VERMONT PUBLIC POWER
SUPPLY AUTHORITY

5195 Waterbury-Stowe Road « P.O, Box 258 » Waterbury Ctr., VT 05677-0298
(802) 244-7678 Fax (802) 244-4889 WWW.vppsd.com

February 17, 2009

Susan M. Hudson, Clerk
Vermont Public Service Board
112 State Street, Drawer 20
Montpelier, VT 05620-2701

re: Service Quality Plans for certain municipal electric utilities:

Johnson (docket 7259)
Morrisville (docket 7216)
Hyde Park (docket 7264)
Hardwick (docket 7251)
Northfield (docket 7253)
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 tf::u‘l?}roms,

\_/ ‘L/A
David John Mulle

cc: Department of Public Service
impacted municipal utilities

~ VPPSA -
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gt

1) The Plll’ﬂ@ut‘. ot t]ns PJ 'm 13 to \.stabh f pn.rtornmnm smndards‘ and periormance
.. monitoring and reporting for electric service provided by The V illage of Ludlow: Elecmc

“Light Depdrtmmt C"Ludlow“‘* "lhe th al‘ﬂﬁ be ra.ferrcd to thmu;.hout thw documeut 1S
i the ”Plfm ‘ : :

?"‘1

e A The aamc.s to: thit ]:’I'm are L-tidlow:and i;h.a“«"r:l;nmnt L’Jcﬁm‘tmlent of Public Service

i3y Sc‘cmon 1§ of the Plan @subhvhc“ he, mea\;urement and rl=1 unma p] otm.ois for the
N pﬂ lorm:mcc wandards, as well as definitions. Section 11 of the Plan establishes B
minimum performance bfﬂi’["[dld‘; in gach performance ares. Section IV of the Plan

i e‘ﬂabhshes service. crmmntﬂ-es - PCUOI‘I v f=~'ubimhcs the: se Mu, quahty Lepuruna and
3 ,_wmp@u.dlwn mec| ummm 5 : :

4y The le shall u:rmm in a,Uec* h‘om th ’twummnﬂ ot Ih{‘

- bythe \femmm Public: Service Board (“PSB’ ) until modlified by s ubebqucm Boazd order
¢ The parties agree that they will review th:* Plan-afterit has been in effect for one year anid
levery two years thereafter to demmme theneed for any mnuﬁcanons of measur Lments
o p\,rl“ommm) levels, Either party may oetmon the Board for modifications of
15 mr:rzsum mrs or p mmm‘mce Itwels atany iLme dm lm.r he hfe ﬂi w, Pl’m

Lirst quarter lollownw approv

- ?\Tmmnsr iy thi i—’;uu‘ “haH pn"'tuw lhi, use of cu'lf othu 1'Lmé,dze<; avzulabla. undu law for
addressing substandavd performance to the degree tlmt such pe,liurmdnw im not alre ad_}'.

5 bu‘u addmsml uudv‘* the pwvmcﬁm ot ﬂns P "m

28) In‘me evantthat [ udlc}w or‘enn it ta nm ¥ to vetail choicé uumm [[1r= hfe of ﬂub Plan. the
Hi ;pd}[u“a acknowledge 2

'uhma ul wci/ol dlh erent standard dis may be necessary to monuor“
- -service delivery chan

ss altandance to-restructured service. delive ery. - Ludlow shall .
g -h(.""ﬂl]&'fc. with the DPS e additional stanc lavds should the m“fl
| “Pl'zn under lhi >>c,muwnn Sil.i” l‘se submitted to tl

arise. M ouhcatmns m Ihu
1@ P‘)H for apn: oval,

‘ 'Semrn {V c it

: B C"“E"SL of service guaraniens w he, 't’i’c'red"bv Ludlow, Ludlow :
oshall within -,ﬂ dusrs ‘

TPER ap ptovel of the Plan, file such tariff anendiments as are _
< MECESSAryY Lo imp lcmﬁ* 0t the service guar fmtm “Such Uuamm‘,m shall not be h.ec,tw‘: s
i vounless the PCJ—J grants tarift app: rmu : S

| MW&@‘E}T R %ﬁ&ﬁ%}m&iﬁmﬂ@wﬂmm@ﬁ



r. ] i"
i December 21, 2006

o lmnb; DEC 26 A I 57

8) In admﬁon to the pe erformarice htanddlds and mc.asurem\.nts set forth in this docurnent
dlow agrees (o the tul‘owmg time frames for response to consumer and regul 4tm“y
complamts: :

-a) Ludlow shall provide :I'substaur,iife response to cons mler mmplamts e‘cpie ssed’ .
b)  Ludlow shall provide a substantive response to uondumc,r complaints 11‘01\1 DPS
o within 14 calendar days.

© ) I Ludlow needs additional time to respond fully to .nomplamt from a-consumer or -
from DPS, Ludlow shall within the initial 14-day period request a specific.addiional

tHime. | .

.-'T'Semtii}?n I Measuremont, & "wwmw Protocnl, wnd Yefinitions

’-1) LLdiuw shall continue to monitor performance under the mm.il Plan dlltl] fht, f=t Lwc. ddtc,
of this Plan as ['H‘G‘.’LCF.-Jd" in P .‘_;,Lgmph I.T’ :

'- Repm ting periods sl '111 b 0 ]LE’IC‘..*L quarters. with quer tf:riv renorts submfrtg,d to the. DPS zmd
. the Board. h; the last day of the month following the end of zach quarter, except for the ~

wevery five years by January v J1 ibhawmﬂ Ug‘ year in wl'mn uurvevmg called f01 by thg
A stanci grd 1J condustad,

3) Exceptas pn vided in B wwuh ‘i 2, perforrannes results shedl be- aaqrskzatcd mxmthl : and
- quarterly, and shall be reported quar 1.L3_L;i}’ to-the DPS and the PSB. The partties sl_mll_]m.nﬂy
< develop o8 r‘:i.eci.‘_s'cmir': report ormiat, ‘ S e - :

f.-_v

o be. derw ed fiom raw data, not by ,J.v,“mm; .nu’sdji y AVErnues

] ..;A'ch.ievﬁ:me ‘

-shall be

. be-cateulated anmuaily it the month following the amniversary of the effective date of the .

o Plan. A wminimum performanee standard shall bs considersd met if the 12-month average
: upon. the aunjversary ol ve dats of the Plan met or \‘;.fas-l:u;'-lmv the standard.

6) Notwithstanding Paragrapt
L any ?5?:1_2"..&:.1”{!: or whe

5

T T

Uillage of Ludlow Electric Light Department Successor Service Quality and Reimb:laty Plan
1 E

Page2 of 12

directly to the corpany within 14 calendear days of receipt by any method of conta_ct e

tirae for responss and shall provide a full resolution within the requested additional ‘-;?

‘standards in Pavagraph 1116, and 1117, which shall be reportad annally on a'calendar year ;
~basis. by T«mum v 31 ofthe following year, and Paragraph iIL 3a, which. shall be repor tud once

: _'_‘.’Qualtcm repnr{s shall include both n';cmrhiy and quarterly averages, Uum’thii ) mxeuucq shdIl

,;-:Wf"niiﬁi*'v L!‘I”‘;‘S{'l'i"‘ dards for DUIpOSEs n‘f caleulatin a service quality compensation:
nined on the hasis of a 12 montl aver ags.. Service quality compensation shail ..

£ -:i rmance ifoc: not mm a .y .‘,T‘-mddid h).r Yo ‘.g,nser:uti've. quarters,; .
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” ‘.'Ludlow w1th111 .10 days of the end of the qum(=r in which this provxsmn is triggered, subm:t a ey
m‘orrectwe acuon Plan mdlmmw how itwill mncdy the J" aslec‘ standard

-Performam,e sh il b:, ava.iuateu aud repﬁmd to one decmml plau: for all pexfolm'tnce alc,as .

- unless otherwise spﬁ ,Jﬁed Actual performance shall be rounded up when the second dccxma[
- place s 5-or more. Ludlow retain all of its. reports that support:the results for each of the:

Q) ’-'_pexformame areas fora period of not Tess than 24 months after the results are reported: .
o Ludlow shiall prowda h‘*c FEPOLLS upcm reques tto DPS : 2.

,udlow shall rcvmw With the DPS any chantru to. Ludlow measur r:mmt protoc,ol or o the
+internal reporting method that are used to obtain the data measured prior to Ludlow’s -,

. implémentation of < such changes, I the DPS and Ludlow are 1umb1r= to agree on the uhanaw
. requested, nothing in this Plan shall preclude DPS or Ludlow from:seeking appropriate relief”
- from the PSB. Ludlow shall have an‘affirmative duw to report missing dam orother events .
- that could reasonably affectihe qudhw of the data at the time the Ludlow becomes aware: of ke
" such events. Any d’\ta elated’tothe Plan’ ropuzrcd to DPS that reflects swmhccmtly altered
© measurement procedires or internal data acquisiiion methods that have not been agreedto
i hetwec*n E udh}w an J P 8f mli hc bUIJ_] ectto Lhallulve and potumai ex clusion from: 1a.slﬂts ‘__,_.

) Ludlo\, / nmv se::k a waiver ¢ af: any :mph xhlé]:crmnmtnt.e ~tancl&rd from the PSE. -‘~\ wcuver
- 'may only be- granted where 1he o freumstances causing the failure were beyond Ludlow Bapirsin
\,Lomml, and 1 ndmw can. dumnstmt; that ifs lavel of }1r=pa1u aess and Iy.»ponbe‘whs .
;ﬁ-maaun biu n: J!t;-ll: of thr, cause ot 'rhc Failuve, - SR e

iO)DLﬁnltwns e DA R 2 T i ' SRS Ve fentls
 DisconnectR econmEet: L.I*‘C e pcw\'Pr ina ls}l ation miust kmpoa m ybc dmonnmted
- and reeennected at the customer’s request. The ph} sical disconnection of the electric
serviee cable is usually to ensure safery dindng work being completed at the lU(«{,ltI.(]l
s By ation! An'escalationisa complaint to Ludlow ar to DPS in which, following.
- investdgation, it is defsrmined there is something the wiility reasonably could or. «
- should have dong to satisfy the gonsumer aid thereby arevent the complaint t'r'oin :
ariging, Each party’s discretion wsﬂli dwmunc whvﬂm or not a cumplmnt to itis:
classified 23 an escalation. :

¢) . New Line Extensions Any instailation for the purposes ot servicing new customer(
ling extension tariff and there is a payment by the customer for *
dof CCﬂlSTK'LlGi;i.i;m,, . : el

T RNTe 1 ;mn tar o

-

T A A
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e) Nm mai Busme.s.: I—Inum “’\Iormﬂ] busms.ss hc)ur are 8: OD am, o 4 JU p . :
Monday through Friday L\cluqu days on which legal holidays are observed and . -
Luldow ig L]OSGd to. mutm, buszm.bs operatlons. : :

=l 'i_‘%t] et L. iaht ’\z‘f 'nntmane,e Lud low nmk::s rc.paus to Ludlow~ownec1 strcﬁt and secuut
i ;'llr.htq. ;

) 'S‘ueet{ lsrht Ncw Instal]a.uon Lud}ov. uﬁidlls Ludiow-ownud tréé’t—"aridf.ét‘i;:_utity
hfvhimvr vtthe requem ofamcmba : : A i S i

s Temoomiv Serviea: A ueconddw service is installe el for a-customer-specified period
Bikonh hm«, Prmmry mndurwrs e:ustm the e.u:r::. w5 B ;

g) _Wuaﬂ“xer-remad delays:. Theﬂe are t hx. dﬂa‘;’&. llmi are. 11'1L'ut"r‘d in tle * not n.ady
exclusions described in the work completion performance measure (Section 111,
Paragraph 47 and Service Guarantees, Section 1V, paragr saph c. Wmthcr-rciated -
delays shall be defined as provided by the selevant section of Ludlow’s union c.ontract
- coneeming restrictions on outside work during inclement WPdT.llf‘l Weathcx related:
delays shall also includs: periods when roads are impassable (o company vehicles:
tollowing heavy rain, snow or spring thaw conditions! and unavallablhw Df cempauy
;)*:15: el a3 £ rmult oi service ls“b'[t)L!ElO}l efmﬂs dae t0 =;t(>?rm.__ ) :

.mda lfar.i.s i

et.tlon Hl’ Per‘ F"m manus K

angwer qsznv.m Sipe 7 l.dlow cioc*; n*ﬁtluve an dht@lﬂ@h.d call 1dmmmrat10n
o system CACH trd:r:.l.‘mrnpuiemed call answaring record keeping svs‘rem., custorer -
o -service eall answering performance will be. measuted 'baw:,d oI consumer mmpldmts. _
- Consumer cm'm}hmta 10 DPS, determined after investigation to be "Lscqhtions
- which the consumer o 11)1&1115 that he or.she could not reacl the utility shall not o t_:'e d-
- one per year. Should U Ttility obtain an ACD or computerized call answering system, ot
- should itg ¢ sustormer base exceed 10,000 during the duration of this SQRP, Ludlow: bhali
1 notily DPS of tis chan ge in in status w1thm 30 days of such change and shall adhere foa

performanns leyel ot at leas t'h percent of l.dllb dllllLU bUSLnLSS 110L1IS answued w1thm
LE()-S&n‘.‘Qudm M e : _

i 'bﬂim.fz perfermancs measures:

£ .-!’ern:-fr.rratn-f.ne 4‘;:!"":«&‘}‘1:.- not randered mn 1lﬂi Iy I‘r sreentags of bills not rendered within  +

seven days of the scheduled billing date; Performance shall be caleulated as foilows:

R s b TR R R
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N;urnber of bills not rendered within seven davs of the scheduled billing date
X - Total number of bills scheduled to be rendered

Exclusions:” The measurement will exclude accounts that were activated within 10 days
prior to the normal billing cycle; accounts that are scheduled to receive a final bill within
10 days after the normal billing cycle; company use accounts,

Performance measure: <=1%
e ]

‘ SQurc'e.o:f data: Data compiled from Ludlow’s Custormer file

Bills found inaccurate: Percentage of bills found inaccurate after being sent to
customers, brought to Ludlow’s attention either as a result of customer complaints and/or
by the company’s own efforts. Performance shall be calculated as follows:

4. Number of bills rendered inaccuratelv for the month
Total number of bills rendered for the billing month

Exclusions: This standard does.not include bills found to be naccurate strictly as a result
of estimation, bills where the inaccuracy does not effect the calculation of the bill, or
where the fault does not lie with the company (L.e. mixed meters due o erroneous
customer third-party install). Multiple bills for a customer that are caused by the same
error shall be counted as one incident.

Performance measure:” <=1,0%

Source of data: Data compiled from Ludlow’s Customer file

Pavmentiposting complaints: Percentage of customers filing complaints ultimately
classifiedias escalations to the Utility or to DPS concerning the posting of their payments

to their accounts. -Performance shall be calculated as follows:

Number of customers complaining about pavement nosting
| Total number of customers

i
vy

Performance measure: <=05%

o T e g o
Source.of data: Data compiled from Ludlow’s Customer file

i
i

i
!
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‘ 2} Mt**??‘ “'ijmf' B E'f‘wm'mc ?" sasures:

""‘.&) Pnrcum of actual mater re.adnms per m(mth Percmmg;c of metersnot read each
~ month in relation to Lhe number that were s(.}n.du!ed 10 be rc.xcx Pcnormaﬂcn. shail be
'calculatﬂd a8 follow il :

I‘I‘E‘jmﬂ"; &'/F'mctt. readings not read
l\mmbel of meter reudmcrs sched ulcd

Pel tarmanw mva ure; <= i()%
wm-e‘ve u’r {.{aia' D'Lta t‘omptleri hom Ludlovv 5 Llw‘iOlnTﬂ' 111

brk cmmnietsm: nu‘m‘rmauw mmwras

;;_a'. _Perc ntmze of msibmer'1'er'm'esteti“ wnd*iii not eomupleted on ar hefore promised
o deliyery _il_f_.f_fl The pereentage of jobs resulting from customer requests for. meter '

“related or other uu.mmu requested work that are compiotx.d onor b:.tm t]u. pmnuaed
mmp[r“uov mﬂ' Pc: formunce ah"d[ b; cafcui u.d as, tollcws

N umb,r of jobs nﬂf uonwlt*rnd on or bufﬂle oL mmsed d'*llvfzw C]"ltv..
E" otal’ ey L,r:r ol pub pcmms\ d comgluc mr upoztmg momh

3_}- wiusnn% Vv hen an nvcm o ..a‘ld{" oé Lua‘iow n.onlml (}cmrswsuhmg inthe vork not
being compieted as promised, Ludlow will renegotiate the promised delivery date with
5 f"e.mmtmnﬂ These avents include bnt are notlimited to the following: meter socket no
- installed correctly; izitg permit not issued; custorher site wark or tree trimming no
- completed; customer uudm ground conduivtrenching not completed: and weather- lel'ﬂc
- delays.. Rensgotiated jobs mll ber Pj‘)or’ﬂ.d as "completedion or before” based on the ne
""'..L«,nc*rotmtnd datc not the ori uma] darn A i RNt

"}'nt‘u,‘i’rm';, i w!‘wuwc 'mJ rhl*{ ks '.':UIIU% completed bs the énd OI th{, pm]msod day:
-line extensions; new service; disconnect/reconnect; new streat/ security hvht mstaila’uon-
“stre e*bsmm ' light maintenance; and temporary service connections. :

"_l’erfmz!zsr.ance measure: <=5%

%, Sowree of Fas: Dara r:c;.mpi;:;’-'::d f&‘mm ]',U.e:ih:f' lustoma rtile .

:Avver g2 ammber of davs afier thv missed de!hen daie: Average number of days
- after the missed ,{ livery date in which Ludlow was to complete meter related or mhu ;
" customer-requested work. Performe nee shall becalenlarad as follows:

R R R il?ﬁ"tlﬂ“ﬁ.‘.ﬂ!@l‘ﬁW’M"fﬁ‘(%i?f\ ﬁiidﬁf*ﬁ.%mmlﬁﬂmmm
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To‘tal"dav's'df'-"g:{.é!af/,._ : o
Total nunaber of delayed jobg in the reporting month

 Exclusions: When an event outside of Ludlow’s control occurs resulting in the work not
- being completed as promised, Ludlow will renegotiate the promised delivery date with:
. the:customer. These events incfude but are not limited to the following:; meter socket not.
. inatalled correctly; energizing permit notissueds custorer site work or tree frimming not

~ completed; customer underground conduit/trenching not-completed; and weather-refa
- delays. Renegotiated jobs will be reported as “completed on.or before” based on the ne

- renegotiated date, not the original date..
. Inclusions: “Seal-outs” and “check readings” completet: by the end of the protised
- dayy line axtensions; new service; disconnect/recontect; new sireet/security light i

-+ Installation; street/security light' maintenance: and temporary service connections,

Performanee mensure: <=5 days

Cro - Soures of datar Dat compiled from Ludlow's Customer file.

) Rate of comnlaints fo DPS/Consumer Afairs: Percentage of customers who file
-+ complaints with DPS that are:.ulﬁrnafeiy-‘cia:s'sjﬁﬁ'rad’hs‘cscalatiomsnfo.llowing investigation.
- Performzance shall be caloulated as follows: s S B

escalations

; Lo Numberof G e
s 2a Total numberof enstomers @ ST e

i

Performaines measures <= (7%

6): Werker safety performance measures:

- a) Last-timeincident rate: Lost time insidents ave the total nurmber of incidents " -
4 experienced by Ludlow in.a calendar year that s (1) cause an injury to an employee;.and

e (27 oecur wiiile the employes is performing work for Ludiow; and (3) resultin the: "
. employee missing worle beyond the day of the injury. o e

- Source of datar Losttime sases'as feported in the Ludlow’s VOSHA Accident Log: "

7 Performanee mensurer <=2,

S R L N e
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b) Lipettimo apupmitsr *"“’ﬂ* oot the severity shall be the cumulasive number of work. daj’si‘ |
missed by Ludlow & m!. lmfe sinac Ellr‘l‘ddi vear as a-result of injuries sust;uned bv the ;
empkay-aﬁs-‘l.v‘n.im. pertorraing work for Ludlow, i ; SR,

o Souree r;f data: Emplovee lost days are recorded in the Ludlow’s VOSHA Accident -
‘ L()L " ‘ : s

oy Pm;'fm*nirmcze measure: <=8, |

7) Reliability aﬁert‘n‘rrmmim m@nsures:

-;a_)' DYsTEm average mresrruption i’rwml\nt‘w (SALF 1) inw stan md is dcﬁmd m Pubhc
. Bervice Board Ruls 4. “ﬂ and : ‘zmh be established for the system asa whole.. ‘

?i‘zl-‘fmt“m:},nt.‘.s measires 3.0

Li by Cuy romer v wwm Pmterruntion duration f"f" EH‘H" ¥: This standard i5 defined in’
Pub nu ,mvt oard Rulz 4,961 and shall be established for the system as a whole,

."?rtﬁ)ama 108 meagare: 0.9

5 Foreac h < .orulur yedr, l udiow sh ml zd{*vury ;116 areas on. its
ceur, aw:sw*.nonndmkwn" causes for the outage, and msumte
; o plans or activities toimprove the reliability of these areas in’,

dcc.erdmw with Public Service Board Rule 4 1903, All areas whu action plans or ,Jr‘tmtre'q
~have been dnstituted shalf be mn,ntuu*d eaclt year, uver a fivesyear period, to determine the:

eifecm eness of the | kol ent mensures and fo identify fur if‘t‘r measures ﬂx':lt may bc,
_requited. ,

L Syste v
'fcu'mf:n}ﬂ“ ul\ Penuible a

9 Major. ‘fé‘s’":;ic"’s"m C a*vu‘mlol"'ol 111 ;\Ii I and CAIDImdlcus shall be net of oLtarres

- tansed TS A D }m StoTiN is du’med asa RL.VCFC‘ wmiher avent [hat saubbf.s
~all 1.1.1=;=.::. i 11 mrind

i ge to the rmllfy infrasirictar hus (}Lcull‘ﬂd 7. 5
2. More '*'h-n‘r Hhe ¢ .n.c ¢ uﬂmmw inase r wvies wnfm;}' are put oJ' service duc. to the

— mun 1or the storm. ‘s effects; and

ast 1% ol he customers in the servics temtow are outu)r ervin:_e foz*-at‘]easi;) :
~.wthn ' ; 5L B

o Section IV Swrviee Cuaranteey
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Sectmn IV ‘ier\ 1(.‘(-‘ Guamnteu*

1 Ludlow &hall offer. tht, followmsr sen ice vuamntem sub:cct to chd apprm"tl of necessary

tduif dmendnzant

a Bllls not u.ndered Ludh}w hai] ptowde a ure'du of §5 OU t0 a.ny customer whose blll is not
" rendered within 7 'days of the customer’s scheduled billi ling cycle. In the event of systemic
,"-}*cn'ors that affeci iri excess of 400 customers in the same manner and the same incident. (a.ut.h
" as programming etrors), the amonnt of service guarantees shall be cmpped at t{: (JOO{ per year.
_’I‘he $2,000 ;nall be: dwxdsd squal’v among all affected cus tomers. ' s L

-;::..[,BEIL, founci m.lccumte' Ludlow shall pmwde 285.00 credit if 4 custorrer’s bill is dr.te"mmr.dﬁ g
. to'be inaccurate (ses above T, 2.8) asaresult of 2 customer complaint or found to be -
: f-,mat:z.umte by Ludlow after the bill has been sent to the customer. Inthe event of svstumu .
errors that affect in excass of 400 customms in the same manner and he same incident (such
-as programming errors), the’ amount of’ service guarantees shall be-capped at §2 OOO per year,
©." The $2,000 shall be ¢ivided equally amony ail affected oustomers. Billsthat are nm(.cumtu
'~1n the cHs tomcx. 5 f:.vo: ,v.he.rr: '[..llu].ow chuose not to coilu,cr are em,iudu,d

: -iLmu f.zr,w .1] apail tmmﬂ“ [n the cosa whur- atl 3;:n01mmem fora lum crew is m’tcle to do o
- work at a-customer prwmm Ludlow $hall provide a credit of $5.00 if the crew does'not show_'_
- up within a 2-hour window of the time the work was acher!nkd OF hy The end ut the auecd :

day Lt no mpc)mmmt time was. ec‘heduitd S :

oM eter work Tudlow s]“'a 1 pmvide 7 r‘mht of'$5 00 10.any Luqtomuv \VhObC mc.tu wmk mda.’
is rmt I’E}mprE“d Wlf.l"m 2 h!.l=~wr*s da\ s f}f thv promised: r’cl**vcn jatc on: the Sery w* ordcr

i Dulay da\,"":‘ Ludiow, shall mow.lr: a credit oJ “u,,.DO to any custorer who se.line wmk is ot
Ceompleted within 5 ‘husiness dav" of the. Olel‘aéll delivery date assuming ‘e customel hab
et his or her requirem ants and i3 ready ¥ ‘This includes: ling exzensions; new. service;
;"dlsconm.LLfr“r'e'moctq new strest/seeurity light installations; street/security light g :
. 'maintenance; and tc“nporarv service connections. Any work that is compensated under
2! '-;;paraamphr or: d uuuw sh'm not c!1g1nh= for this. uredn ' : $ikige

2 3."A‘llrcredits, ow d ta ‘nemlm asa 1eouh of the: Ludion 51 mfmu o meet the tlmc. hnms
- described above in paragraph 1- mli avtonatically. be-credited without the customer h"wuw to
snotity Ludlow, Tntheevent ”LLSIUI'HEI who'is due acvedit no longer has-an account: with-
. Ludlow at the time Ludlew dewermines a credit is rluc.I udlow shall mail 4 check for'the -
vreredit amount 1 the customen's last kinown address. ;li une Lume‘f' Sunds will follow le grll
- requirements regarding ao:mm:_:r:d property, - :
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3 *Service g‘umm'twé that are nic st met as a result of waa{her—xelated delays deﬁned m Secuon
: II 10, wxll not. be. chmb!e for this program.

: Sectlon ’V Semu.v Ou*ﬂitv (“nmnensafmn

'*Ludlow shdll estabhvh 2 ‘Quahtv Fund“ ‘ Annudlly ihe cntlre ﬁmd balancclas.
.Dea,ember 31 sHall' be _L....lld m .outm,m Vemmont ("unmmmy Action: Avenuy {SEVC 1&) onio
‘befort Mdrch .‘ll of 1:hra Pmumg ‘,'e'n bfxsed on al.ta.clhmem marked bChEdlﬂC d& on parre { I of 12

- Seetion VI, Communication. Out Reach Prooram.

In-addition to the above Servie & Gan “‘!tf‘\“:’s,dedIﬁ\-‘z.b.'ff\;r"“ 10 implement its proposed
~ amendment regarding the provision of service quality: nerformance mfmmamon 10 its customers
;‘cmd Uﬂ"vemmcr burl\e ag p; owm.d in Jtam —L}, ::) and- ﬁ) bf‘lOW nely '

,,-4 ) Upon a{*moval f)i the Flan ‘3} ths., B ard Ludlow wﬂl noﬂfv, in wntmtz, all ratx.payers ot
o Adtsserviee territory, that the raunicipal lias a Service Quahty and Rehabmty Plan. Tl he
{'nn*u.r- will:deseribe *he ‘:urpcse and crcqeml det '4.1} of the Plan : : i
) l;Dmmu thr* [n t m 'ﬁ.‘wg of Ehc. BGalc[ af {,onmussmn thfat fo]iowg the quaz'tcr]y il ing &
*the: SORP.répert 1o the Wﬂn'mmm and I‘1f= Pl(.‘rdld 11 . ut11 ty wll pr sentth“n: 1ep01‘t for
8 '-'rt?vn..w am' rhcl.tmswm wfad R R B e SSEAK

i_-_:-Ludlaw 8 Ammdl I{::non: WLH contain a bectmn about berv;cc Quahty and Relmb -
'_"::'_whele lhc amumi bQ RP' Lew;ﬁrt to the De_pd.ti“‘lf’}nt and the Board w1§1“ be pubhsh;d.
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Aftachment A: Performance Arsas and Associated Baseline Standards
far Galeulation of Service Quality Compensation Points .
lLudlow Electric Light. !"!epartment Successor Service Qua[ity & Reltabll[t‘; Plan
o T e L Setviee Guallty :
o | Perfarmanes | Companaation . E::erwce
'..afl eﬁ.nswer f‘erm manes | Measure | |0 Paints . Guarantees
[ q| Nomore then oomplaint per | [ ] o T
: _year ':frilfflculwre.acmnga| SO s Ui R ' e
Bllim_;;pem:m:'m;,im«::xs-.- , - ;
‘23 | Bills not renderad maniyy <= | 1.00% i NG ~ No.
2b | Bills faund inacourate %=.71.00% s i o . No
_2¢ | Payment aostinu complaims Los=| 0.05% ¥ No . - No
LN‘Ie‘rear Reddma l’r*rimmam i l 3‘ :
3 '.Me:arm negt s : el D00 ; Vs ) e Na
: i |
Wm 8 Gonmpietion - 5, |
'P{‘,“f"ﬂr‘“ﬂ’i! : R
o _V\h:x 1ot wery ; - - y LA, o
4a | promised: duta <m | E0% o Mot i CYes. .
4h ‘AVEFE{U‘B salay dave bV es | rg Mo ‘ - Yes
L f"uammer _ui&rs_i‘ucfinn-
| Measures . o
-_.!F]nﬁr\»-.n.{-.a.' |""’fC"L i " e : ,. b A 3 " | L, i ; 3
5| complaint mq o DPS Do) mm DO Al e U gt R No -
Ufut‘i:fr Satnty mlwcur’!* Fabs il e i it
| Ba | Lost tima mmu"n; N <= |2 Mg i T Nl
| &b -Lom tirne. sy R <= 18 | R T S ~No
Bystdn F ] _l'ql‘\r >
e | Sysiom avera S i
7 B e et i <= | 3.0 Yas No
i frpm:.‘:.r‘lru,' : 1) i . g
] oan ] CGustamar s rlenigption < | 65 | Ya Na .
i ' dU“ti gy (A ; . ¥ |

CEE
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Aftachment B: Ludiow Electric Light Dept.
Service Quality Compensation Cap and Points

Ma‘umum amm'«'i smrwcxe mmhw sty nmené*aéﬂ'dn Pl it s

i Dollurs at 2005 . Avgeostipoint
: rmk* camnpnsataon o (1580 ntean
%.of tntal : : e
awenua ; 9;

55'!.) : 37

AI!ocaﬂon of mmts wtween n!an romw»nentq o3 bl i
seRellability s S Sy A U e TR0
AH other pomta hast.d maa%ur ' '4(’5%

Shdinq puinf rafe ‘msm on mp 0! 15 1'5 51 '54?' avu amnt!mim
LUMaeatrisk for reliabiy o o I 1 3”0q

1 Max at risk for all ether points based mé.:—a:‘-.irures:-- s

U RELIABILITY CALCULATION ‘ :
‘Point rangss. - Ptoin rangs T Waighting
71to90. s R i8.188
AR T L P AR -.1.000
B2 o A6 e Me SRR ¥ S s el
: e L g -8

Mallevel
1,609
919

Cumulative -

3w G

2]

OTHER

SR

¢ 'm..f:mﬂ-:ﬁi‘;ﬁﬁ %

- Palnt ranges

4 i ) maqu‘ :

4510 60
31 to 43
1610 30,

"“--.-},oitodfs F i

i Total.

L Rfeikiing | e

P S 2 S LRE0

Wi 1000

- 0.700 0 8
TSN

-Ma,umu 1Y dollars al rm shail bs r,r-lculatnd ‘:th year.

upan 2008

“=L | ravanue. From, sala :r'nl--"*r'mw

- Maxllevel «
iy TAT
552§
RO

Dollar amounts in this chart are an example based’




