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Agenda 

• OSA Scorecard

• 2020 Metric Performance Overview 
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Safety Results
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Incident Type 2020 YE 2019 YE % Change

All OSHA Cases 27 35 -23%

OSHA Days Away from Work Cases 12 23 -48%

OSHA Days Away from Work 317 739 -57%

First Aids 20 34 -41%

Motor Vehicle Accidents 72 104 -31%
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JD Power Residential & Business Satisfaction
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Call Center:  Average Speed of Answer and FCR

93

54

35
24 19 15 15

25

2013 2014 2015 2016 2017 2018 2019 2020

Average Speed of Answer

(in Seconds)

78.9%

81.4%
82.4%

2018 2019 2020

First Call Resolution



6
LONG

ISLAND

Call Center Surveys:  Residential & Business Satisfaction
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Personal Contact Satisfaction Survey
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Reliability Metrics
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AMI Installations
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Number of Customer Complaints
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AR>90 & Net Write-Offs 
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*Results reflect write-off procedural changes and 2017 metric target methodology change. 

Prior year results reflect new target calculation.
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