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Safety Performance
OSHA Recordable Incident Rate
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Top Decile Electric Reliability Performance
Index Performance - SAIDI, SAIFI, MAIF/

System Average Interruption System Average Interruption
Duration Index (SAIDI) Frequency Index (SAIFI)
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Lowest NYS DPS Customer Complaint Rate

Customer Complaint Rate
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Top Position vs. Electric and

PSEG Long Island I 3.5
Combo Utilities in NYS

National Grid-Upstate 6.6
Con Edison of New York 8.8
Orange & Rockland 9.9
New York State Electric & Gas Corp. 28.0
Rochester Gas & Electric Corp. 31.9
Central Hudson Gas & Electric Corp. 33.7



Call Center Dashboard

2024 YTD/MTD Performance Dashboard

(Performance through April 15, 2024)

First Call Resolution After Call Survey Average Speed of Answer YTD Call Volume Trend
(March YTD) (March YTD)
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Service Level - % of Calls Answered Average Handle Time Staffing - Contact Center Agents Agent Schedule Adherence
in 30 secs
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Increased staffing levels in April has led fo improved service levels
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Call Center Update

Service Level Abandonment Rate Average Speed of Answer (seconds)
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We have made good progress, buf we have more work tfo do.
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