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I. BY THE COMMISSION

A. Statement

1. This matter comes before the Commission for consideration of a Protest and Request for Hearing regarding Public Service Company’s Electric Quality of Service Plan filed by the Colorado Office of Consumer Counsel (OCC) on May 2, 2005.  

2. On April 1, 2005, Public Service Company of Colorado (Public Service) filed its Electric Quality of Service Plan (QSP) report with the Commission.  This filing is the eighth annual QSP report submitted by Public Service.  Commission Staff (Staff) filed its Verification Report of the QSP Results (Verification Report) on May 2, 2005.  According to Staff’s Verification Report, the original plan went into effect on January 1, 1997, and was for a five-year period.  The plan was subsequently extended for another five years, through calendar year 2006, by Commission Decision No. C00-0393 in Docket No. 99A-377EG.  Staff further notes that QSP benchmarks for the plan for 2001 and subsequent years were modified as a result of Decision No. R01-1034 in Docket Nos. 00M-632EG and 95A-531EG, which adopted a Stipulation and Settlement Agreement reached between Public Service, Staff, and OCC.

3. According to Staff’s Verification Report, the QSP indicates that Public Service is required to make a customer bill credit for System Average Interruption Duration Index (SAIDI) for 2004.  As reported by Public Service, its performance relative to the benchmarks for all of the established performance measures is as follows:

	Performance Measure
	Benchmark
	2004 Results

	Customer Complaints
	0.8 max./1000 customers
	0.69

	Telephone Response
	At least 70% of calls answered in 45 seconds or less


	77%

	Electric Service unavailability
	Total System SAIDI less than or equal to 93 minutes


	94.11

	Electric Service unavailability
	Regional SAIDI less than or equal to 137.5 minutes for Denver metro and Boulder regions


	102.36

	Electric Service unavailability
	Regional SAIDI less than or equal to 123.5 minutes for all other operating regions
	132.96


4. OCC expresses concern with the telephone response data Public Service filed in its QSP report.  Specifically, OCC is concerned that the improved performance Public Service reports in this area is merely “apparent, but not real.”  OCC points out that, in three of the last four months of 2004, Public Service indicated it answered more than 90 percent of calls within 45 seconds, and in the fourth month, it answered 87.71 percent of calls within 45 seconds.  

5. OCC finds this performance to be remarkable because, since January 2002, the highest percentage of calls Public Service answered within 45 seconds was 87.96 percent.  According to OCC, Public Service had never answered more than 90 percent of calls within 45 seconds.  The OCC expresses concern that Public Service may have hired customer service representatives who, in actuality, merely answer the call and place the caller on hold until a trained customer service representative can answer the call.  

6. The OCC also expresses concern that Public Service may have used the wrong number of customer bills in its calculation of customer complaints per thousand customers.  OCC notes that Public Service has included more than 90,000 non-metered service customers in its QSP report.  Additionally, it has approximately 50,000 customer vacancies.  OCC states that it is important to determine, for calculating the proper customer count, whether in fact these approximately 150,000 customers are being sent monthly bills.

7. We find that the OCC states good cause to set this matter for hearing.  We refer this matter to an Administrative Law Judge for disposition on the matter raised by OCC, as well as the issue of Public Service’s adjustment to SAIDI associated with changes it made to its tracking system.

II. ORDER

A. The Commission Orders That:

1. The Request for Hearing regarding Public Service Company’s Electric Quality of Service Plan report is granted.

2. This matter is referred to an Administrative Law Judge for hearing

3. A new docket number shall be assigned to this matter so that it shall no longer be designated as an Investigatory Docket.

4. This Order is effective upon its Mailed Date.

B. ADOPTED IN COMMISSIONERS’ WEEKLY MEETING
May 17, 2005.
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