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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 

Day 1 2014 2015 2016 2017 2018 2019 Forecast Day 1 2014 2015 2016 2017 2018
2019 April 

YTD

JD Power Residential Survey* 4Q 4Q 4Q 4Q 4Q 4Q 3Q 519 571 584 610 662 680 694*

JD Power Business Survey 4Q 4Q 4Q 4Q 4Q 4Q August 525 595 631 689 710 724 Aug

After Call Residential Survey IM IM IM IM IM IM IM 63.7% 87.4% 91.6% 92.9% 94.4% 94.5% 95.4%

After Call Business Survey IM IM IM IM IM IM IM 43.7% 81.6% 90.6% 92.4% 94.0% 94.2% 95.7%

Personal Contact Survey IM IM IM IM IM IM IM 81.9% 90.7% 92.9% 94.6% 95.8% 95.9% 96.6%

Average Speed of Answer 4Q 3Q 2Q 1Q 1Q 1Q 1Q 93 54 35 24 19 15 15

Customer Complaint Rate N/A 1Q 1Q 1Q 1Q 1Q 1Q N/A 10.4 7.7 5.7 4.9 4.6 4.4

 OSA Customer Satisfaction Metrics 
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JD Power Improvements 

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 
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Customer View - Minutes Interrupted and Momentaries  

84% Less CMI 

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

PSEG Long Island Residential Customers have seen their average bill decrease  

by ($7.89) when comparing 2018 vs. 2019 April YTD Billing Amounts 


