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• OMS version 6.7.8 was put into production after passing testing criteria that meets or exceeds industry best 

practices.  

– 1) Functional/Regression Testing – meaning that we make sure the system functionality that was in V5.5 still works 

and any new functional in V6.7.8 works properly.  (Passed)

– 2) Performance Testing - PSEG LI executed two DPS required performance tests that simulates a 12 hour storm 

based on the events of Tropical Storm Isaias, and that simulates a 90% Customer Outage over a 24 hour period. 

(Passed)

– LIPA, LIPA consultants, and DPS staff observed and participated in each of the performance tests.

• LIPA’s IV&V functional testing of OMS did not demonstrate that the OMS system was not functional but rather that

the LIPA testers could not execute the test scripts without assistance. 

– During our OMS v6.7.8 testing in 2021, LIPA did not have any requirements regarding IV&V functional testing. It is only 

recently in 2022, that LIPA has introduced functional testing objectives. 

– The test scripts for OMS that were developed in 2021 were designed to be executed by individuals with strong 

knowledge of business processes and OMS system functionality.  

– LIPA testers were not able to run the test scripts because they lacked this knowledge

PSEG LI will continue to support and provide OMS training to LIPA and their consultants and respond to specific 

feedback and questions. 

Finally, it should be noted that the OMS system performed well the past two weeks during the Heat Storms.
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Outage Management System (OMS)



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 0.55

2022 OSA Target - 1.12

2014 2015 2016 2017 2018 2019 2020 2021 Jun-22

OSHA Recordable Incident Rate

29.16 61.11 26.02 30.59 27.79 29.90 11.90 6.21

7.17
2022 OSA Target - 12.50

2014 2015 2016 2017 2018 2019 2020 2021 Jun-22

OSHA Days Away Rate (Severity)

9.21 10.02 11.41 11.69 11.36 8.43 7.67 7.06

2022 OSA Target - 9.20

2014 2015 2016 2017 2018 2019 2020 2021 Jun-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



33 42 31 12

2022 OSA Target - 34

2019 2020 2021 Jun-22

Relay Mis-Operations

19 21 17 4

2022 OSA Target - 18

2019 2020 2021 Jun-22

Inadvertent Operational Events

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

On Target At Risk Not Expected to Meet
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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 25.3 58.9

2022 OSA Target - 59.0

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

System Average Interruption 
Duration Index (SAIDI)

1.11 0.95 0.86 0.67 0.80 0.68 0.33 0.72

2022 OSA Target - 0.76

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

System Average Interruption 
Frequency Index (SAIFI)

3.92 3.52 3.44 2.41 2.14 1.78 0.82 1.69

2022 OSA Target - 1.89

2016 2017 2018 2019 2020 2021 Jun-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 20,015 22,324

2022 OSA Target - 23,475

2017 2018 2019 2020 2021 Jun-22 2022 YE
Forecast

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

222,927 126,710 109,273 73,677 72,374 48,324

2022 OSA Target - 92,500 

2018 2019 2020 2021 Jun-22 2022 YE
Forecast

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

231 203 54 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)
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Customer Services
(Select metrics highlighted)

9



10

J.D. Power

532 584 610 662 680 695 717 677 685

2022 OSA Target – Q3 (698)

2014 2015 2016 2017 2018 2019 2020 2021 Q2 2022

J.D. Power – Residential 

On Target At Risk Not Expected to Meet

621

685

693

696

698

717

724

726

732

733

735

736

744

745

753

754

764

Central Maine Power

PSEG Long Island

NYSEG

Eversource

Appalachian Power

National Grid

Penelec

East Large Average

Duquesne Light

Con Edison

Met-Ed

Jersey Central Power & Light

West Penn Power

Pepco

BGE

PPL Electric Util ities

PSE&G

595 631 689 710 724 754 781 737 692

2022 OSA Target – Q3 (TBD)

2014 2015 2016 2017 2018 2019 2020 2021 W1 2022

J.D. Power – Business

692

717

729

739

742

747

755

755

769

787

787

800

806

PSEG Long Island

West Penn Power

National Grid

NYSEG

Appalachian Power

Eversource

Con Edison

East Large

PECO

PSE&G

PPL Electric Util ities

Jersey Central Power & Light

BGE
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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 2.1

2022 OSA Target – 4.2

2014 2015 2016 2017 2018 2019 2020 2021 Jun-22

Customer Complaint Rate

54.1

12.6

12.5

11.2

9.2

5.6

4.7

3.9

2.4

2.1

Central Hudson Gas & Electric

Con Edison

RG&E

NYSEG

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% 99.1%

2022 OSA Target – Q3 (95.0%)

2014 2015 2016 2017 2018 2019 2020 2021 Jun-22

Billing Exception – Cycle Time

0.83% 0.24%

2022 OSA Target  - 0.50%

Jan - Apr 2021 Jun-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% 51.3%

2022 OSA Target – Q3 (80.0%)

2014 2015 2016 2017 2018 2019 2020 2021 Jun-22

Service Level w/ Live Agent

32.6% 47.1% 54.0% 58.1% 61.4% 63.8%

2022 OSA Target - 70.0%

January YTD February YTD March YTD April YTD May YTD June YTD

E-mail Closure Rate

81.4% 82.4% 83.0% 81.5%

2022 OSA Target - 80.0%

2019 2020 2021 Jun-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

19.68% 20.86% 20.74% 19.93% 18.50% 17.92% 21.35% 30.64% 32.12%

2022 OSA Target – 28.37%

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 42.58

2022 OSA Target – 38.18

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 0.35

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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Electric T&D Scope Function Scorecard



Electric T&D Scope Function Scorecard



Customer Services Scope Function Scorecard



Business Services Scope Function Scorecard



Information Technology Scope Function Scorecard



Power Supply and Clean Energy Scope Function 

Scorecard


