in relation to the number that were scheduled to be read. Perfonnance shall be
calculated as follows:

Number of meter readines not read
Number of meter readings scheduled

Performance measure: <10.0%

Source of data: Data compiled from Stowe's Customer file, St¿ndard shall be measurcd
and reported to the first decimal place.

G



Stowe Service Qualrty and Reliability Plan
December 6,2006

Page 6 of 10

4) Work completion perfomance measures:

a) Percentage of customer requested work not compl€ted on or before promised
delivery date: The percentage ofjobs resulting from customer requests far meter related
or other custome¡ requested work that are completed on or before the promised
completion date. Perfornance shall be calculated as follows:

Total number ofjobs promised complete in reporting month

Exclusions: When an event outside of Stowe's control occtus resulting in the work not
being completed as promised, Stowe will renegotiate the promised delivøy date with the
customer. These events include but are not limited to the following: meter socket not
installed correctly; energizing permit not issued; customer site work or tree trimming not
completed; customer underground conduiltrenching not completed; and weather-related
delays. Renegotiated jobs will be reported as "completed on or before" based on the new
renegotiated date, not the original date.

Inclusions: "Seal-outs" and "check readings" completed by the end of the promised day;
new service; disconnecVreconnect; new streeVsecurity light installation; street/security
light maintenance; and temporary service connections.

Per{ormance measurez <5.0Vo

Source of data: Manual records retained at the Stowe's Service Center.

b) Áverage number of days after the missed deliverX datc: Average number of days
after the missed delivery date in which Stowe was to complete meter related or other
customer-requested work. Performance shall be calculated as follows:

Total davs of delav
Total number of delayed jobs in the reporting month

Exclusionsl When an event outside of Stowe's control occurs resulting in the work not
being completed as promised, Stowe will renegotiate the promised delivery date with the
customer. These events include but are not limited to the following: meter socket not
installed correctly; energizing pemrit not issued; customer site work or tree trimming not
completed; customer underground conduiltrenching not completed; and weather-related
delays. Renegotiated jobs will be reported as'ocompleted on or before" based on the new
renegotiated date, not the original date.
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Inclusions: "Seal-outs" and "check readings" completed by the end of the promised
day; line extensions; new service; disconnecVreconnect; new sheelsecurity light
installation; street/security light maintenance; and temporary service connections.

Performance me¡sure: <5 days

Source of data: Manual records retained at the Stowe's Service Center.

5) Rate of complaints to DPS/Consurner Affairs:

Percentage of customers who file complaints with DPS that a¡e ultimately classified as

escalations following investigation. Performance shall be calculated as follows:

Number of escalæions
Total nr¡mber of customers

Performance measurei jl0.07ys, minimum threshold of 2 customers

The DPS Consumer Affairs Division compiles this data" and when appropriate, the data is
forwarded to Stowe.

6) 'Worker safety performance measures:

a) Lost-time incident rate: Lost-time incidents are the total nwnber of incidents
experienced by Stowe in a calendar year that: (1) cause an injury to an employee; and (2)
occur while the employee is performing work for Stowe; and (3) result in the employee
missing work beyond the day of the injury.

Source of data: Lost-time cases as reported in Stowe's VOSHA Accident Log.

Performance measure: ( 2

b) Lost-time severity rate: Lost"time severity shall be the cumulative number of work
days missed by Stowe employees in a calendar year as a result of injuries sustained by the
employees while performing work for Stowe.

Source of data: Employees' lost days are recorded in the Stowe's VOSIIA Accident
Log.

Performance measure: <1 8

7) Reliability performance measures:

a) System average interruption frequency (SAIF[): This standa¡d is defined in Public
Service Board Rule 4,901 and shall be established for the system as a whole.

Perfomance meåsure: Stowe's baseline meaniì¡re for SAIFI is 0.9
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b) Customer average interruption duration ("CAIDI'|): This standard is defined in
Public Service Boa¡d Rule 4.901 and shall be established for the system as a whole.

Performance measure: Stowe's baseline measure for CAIDI is 3.3.

c) Worst-Performing Areas: For each calenda¡ year, Stowe shall identify the a¡eas on its
system where most outages occuÍ, assess the underlying cause for each outage, and
institute economically feasible action plans or activities to improve the reliability of these
areas in accordance with Public Service Boa¡d Rule 4.903. All areas where action plans
or activities have been instituted shall be monitored each year, over a five-year period, to
determine the effectiveness of the improvement measures and to identify further
me¿lsures that may be required.

d) Major Storms: Calculation of all SAIFI and CAIDI indices shall be net of outages
caused by major storms. A major storrn is defined as a severe weather event that satisfies
the following criteria:

1. More than l0% of the customers in a service territory a¡e out of service due to the' storm or the storm's effects; and
2. At least 1% of the customers in the service territory are out for at least 24 hou¡s.

Section fV: Serwice Guarantees

1) Stowe shall offer the following service guarantees subject to Board approval of necessary
tariff amendments:

Ð Line Crew Appoinnnents: [n the case where an appointment for a line crew is made to do
work at a customer premise, Stowe shall provide a credit of $5.00 if the crew does not
show up within a 2-hour window of the time the wo¡k was scheduled, or by the end of the
agreed day if no appointment time was scheduled.

b) Meter work: Stowe shall provide a credit of 55.00 to any customer whose meter work
order is not completed within 2 business days of the promised delivery date on the
service order.

c) Delay days: Stowe shall provide a credit of $5.00 to any customer whose line work is not
completed within 5 business days of the promised delivery date assuming the customer
has met his or her requirements and is ready. This includes: line extensions; new serv'ice;
disconnecUreconnects; new streeVsecurity light installations; streeilsecurity light
maintenance; and temporary service connections. Any work that is compensated in¿er
paragraph c or d above shall not be eligible for this credit.
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2. All credits owed to members as a result of Stowe's failure to meet the time lines
described above in paragraph I will automatically be credited without the customer having to
notiff Stowe. In the event a customer who is due a credit no longer has an account with
Stowe at the time Stowe determines a credit is due, Stowe shall mail a check for the credit
amount to the customer's last known address. All unclaimed funds will follow
Iegal requirements regarding abandoned property.

3. Service guarantees that a¡e not met as a result of weather-related delays, defined in Section
II.10.i., will not be eligible for this program.

ln addition to the above Service Gua¡antees, Stowe offers to implement its proposed amendment
regarding the provision of service quality performance information to its customers and
governing body as provided in item 4), 5) and 6) below.

4) Upon approval of the Plan by the Board, Stowe will notifu, in writing, all ratepayers in its
service territory, that the municipal has a Service Quaiity and Reliability PIan. The notice
will describe the puçose and general detail of the Plan.

5) During the first meeting of the Stowe's governing body that follows the quarterly filing of
the SQRP report to the Departrnent and the Board, the utility will present that report for
review and discussion.

6) Stowe's Annual Report will contain a section about Service Quality and Reliability where the
annual SQRP report to the Department a¡rd the Board will be published.

Section V: Serryice Ouality Compensation

1) Failure to meet the standards in performance areas III.3, III.5, æIIII.T.a&b shall result in the
calculation of service quality points.

2) Attachment A sets forth which performance measures are subject to calculation of service
quality compensation points. Points are assigned for a¡eas subject to service quality
compensation based on actual perfornance during the l2-monthreporting period. Actual
performance shall be compared to the performance measure. The deviation of the actual
performance compared to the performance measure is expressed as a percent deviation from
the performance measure. This percent deviation shall be expressed as points by multiplying
the percent (as expressed as a decimal) by 100 so that each point equals one percent deviation
from the baseline. No points are assigned if Stowe achieyes results equal to or better than the
performance measure. When Stowe perforrrs worse than the performance measure, the
applicable points a¡e calculated for each performance measure and totaled. The total of these
points is referred to as "service quality compensation points."
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3) A dolla¡ amourt will be assigned to service quality compensation points as shown in
Attachment B. Service quallty compensation dollars are assessed on a sliding scale up to a
maximum one year total of 0.1% of the Stowe's arurual revenues for the 12-month ieporting
period. For 2005, the estimatcd amount at risk would be $8,086 for a maximum of 150

service quality compensation points. The actual amount at risk shall be calculated each year

and reported as a part of reporting described in paragraph V.6 below.

4) Service quallty compensation points a¡e divided into two categories. Sixty percent or 90
points, a¡e allocated to the reliability measures (III.7.a&b) (30% to SAIFI and 30Yo to
CAIDI). The remaining 60 points are allocated to the remaining measures for which points
are assessed (III.3, and In.Ð Q0% to meter reading performance measures and}Do/o to rate
of complaints to the DPS).

5) A dolla¡ arnount is assigned to each service quality compensation point within a range in its
category. The service qualþ compensation dollars a¡e calculated incrementally, that is,

service quality compensation dollars a¡e calculated fust at the bottom tier for the applicable
service quality compensation points. The next range of points is multiplied by the next
highest dollar amount. The f,rst 20 points in the reliability category a¡e worth nothing per
point.

6) Service quality compensation dollars shall be paid to communify service activities. Stowe
shall propose at the time of its quarterly filing in the month following the a¡rniversa¡y date of
the Plan a calculation for the amount of service quality compensation points to be paid.

Stowe shall also propose at the time of its annual service quality filing the manner of
communication to its customers conceming its service performance for the prior twelve (12)
month period. The manner of communication shall include a report of results and an

explanation of service quality compensation to be paid, if any. In the event service quality
cornpensation is due, communication shall include a stand-alone letter or notice that may be

stuffed in bills or mailed separately.

7) The service quality compensation dollars paid shall be offset by any dolla¡s paid to
customers through the service guarantees in Section [V.

8) The DPS shall file any objection to the service quality compensation calculation and manner
of customer communication within 30 days after Stowe hles its proposal. lf the Department
files no objection within 30 days, and the Boa¡d takes no action within 60 days, the hling
will be deemed accepted and approved. [f the DPS files a timely written objection, the Board
will proceed to resolve the dispute.

9) If in any year the Company meets all baselines and produces results 10 percent better than
each of perfbrmance measures III.3,, [[.5., ilI.7.a&b requires, Stowe may clrry over a
balance of -25 service quality compensation points that may be deducted from any points
earned in the following year.



Attachment A: Performance Areas and Associated Baseline Standards
for Galculation of Service Quality Compensatlon Points

. Town of Stowe Electric Department

Gall Answer Performance
Pe¡formance

Measure
Service

Guarantees

1a
No more than 1 complaint per year of
difficultv reachinq a reo 1 No No

Billinq performance
2r Bills not rendered monthlv <= 1.00o/o No No

No2b BÍlls found inaccurate <= 1.00% No
2c Pavment postinq cornolaints <= 0.05% No No

Meter Readinq Performance
3 <= 10.Oa/o Yes NoMeters not read

Wo¡k Completion Performance

4a Work not completed by promised date <= 5.0% No Yes
4b YesAverage delay days 5.0 No

Gustomer Satisfaction Measures

No5 Percent of ratepayers complainting to DPS <= O.07o/o Yes

Worker Safetv Measures
6a Lost time incident <= 2 No No

6b Lost time severity <= 18 No No

Svstem Reliabiltv

7a
System average interruption frequency
(SAIFI) 0,9 Yes No

7b No
Customer average interruption duration
(cArDÍ)

<= 3.3 Yes

1Stowe SQRP 1116106



Maximum annual seruice qualitv compensation

Allocation of points between olan components
ReliabilitY
All other Points based measures

RELIABILITY CALCULATION
Point ranges Pts in ranqe

7l to 90 20
46lo70 25
21 to 45 25
0to20 20

Total 90

60o/o

40o/o

Per point
118

54
46

90
60

Max at risk for reliabilitY $ 4,852

Max at risk for all other points based measures $ 3'234

$
$
$
$

$
$
$
$

1,092 $
809 $
728 $
606 $

4,852
2.493
1,146

3,2U
2,143
1,334

606

OTHER MEASURES CALCULATION
Point ranqes Pts in ranoe Weiohtinq

45 to ô0 15 1.350 $

31 to 45 15 1.000 $
16 to 30 15 0.900 $

0 to 15 15 0.750 $

Total 60

$ 4,852

Per point Mallevel Gumulative
73$
54$
49$
40$

s 3,234

* Maximum dollars at risk shall be calculated each year. Dollar amounts in this chart are an example based

upon 2005 projected total revenue.
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