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PSEG Long Island OSA

2019 Balanced Scorecard

April YTD Month of April

QSAYTD QO5A Month

Operations Services Agreement Metrics OSA YE Target Target Y¥TD Result O5A Forecast Target Month Result Maonth Status
OSHA Recordable Incidence Rate L 1.53 1.53 1.38 1t 1.53 0.00 +
OSHA Days Away Rate (Severity) L 2261 22 61 40.01 2 22 61 44.49 —
Reduce Maotor Vehicle Accidents L -56% -56% 14.6% + -5.6% 20.0% -
JD Power Customer Satisfaction Survey (Residential) H 689 or 12th 689 or 12th 694 + 689 or 12th 684 -
JD Power Customer Satisfaction Survey (Business) H 732 or Bth 732 or Bth Aug + 732 or 8th Aug MIA
After Call Survey (Residential) H 91.5% 91.5% 95.3% + 91.5% 95.0% +
After Call Survey (Business) H 91.5% 91.5% 95.4% + 91.5% 93.9% +
Personal Contact Survey H 92.0% 92.0% 96.7% + 92.0% 97.2% +
Average Speed of Answer L 19 19 15 - 19 13 +

@ Customer Complaint Rate L 6.5 6.5 41 % 65 39 +
i SAIFI (System Average Interrupfion Frequency Index) L 083 0.24 0.19 + 0.06 0.05 +
E CAIDI (Customer Average Interruption Durafion Index) L 85 85 74 1+ 85 85 +
..E- SAIDI {System Average Interruption Duration Index) L 725 19.6 14.2 + 5.1 43 +
M Sustained Multiple Customer Outages (MCO) - 4 or more L 36,289 37,589 31,638 + MIA MIA MIA
MAIFI (Momentary Average Interruption Frequency Index) L 329 0.81 0.66 " 0.20 0.23 —
AMI Installations H 250,000 83,333 102,384 + 20,833 26,847 +
Double Woods L 9,626 11,293 11,426 5 P, MNIA MIA
First Call Resolution (FCR) H 828% 80.2% 80.9% 1+ B802% 80.8% +
Utility 2.0 - OMS Integration H 1 1 1 1+ 1 1 +
JD Power Communications Effectiveness H 6.6% 6.6% 4.7% + MIA MNIA MIA
Operating Budget (M) L 606.4 200.0 191.4 + 51.7 48.0 +
Capital Budget ($M) L 670.8 196.8 153.5 + 58.8 46.6 +
Net Write-Offs per 100 Billed Revenue L 0.61 0.61 0.57 + 0.61 0.77 -
AR = 90 (No Exclusions) L 18.0% 18.3% 17.8% + 18.3% 21.4% -
LMI ( Low to Moderate Income) Program Participation H 27,000 25,684 26,569 + MA HiA MNIA
Customer Self-Service H 40.5% 30.7% 36.9% + MIA MiA MIA
Energy Efficiency Annualized Energy Savings H 276,500 90,429 115,825 + 22 610 27,665 +
Notes: ¥TDResult Color ¥E Foracact Month Status
- Color Coding in ¥TD Result column represents current status versus YTD Plan. At or Batsar than ¥TD flan £ Onerack to mest Terget + atorsetter than Flan
- ¥E Forecast is a subjective estimate of whether each metric is expected to mest the YE Target. Worse than ¥TD Plzn 5 Meeting Target at risk — Worse than Plan

* For Utility 2.0 - OMS Integration, 1 = Pass and 0 = Fail
"y =2 -‘. Mot espected to meet Targer N/fa



April 2019 Scorecard Update

 PSEG Long Island is currently achieving 24 of 27 OSA targets through April

Safety

« OSHA Incident Rate and OSHA Days Away are worse than target year to date and Reduce Motor
Vehicle Incidents is better than target.

« PSEG Long Island had an OSHA Incident free month in April 2019

Reliability
« All reliability targets (SAIFI, SAIDI, CAIDI, MAIFI & Sustained MCO) are achieving YTD targeted
results.

- Customer Minutes Interrupted (CMI) has improved 12% year over year through April
- Customers Interrupted has improved 15% year over year through April
- Customer Momentaries have improved 17% year over year through April

Customer Satisfaction

« 2019 JD Power Residential score YTD of 694 through the first three waves of the 2019
syndicated survey

« PSEG Long Island has been in the third quartile in all three waves of 2019 syndicated survey
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Customer Satisfaction Improvements

OSA Customer Satisfaction Metrics

Day 1 2014 2015 2016 2017 2018 2019 Forecast Day 1 2014 2015 2016 2017 2018 201Y'.=)TADpriI

JD Power Residential Survey* 519 571 584 610 662 680 694*
JD Power Business Survey August 525 595 631 689 710 724 Aug
After Call Residential Survey 63.7% 87.4% 91.6% 92.9% 94.4% 94.5% 95.4%
After Call Business Survey 43.7% 81.6% 90.6% 92.4% 94.0% 94.2% 95.7%
Personal Contact Survey 81.9% 90.7% 92.9% 94.6% 95.8% 95.9% 96.6%
Average Speed of Answer 93 54 35 24 19 15 15
Customer Complaint Rate N/A 10.4 7.7 5.7 4.9 4.6 4.4

JD Power Residential Personal Contact Survey

JD Power Business Average Speed of Answer

724 2018 - 15

After Call Residential Survey Customer Complaint Rate

Baseline- 2013

2018

Baseline-2013

2018

Baseline- 2013

2018

After Call Business Survey

Baseline- 2013

*

2018 94.20%
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JD Power Improvements

JD Power - Residential
2018 vs. 2013 (100+ Point Improvement Club)

I I l 118 . . 109 108 107 106 105 104 103 103 102 101 100 100

Utility #2
Utility #3
Utility #4
Utility #5
Utility #6
Utility #7
Utility #8
Utility #9
Utility #10
Utility #11
Utility #12
Utility #13
Utility #14
Utility #15
Utility #16
Utility #17
Utility #18
Utility #19

PSEG Long Island

JD Power - Business
2018 vs. 2013 (125+ Point Improvement Club)

148
147 147 143 141 140 137 136 136 134 134 133 133 131 130 129 128 128 127 126 126 126 125 125 125

Since taking over operation of the Long Island T&D system, PSEG Long Island is the most improved brand in JD Power
Residential Survey and second most improved brand in JD Power Business Survey over the past 5 years.
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Reliability Overview - 2019 vs. 2018

2019 Reliability Overview - April YTD

Customer Minutes Interrupted (CMI)

Customer Minutes Interrupted (CMI)

April YTD 2018 18,123,221

2019 16,018,852

Customers Interrupted

Customers Interrupted

April YTD 2018 256,420

2019 216,968

Customer Momentaties

Customer Momentaries

April YTD 2018 901,763

2019 747,238

SAIDI

April YTD

SAIFI

April YTD

MAIFI

April YTD

2018

2019

2018

2019

2018

2019

M 2018 W 2019

SAIDI

16.11

1419

SAIFI

0.23

MAIFI
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Customer View - Minutes Interrupted and Momentaries

Customer Minutes Interrupted (CMI) - No Exclusions 2018 2019

Customer Minutes Interrupted (CMI) - Mo Exclusions

2018 105,774,754

2019 16,944,529

84% Less CMI

Customer Momentaries - No Exclusions

Customer Momentaries - No Exclusions

2018 1,683,670

2019 781,500

54% Less Momentaries
6
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Customer View - Residential Bills - 2018 vs. 2019

Average Residential Customer Bill - 2018 vs. 2019 M 2018 M 2019
2018 2019
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Difference in Average Residential Customer Bill - 2018 vs. 2019
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PSEG Long Island Residential Customers have seen their average bill decrease
by ($7.89) when comparing 2018 vs. 2019 April YTD Billing Amounts
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