
ENG¡E

July 29,2O19

VIA eDOCKET SYSTEM

Public Service Commission of the District of Columbia
1325 G Street NW, Suite 800
Washington, DC 20005
Attn: Brinda Westbrook

Commission Secretary

RE: Formal Case Nos.982 and 1002 and Order t4814

ELECTRICIW QUATIW SERV¡CE STANDARDS ("EQSS"I - QUARTERTY COMPTIANCE REPORT

ENG|E RESOURCES tLC - REPORT COMPUANCE PERTOD - Q2 2019

Dear Commission Secretary:

Pursuant to Order No. 14814 pertaining to the EQSS as Chapter 36 of Title 15, 53601-3604 of the District of
Columbia's Municipal Regulations (DCMR), ENGIE Resources LLC hereby files its EQSS Q2 20L9 quarterly
compliance report exhibiting its compliance for the reporting period April 1, 2OLg - June 30, 2019.

lf you require any additional information in connection with this report, please contact me at (713) 636-1083
or via email at marsha.griffin@engie.com.

Regards,

7hr,-teg %*
Marsha Griffin
Senior Paralegal

1990 Post Oak Blvd., Suite 1900
Houston, TX 77056
www.engie reso u rces.com



Compliance Reporting Form- DC Electdc Qualtty of Service Stand¡rds
(Please refer to the attached Compliance Form for detaile)

3601. Reportìng Requíremenßfo¡ Sewíce Outages and Incidenß

1. NotificationRequireme¡rts

The Electricity Quality of Sen¡ice Standards (*EQSS') require the utility to report to
the Commission and the Office of the People's Counsel C'OPC'), via tele'phone and e-mail,

when a major outagg non-major outage, or oertain inoidents (suoh as manhole or pøsonal

rnjury incidents) have occu¡red. The time allowed for notiffing the Commission and OPC

deponds on the eveirt. There aro minimum requirements for the inforrration to be provided in
the notificationto the Commission and OPC,

2. Requi¡ements for Writteilr Reports

For major outagas, the EQSS require the report to be zubmitted withi¡ tbree weels,
following the eud of an outage. With respect to non-major outagas or certain incidents, the

EQSS require a report to be zubmitted u,ithin five days of the event occwrence. There a¡e

minimun requirements for the information to be provided in the v¡ritten reports depending

upon the t¡pe of eve'nt.

3. PowerOualityComplaints

There are specific reporting requiremørts for power quallty complainæ.

3602. Customer Senìce Stønìlards

There are mìnimum performance requireme,uts with respect to the Dishict'g st¡stomer

service standa¡ds.

3603. Relíabíliry Stundards

The reliability standards in the EQSS for the Distiot generally cov€r poor performing

feeders; prompt sen¡ice restoration; and bencbma¡ks for S¡ntern Average Iatemrption

Freque,ncy Index (SAIF[), System AvoþCe Intemrption Dn¡ration krdex (SAIDD, and

Customer Average Intemrptíou Duration Inðex (CAIDÍ).

3604. Billing Error Notífieatíon

The District's EQSS nrles forbilling error notification include the general require,m'ent

for rvhen the Coomission and OPC shall be informed, the period $'ithin which any

uotiûcation or report shall be submitte{ aad the information to be included in the reporL
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FC No. 9SZFG No. 1002 - Dlstdct of columbta Eleotrtcity Quality of service standards Gompllance Reporllng Form

3601.{xt ¡ Power OualltY ComPlalntr

Sec{on Standad Measuro Total# of
Evenb

% Gompllanl
(dmeaeure)

Conec'tive
Acüon

Dug
Date

3601 .2/ 3601.6 Report maJor and non-major
servicc outages bY leleohone and
e-mallwithln one (1) hour after
the utillty has determinad that a
major service outage occurred or
afler the utility becomes aware of
the incident.

Report by
telephone
and e+nall
wlthln one
(1) hour.

N/A

3601.3/ 3õ01.8
on major and non-major outages
should contaln a) the localion, b)
Wards affected, c) # of customers
out of serylce, d) cause of the
outage, e) the estimated rePalr
time, and, for major outages, 0
notificatlon of progress to major

Each
3601.3
report must
oontaln (a)
- (f), each
3601.8
report must
conlain (a)
- (el.

N/A

3601.4 Report periodically (frequency to
ba determlnEd by the
Commission's Ofüce of
Englneerlng) regardlng the status
of the maior service outage.

TFD

N/A

3ô01.5 Speciñc rsstonallon lnfo¡matlon,
including restorat¡on tlmês, shall
be provided to Dlstrict customers
by customer seryice
representatives and the
automated volce regponEs unlt.

TBD

N/A

3€{r1.9/ 3601.11 Report by telephone all manhole
incldents (smoking manholes,
manhole firee, manhole
explosions) and all incldents thal
result ln the loss of human lfe
and/or personal iniury requiring
hospitallzation within thirly (30)
minutes upon recelving notlce of
the lncldenl.

Report
withln 30
mlnutec of
reoeiving
noüce of
incident.

N/A
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Secdon Standad MeaEure
Total# of

Events
7o Compllant
fw/measure)

Conective
Action

Due
Date

Statue

3E{r1.10/3601.'t2

3601.13/360r.15

Telephone and'e-mail report¡ng of
incidents to include: a/b)
location/descriptlon of the
incident, b/c) Ward, c/d)
customers and/or persons
affected, dle) cause of lncident, e)
estimated repair and/or
restoration time (for manhole
încidents), and 0 steps utility will
take to provide assistance (for
oersonal iniurv incidentsì.

Each
3601.10
report must
contain (a)
- (e), each
3æ1.',12
report must
contain (a)
-(0.

N/A

Written reports concerning non-
malor service outages and/or
manhole incidents, shall be
submitted to OE and OPC wlthin
five (5) days from lhe date of the
event occunence. Writlen reports
on the loss of human lifelpersonal
inJury shall be submitted wlthin
five (5) days of receiving notice of
the incident.

Submit
3601.13
report
wlthin 5
days of
event, and
3601-15
report
within 5
days of
receivlng
notlcs,

N/A

360't.1413601.16 At a mlnimum: each wrltten report
on non-major service outages
and/or manhole lncidents shall
state, a) description, b) locatlon,
clWards, d)time of the outage,
e) repair and restoration times, f)
duration of outage(s) in hrs/mln.,
g) tolal# of customers, h) total #
of manholes, l) classification of
lhe manhole inoident(s); each
written reporl on loss of human
llfe and/or personal inJury shall
state, a) description, b) locatlon,
c)Ward, d) exact tlme, e) total #
of customers, f) assistance steps,
g) tlme it took assistance to
anive, h) steps to prevent
reoccunenco.

Each
3601.14
report must
contrain (a)
- (l), each
3601.16
reporl must
contaln (a)
- {h).

N/A

3601.17 Provide a detailed report on non-
major service outages, manhole
incidents, and/o¡ lncldents that
result in the loss of human life or
personal injury to the Productivity
I m provem ent Working Group
lPfWGl evo¡v ouarter.

Submit all
applicable
reports to
the PIWG
every
quaÉer.

N/A
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Section Standard Measure Total # of
Events

%Compllant
(w/measure)

Conectfue Due Status
Aotlon Date

Flle the
required
writtsn
report to
each
offlce
wlthln
three (3)
weeks of
the end of
a major
servlce
outaoe.

N/A

3601.18 File a written rêport concerning
major servlce outages withln 3
weeks following the end of the
outage.

N/A

Each
written
¡eport must
contain
lnformatlon
from {a) -
fo).

3601.19 Specifles mlnimum requlrements
for lhe contents of lhe v'nitten
report for major service outages.

Please ¡eferto fåeEQSS þr
(aþ(o) as they are vay detalled
and a¡e not lísted here.

N/A

Submit
wrltten
report
wlthln 3O

days afier
restoratlon.

3601.20 Submit a written report on the
Outage Management System's
(OMS) actual performance during
the major seryice outag€ withln
30 days afler restorction efforts
are completed,

N/A

3601.2113601.23 Record and report the number of
power quallty complainls
recefued, types of complaints
rEceived, results of subsequent
investlgatlons, conective actions
taken, and lhe time it look to
resolve the custome/s oroblem.

Submitthe
report 45
days after
each six
(6) month
reporting
perlod.

Page 4 of 7



3602
Total #

of
Events

% Compllant
(w/measure)

Coñscüv
e Acdon

Due
Date

Secüon 9tandard Measurô

ffiz.1 Maintain a customer service (walk-in)
office located in the District of
Columbía.

Notify
location of
one (l)
offìce.

N/A

N/A

3602.2 Answer at lêast seventy (70) percent of
all customers' phone calls recelved
within th¡rty (30) seconds and malntain
records delineating customer phone
calls answered by a utlllty
repressntative or an aulomated
operator system. Utility shall measure
and report on the averege customer
wail tlme for a cr.¡slomer Fansfened
from an automated operator system to a
utilitv reoresentative.

7O olo ol
received
calls
answered
within 30
seconds

Written
conective
action plan
in CR

N/A
3602.4/ 3602.6/
3602.7

Develop a conective action plan if
3æ2.2 standard is not met. Report on
the progress of cunent coneóüve action
plans and actual call center
performance ln the annual Consolidated
Report.

3602.8 Call abandonment rate must be
maintained below ten (10) percent.

Call
abandnmt;
rate below
lo%

N/A

3æ2.10tæ02.12
/3602.13

Develop a conective action plan if
3602.8 standa¡d is not met. Report on
the progress of cunent conective ac'tlon
plans and actualcall center
perfonnance in the annual Consolidated
Reoort.

Written
conectlve
action plan
in CR

N/A

3602.14 Complete lnstallatlon of new residentlal
servioe requests within ten (10)
businese da¡es of the start date for lhe
new installation.

Service
requests
lnstalled
wlthin 10
days of
start.

N/A

3602.16 Submit a written report on its
performance in 3602,14 every slx (6)
months.

Onô report
every slx
{61months.

N/A

3602.19/3602¿t
13602.22

Develop a @nective actlon plan if
3602.14 standard is not met. Reporton
the progress of cunent conective action
plans and actual performance in the
annual Consolidated Report

Wrltten
conectfue
actlon plan
in CR

N/A

FG No. 9ÛAFC No. 1002 - Dlstrict of Columbia Elec,tricity Quality of Servlce Standards Gompllance Reporting Form
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3603
DuÊ
Date

CoÍecttuo
Action

Measura TotEl f
of

Evenb

% Compliant
(w/measure)

S€ctlon Standard

Wrltlen plan
identiting
the 27o LP
feeden
targeted.

N/A

3603.1 lmplement a plan to lmprove
the performance of the two (2)
percent least perform ing
feeders.

N/A

lf lhe utllity Tails to comply with
3603.1, a conectlve aotlon plan .

ls required. Report on the
progress of the corective
actlon in the Consolidated
Report,

Written
conec-tlve
actlon plan
in CR

3603.3/ 3603.5

Restorallon
wlthln 24
hrs.
Written
r€port on
24h¡
exceedance
ln CR

N/A

3603.7/ 3603,8 Complete servlcs restoration
within 24 hours folloring a norþ
major sewice outage, Roport
on the number and
pêrcantagos of outages that
extend beyond he 24 hour
standard and the causes for
the extended outaqes.
Uülþ shall riot exceed the
benchmark levels established
for the Sptem Average
lntemrption Frequency lndex
(SAlFl), S¡ætem Average
lnterruption Duration lndex
(SAID¡), and lhe Customer
Average lntem.¡ptlon Du¡atlon
lndexlGAlDlì.

Refer to
EOSS
document

N/A

3603.10/3603-t 1/3
603.r23603.13

Document
Conectlve
actlon plan
in CR

N/A

3603.14/3603.1ô/3
603.17

EÞvelop a conective ac-tion
plan if 3603.10 st¡andard is.not
met. Report on lhe progress of
cunant conect¡ve actlon plans
and actual pedormance ln the
annual Consolidated Report.

FG No. SEZIFC No. '1002 - Dlstrlc't of Columbia Electricþ Quallty qf Servlce Standards Gompllance Reportlng Form
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FC No. g&zFC No. {002 - Dletrlct of Columbla Electricity Quality of Servlce Standards Compliance Reportlng Form

cancel
rebi I I

cancel/

rebill

submift6d

subm¡tted

submitted

3604 Bllllng Error Notiflcal
Total *

oi
Evâflts

% Compllant
(w/measure)

Conecüve
Action

DUE
Date

Standard MeasureSecton

100? onl íne
report.

N/A

lnform Commlss¡on end OPC of a bill¡ng
snorwhen lt affects 100 0r more
customers or the number of afiected
customers is equal to or mor6 than two
(2) percent of the utilitt's or servicê
provide/s customer base (wtrichever is
less), lf the customer base is less than
100, report enors when t¡ro (2) or more
custorn ers are affected.

Notlces
when 100,
ô1 2o/o, ol 2
or more
customers
are
affected

43

3604.1

onl-ine
report

N/A

lnitial
notifioation
within one
(l) b/day,
1d r¡nitten
report
within 14
ddays,
finalwrltten
report
within 60
ddaw.

43 100*

36042/39)4.3 Submit an ¡nitial billing enor notif¡cat¡on
(by emall) within one (1) business day of
discovering or belng notlfied of the error,
submit a written report within 14 calendar
days and a finalwritten reportwithin ô0
calendar days.

online
report.

N/A
Notification
must
contain (a)
- fdì.

43 100%
3604.4 lnltial billing enor notlffcatlon shall

contain: a) type of billing error, b) when
dlseovered, c) howdiscovered, and d) #
of customers affected.

online
report

N/A
Rêport
must
oontaín (a)
- (e), and
show
doseout of
(d)withln
60 daw.

43 100?

3604.5 Follow-up wrltten report shall contain: a)
type of billing enor, b) when it occuned, c)
# of customers afiec'ted, d) the cause of
the eror and correction status, and, e)
timellne for completlng conectlon plan.

online
report

N/A

Finalwritten report shall conlain: a) type
of billlng eno¡ b) when it occrned, c) # of
custo¡ners afiected, d) duration of the
bllllng enor(s), e) conecttue and
preventive measures taken, and, f)
lessons leamed, if any. Commisslon shall
determine whether further irwestlgation is
necessâw.

Report
must
contain (a)
- (f).

43
100?

3604.6/3604.7
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