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Customer Satisfaction Update
JD Power – Business Results – 2019 Syndicated

• PSEG-LI Overall Customer Satisfaction Index result for syndicated 2019 is 754, an increase 
of +30 points compared to syndicated 2018.

o Largest Increase: Price Index (+46 points)

o Increase: Corporate Citizenship Index (+40 points)

o Increase: Billing & Payment Index (+31 points)

o Increase: Communications Index (+27 points) 

o Increase: Customer Service Index (+26 points)

o Increase: Power Quality & Reliability Index (+21 points)
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Customer Satisfaction Update
JD Power – Business – Lovers and Haters
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Reliability
Sustained Multiple Customer 0utages 

67,958 41,730 38,239 13,910
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Sustained Multiple Customer Outages (4 or more)

Customers experiencing 4 or more sustained outages (outages > 5 minutes) over a 

rolling 12 month period has improved 64% year to date through November 

and has improved 80% since baselining performance in 2016
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• Determine Patterns of Outages: Multiple On-going Analyses

• Circuit Level

• Cause of Outages

• Correlations to other indices

• Weather Conditions

• Portion of System (Main, Branch, … etc.)

• Analyses Drives Program Implementation 

• CIP Program design and targets

• MCO program targets

• Surgical Tree Trim

• Cable Replacement Targets

Analysis of Sustained Multiple Customer 0utages 
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Reliability
Sustained Multiple Customer 0utages 

4 5 6 7 8 9 10 11 12 13 14

2016 36,674 20,548 6,038 2,902 1,045 520 183 25 13 7 3

2017 29,068 6,932 3,810 960 707 151 39 53 6 4

2018 21,117 9,240 5,059 1,750 521 284 219 38 11

2019 9,658 2,406 1,075 512 247 5 7
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Program Types of Work Completed Number of Locations

FEMA Storm Hardening
Stronger Poles

Narrow Profile Construction
Stronger Wire

237 Miles

Circuit Improvement Program Address Substandard Conditions 85 Circuits Completed

Switch Study Strategic Switch Installation to Achieve 
500 Customers Per Single Outage

135 Switches Commissioned

Repeat Fuse Program

Install Animal Guards
Spot Tree Trimming

Transformer Replacement/Fusing
Secondary Wire Upgrade

651 Fuses Addressed

Multiple Customer Outage
Circuit Reconfiguration
Primary Reconductor

Overloaded Fuses
197 Targeted Areas Completed

Reliability Programs
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Customer Complaints

1,038

777
663 634

531

2015 2016 2017 2018 2019 November YTD


