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Select Quantitative Metric Review
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Electric T&D
(Select metrics highlighted)
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Safety Performance

2.80 2.33 1.47 1.12 1.58 1.34 1.01 0.96 0.73

2022 OSA Target - 1.12

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

OSHA Recordable Incident Rate

29.16 61.11 26.02 30.59 27.79 29.90 11.90 6.21 2.56

2022 OSA Target - 12.50

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

OSHA Days Away Rate (Severity)

9.21 10.02 11.41 11.69 11.36 8.43 7.67 6.72

2022 OSA Target - 9.20

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Motor Vehicle Accident Rate Serious Injury Incident Rate (SIIR)
Employees and Contractors

No Incidents to Date 

On Target At Risk Not Expected to Meet
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33 42 31 9

2022 OSA Target - 34

2019 2020 2021 Apr-22

Relay Mis-Operations

19 21 17 4

2022 OSA Target - 18

2019 2020 2021 Apr-22

Inadvertent Operational Events

T&D System Operations
Relay Mis-Operations and Inadvertent Operational Events

On Target At Risk Not Expected to Meet



6

Electric Reliability 
Index Performance – SAIDI, SAIFI, MAIFI

On Target At Risk Not Expected to Meet

75.5 65.8 65.2 51.4 66.0 54.7 16.9 60.8

2022 OSA Target - 59.0

2016 2017 2018 2019 2020 2021 Apr-22 2022 YE
Forecast

System Average Interruption 
Duration Index (SAIDI)

1.11 0.95 0.86 0.67 0.80 0.68 0.21 0.72

2022 OSA Target - 0.76

2016 2017 2018 2019 2020 2021 Apr-22 2022 YE
Forecast

System Average Interruption 
Frequency Index (SAIFI)

3.92 3.52 3.44 2.41 2.14 1.78 0.50 1.77

2022 OSA Target - 1.89

2016 2017 2018 2019 2020 2021 Apr-22 2022 YE
Forecast

Momentary Average Interruption 
Frequency Index (MAIFI)
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Electric Reliability
Multiple Customer Outages – Sustained, Momentary and Repeat MCO

On Target At Risk Not Expected to Meet

70,248 38,239 14,477 23,479 23,788 20,227 20,798

2022 OSA Target - 23,475

2017 2018 2019 2020 2021 Apr-22 2022 YE
Forecast

Sustained Multiple Customer Outages 
(S-MCOs) 4 or more - >5 Minutes

222,927 126,710 109,273 73,677 74,880 76,617

2022 OSA Target - 92,500 

2018 2019 2020 2021 Apr-22 2022 YE
Forecast

Momentary Multiple Customer Outages 
(M-MCOs) – 6 or more - <5 minutes

231 68 37 1

Baseline
(2019-2021)

1+ Outage 2+ Outages 3+ Outages 4+ Outages

Repeat Customer Sustained Multiple 
Customer Outages (S-MCOs)

2022 Target – 46 (4+ Outages)



Customer Services
(Select metrics highlighted)
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J.D. Power

532 584 610 662 680 695 717 677 702

2022 OSA Target – Q3 (716)

2014 2015 2016 2017 2018 2019 2020 2021 Q1 2022

J.D. Power – Residential 

On Target At Risk Not Expected to Meet

632

699

702

703

716

718

724

725

733

735

738

739

747

756

761

765

769

769

Central Maine Power

Appalachian Power

PSEG Long Island

Eversource

Met-Ed

National Grid

NYSEG

Jersey Central Power & Light

East Large

Duquesne Light

West Penn Power

Penelec

Con Edison

BGE

Pepco

PSE&G

PECO

PPL Electric Utilities

Initial results released July 2022

595 631 689 710 724 754 781 737

2022 OSA Target – Q3 (TBD)

2014 2015 2016 2017 2018 2019 2020 2021 W1 2022

J.D. Power – Business

July

TBD
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Customer Complaint Rate
On Target At Risk Not Expected to Meet

10.4 7.7 5.7 4.9 4.6 4.2 11.8 2.0 2.0

2022 OSA Target – 4.2

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Customer Complaint Rate

39.4

12.6

9.8

9.7

8.9

5.5

4.4

3.8

2.0

2.0

Central Hudson Gas & Electric

Con Edison

NYSEG

RG&E

Orange & Rockland

National Grid - Metro

National Grid - Upstate

National Grid - LI

National Fuel

PSEG Long Island

Rolling 12 Month DPS 
Complaint Rate per 100,000 Customers
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On Target At Risk Not Expected to Meet

Billing Performance 
Exception Cycle Time and Cancel Rebills

88.4% 90.2% 93.5% 91.8% 95.2% 92.3% 77.7% 94.8% 99.3%

2022 OSA Target – Q3 (95.0%)

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Billing Exception – Cycle Time

0.83% 0.24%

2022 OSA Target  - 0.50%

Jan - Apr 2021 Apr-22

Billing – Cancel Rebills
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Customer Contact
Service Level with Live Agent Calls, E-mail Closure Rate and First Call Resolution

On Target At Risk Not Expected to Meet

61.8% 63.8% 71.7% 71.2% 77.4% 76.6% 75.1% 80.3% 55.5%

2022 OSA Target – Q3 (80.0%)

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Service Level w/ Live Agent

32.6% 47.1% 54.0% 58.1%

2022 OSA Target - 70.0%

January YTD February YTD March YTD April YTD

E-mail Closure Rate

81.4% 82.4% 83.0% 81.6%

2022 OSA Target - 80.0%

2019 2020 2021 Apr-22

First Call Resolution
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Collection Metrics
Accounts Receivable > 90%, Days Sales Outstanding and Net Write-Offs/$100 Billed Revenue

On Target At Risk Not Expected to Meet

19.7% 20.9% 20.7% 19.9% 18.5% 17.9% 21.3% 30.6% 32.0%

2022 OSA Target – 30.3%

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

AR > 90

39.97 39.22 36.99 36.87 34.90 34.28 35.25 41.45 42.17

2022 OSA Target – 39.86

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Days Sales Outstanding

0.66 0.67 0.57 0.73 0.53 0.50 0.37 0.28 0.30

2022 OSA Target – 0.77

2014 2015 2016 2017 2018 2019 2020 2021 Apr-22

Net Write-Offs/$100 Billed Revenue



Appendix 
Detailed Scorecard Results
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PSEG Confidential

Electric T&D Scope Function Scorecard



PSEG Confidential

Electric T&D Scope Function Scorecard



PSEG Confidential

Customer Services Scope Function Scorecard



PSEG Confidential

Business Services Scope Function Scorecard



PSEG Confidential

Information Technology Scope Function Scorecard



PSEG Confidential

Power Supply and Clean Energy Scope Function 

Scorecard


