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Exhibit (CSP-1) 

NYSEG's Existing and Proposed Service Quality Measures 
NYSEG 
Measure 

Existing 
Target 

PSC 
Complaints 

unchanged 1 $100,000 

Proposed 
target 

Proposed 
amt at risk 
(Elec.) 

$150,000 
$350,000 
$700,000 

Existing arnt 
at risk (Elec.) 

I I I I I 

21.7 1 unchanged 1 $1,500,000 1 $1,400,000 1 $166,666 1 $400,000 

Escalated 
Complaint 

Time 
Overall 
Customer 
Satisfaction 

Response 

NA 
NA 
NA 1 26.7 I NA 1 $7oo;ooo j NA i ~ 2 0 0 ~ 0 0 0  
NA 
173.0 
172.0 
17 1.0 
170.0 

Index 

20.0 
23.3 

Contact 
Satisfaction 

Appts kept 

30.0 
unchanged 
unchanged 
unchanged 
unchanged 

NA 
NA 

185.0 
184.0 

Calls 
Answered 

Billing 
Accuracy 

NA 
$100,000 
$500,000 
$750,000 

$1,000,000 

183.0 
182.0 

Estimated 
Meter 
Reads 

$150,000 
$350,000 

unchanged 
unchanged 

Maximum 
Total Amt 
at Risk 

$1,400,000 
$300,000 
$700,000 

$1,000,000 
$1,400,000 

unchanged 
unchanged 

NA 
NA 

$100,000 
$500,000 

$50,000 
$100,000 

NA 
$41,666 
$83,333 

$124,999 
$166,666 

$750,000 
$1,000,000 

$400,000 
$100,000 
$200,000 
$300,000 
$400,000 

$300,000 
$700,000 

$1,000,000 
$1,400,000 

$41,666 
$83,333 

$100,000 
$200,000 

$124,999 
$166,666 

$300,000 
$400,000 
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RG&E9s Existing and Proposed Service Quality Measures 
I RG&E 1 Existing 1 Proposed I Existing Proposed Existing Proposed 1 
1 Measure 1 Target 1 target I amt at risk amt at risk amt at risk / amt at risk / 

I Complaints 

Complaint 
Response 

Interaction 
Service 
Index 
(CISI) 

NA 
NA 
NA 
22.5 

27.2 - c7.6 

NA 20.0 NA $100,000 NA $37,500 

21  .O 
21.2 
11.4 
21.7 

c7.2 

I Calls I < 77.0% 

Unchanged 

Appts kept 

1 Answered I 

(Elec.) 
NA 
NA 
NA 

$416,666 

unchanged 

I Billing 1 297.60 - 

$208,333 

295 - <97% 
< 95% 

Meter 

$416,666 

Maximum - 
(Gas) 

$37,500 
$75,000 

$150,000 
$300,000 

(Elec.) 
$100,000 
$250,000 
$500,000 

$1,000,000 

$500,000 

unchanged 
unchanged 

Total Amt 
at Risk 

(Gas) 
NA 
NA 
NA 
$1 16,666 

$1,000,000 

I unchanged 1 $416,666 1 $500,000 $1 16,666 I $loo,ooo 

$58,333 

$208,333 
$416,666 

$200,000 

$1 16,666 $400,000 

$200,000 
$500,000 

unchanged 

unchanged 
unchanged 

$58,333 
$1 16,666 

$208,333 

$50,000 
$100,000 

$41 6,666 
$416,666 

$200,000 

$500,000 
$500,000 

$58,333 $50,000 

$1 16,666 
$1 16,666 

$1 00,000 
$100,000 


