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Iberdrola, S.A. and Energy East Corp.

Staff Response to Request For Information

STAFF RESPONSE TO: IBER/EE IR No. DPS 111

PREPARED BY: Electric Relisbility and Safety Panel
DATE : January 25, 2008

Question:

Referring to page 13 of the Consumer Services Panel Testimony:

1. Please provide the justification for the Consumer Services
Panel's proposal to apply all the measures included in
Rochester Gas and Electric Corporation's ("RG&E") CSPI to
RG&E and New York State Electric & Gas Corporation ("NYSEGY).
Include all studies and workpapers used to derive your
proposal.

2. Please provide the justification for your proposal to set the
PSC Complaint Rate threshold for RG&E at the NYSEG threshold
level. Include all studies and workpapers used to derive
your proposal.

3. Please provide historical comparative data (prior 5 years)
for all New York State utilities for the proposed measures.
Additionally, please provide all CSPI requirements for all
New York State utilities.

Regponse:

1. The merged companies are could consclidate operations and
should share the same best practices and, therefore, should
have the same set of performance standards.

2. The merged companieg could consolidate coperations and should
share the same best practices and, therefcre, should have the
gsame set of performance standards.

3. Attached are a performance indicator table comparing targets
and rate adjustments among utilities and performance
indicator reports.
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O&R CUSTOMER PERFORMANCE INDICATO

ITEM INDICATOR Jan-G5 Feb-05 | Mar-05] Apr05! May-051 Jun05 Jul-05

1 Appointments

1a. Appointments made 519

1b.  {Appointments kept 519

Z Rdjasted BillS

Za. Total bilis issued 287,749

2b. {Tota} bills adjusted 4872

3 Telephane Answer Response

3a. {Tolal incoming calls received 50,006

3h.  |Percent of calls answered 98%

Je. Total incoming calls requesting a respresentative 49,188

3d. Percent of calls answered by a rep. within 30 secs. 88%

Z NGr-Emergency service Response 1ime

4a3.  |Service/meler work orders received 48
_[4b.* |Days to complete all sve/mtr jobs 419

4¢,  iAvg. days to compiete all sve/mir jobs g

4d. Street light work orders received 700

4g.  |Days to compiete all street light jobs 6300

4f. Avg. days o compiete all street light jobs 9

4G, |Tree tnmming work orders recetved 14

4h.*  [Days to compiete all tree trimming jobs 231

4, Avg. days io complete ail tree trimming jobs 17

5 Estimated Readings

5a. |[Total meters scheguled to be read 415,612

55,  |Total estimated readings made 48,336

53 Consumer Complaints to the PSC

ga. |Complaints per 100,000 customers 1.0

7 Customer Satisfaction

7a. {Percent of customers salisfied b

7b.

** The Custorner Satisfaction results will be on a one month lag for data. The report has been corrected to reflect the satisfaction t
satisfaction ievels will not be available untif the end of January 2605

*Due o the functionality of Orange and Rockiand’s billing system, the number of adjusted bills reflects the actual number of servic
represents an electric or gas meter. if both elestric and gas services are adjusted on the account, two adjustments will be recorde
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Exhibit ___ (SQP-1)

Case No. 07-M-0906 Page 47 of 49

Iberdrola, S8.A. and Energy East Corp.

Staff Response to Requegt For Information

STAFF RESPONSE TO: IBER/EE IR No. DPS 112

PREPARED BY: Electric Reliability and Safety Panel
DATE: January 25, 2008

Question:

Referring to page 13-15 of the Consumer Services Panel Testimony:

1. Have any other companies been required to implement Escalated
Complaint Regponse Time measures? Please provide data used
to calculate ERT target and any historical performance data
collected foxr New York State Electric & Gas Corporation,
Rochester Gas and Electric Corporation and other utilities.

2. How are other New York State utility Contact Centers
measured? At what level of service are these companies
penalized and to what extent?

Regponse:

1. No. See attached chart on Escalated Complaint Response Time
measures. In addition, see the DPS website for OCS monthly
reports, which contain data on the Escalated Complaint
Regsponse Time.

2. See the attachments to Response IBER-EE(DPS)-111.
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Case No. 07-M-0906 Page 48 of 49
Iberdrola, S.A. and Energy East Corp.
Staff Response to Request For Information
STAFF RESPONSE TO: IBER/EE IR No. DPS 116
PREPARED BY: Electric Reliability and Safety Panel
DATE: January 25, 2008
Question:

Referring tc page 26 of the Consumer Services Panel Testimony:

1. Are other utilities required to file detailed outreach and
education budgets with the New York State Public Service
Commission or Department of Public Service Staff? Please
provide examples of detailed budgets and expectations to
illustrate the level of detail required/proposed by the
Congsumer Services Panel.

Response:

1. Yes. For examples, see RG&E’'s and NYSEG's past filings.
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Cagse No. 07-M-0906 Page 49 of 49

Iberdrola, S8.A. and Energy East Corp.

Staff Response to Request For Information

STAFF RESPONSE TO: IBER/EE IR No. 148
PREPARED BY: Consumer Services Panel
DATE : January 28, 2008
Question:

Reference pages 18:20 through 19:6 of Consumer Services Panel
Prepared Testimony:

How will the proposged reporting requirements for the companies’
CSPIs improve consumer services?

Response:

It will alert sStaff to any degradation of customer service, and
allow Staff the opportunity to ensure that the company takes
appropriate measures to improve performance.



