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PSEG Long Island Update
Opera ting Report – December 2025 
LIPA Board of Trustees Meeting
December 17, 2025
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System Separation Update

Community Partnership Update
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2022 2023 2024 Nov-25

Serious Injuries -  # of Incidents

2.80 2.33 1.47 1.12 1.58 1.34 1.01 0.96 0.72 0.65 0.61 0.68

Top Decile Performance – (2022-2024 Average) -  0.78

2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

OSHA Recordable Incident Rate

29.16 61.11 26.02 30.59 27.79 29.90 11.90 6.21 11.07 10.13 14.85

11.55Top Decile Performance – (2022-2024 Average) -  12.61

2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

OSHA Days Away Rate (Severity)

9.21 10.02 11.41 11.69 11.36 8.43 7.67 8.40 6.87 9.36 9.36

2015 2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

Motor Vehicle Accident Rate

Operating Performance
Safety Performance
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0.03

0.06

0.14

0.03Top Decile Performance – (2022-2024 Average) -  0.03

2022 2023 2024 Nov-25

Serious Injuries Incident Rate
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1.11 0 .95 0 .86 0 .67 0 .80 0 .68 0 .68 0 .69 0 .72

0.69
20 25 OSA Ta rget -  0 .68

NYS Overhea d Top Decile -  0 .74 (20 22- 20 24)1

2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

System Average Interruption 
Frequency Index (SAIFI)

3.92 3.52 3.44 2.41 2.14 1.78 1.67 1.45 1.46

1.03
20 24 OSA Ta rget -  1.53

2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

Momentary Average Interruption 
Frequency Index (MAIFI)

75.5 65.8 65.2 51.4 66.0 54.7 56.0 56.3 59.3

56.5

20 25 OSA Ta rget -  56.5

NYS Overhea d Top Decile -  67.7 (20 22- 20 24)1

2016 2017 2018 2019 2020 2021 2022 2023 2024 Nov-25

System Average Interruption 
Duration Index (SAIDI)

1 Source: NYS Electric Reliability Reports (2022-2024) - https://dps.ny.gov/electric-service-reliability-reports

Operating Performance
Electric Reliability – SAIDI, SAIFI and MAIFI
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https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
https://dps.ny.gov/electric-service-reliability-reports
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We’re ranked #1 by J.D. Power
For Business Customer Sa tisfaction among Large Electr ic Utilities in the East.

We mean business
• Our Business First programs have helped hundreds of local businesses reduce 

costs and operate more efficiently.

• This award reflects the hard work and dedication of more than 2,500 local 
employees who work every day, at all hours of the day, to deliver reliable 
power and services that help our business customers save time, energy and 
money.

Highlights/Call Outs
• This is the first time PSEG Long Island has achieved the #1 spot in J.D. 

Power.

• This award highlights the power of working together with our corporate 
partners.
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J .D. Power Elect r ic Ut ility Business Customer Sa t isfa ct ion StudySM

Results Summary (2020-2025)

PSEG Long Island ranked #1 of 12 utilities in the East Large segment and top 
quartile performer in each index in 2025

J.D. Power Business -  Rankings

Traditional New

2020 2021 2022 2023 2024 2025

Overall Customer Satisfaction Index 7 12 12 9 11 1

Safety and Reliability 3

Resolving Problems or Complaints 2

Ease of Doing Business 2

Digital Channels 1

People 1

Total Monthly Cost 1

Trust 2

Information Provided 1

Quartile

Top

2nd

3rd 

Bottom

546

558

581

589

590

594

594

596

599

605

620

623

627

NYSEG

Appalachian Power

Jersey Central Power & Light

National Grid

Eversource

Baltimore G&E

PECO

PPL Electric Utilities

East Large Average

West Penn Power

Con Edison

PSE&G

PSEG Long Island

2025 YE Syndica ted Results
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Customer 
Sa tisfaction 

Stra tegy

J.D. Power 
Assessment

Customer 
ONE

CSAT 
Improvement 

Pla n

Employee 
Enga gement

Tra ining a nd 
Development

Voice of 
Customer 

• J.D. Power CX Assessment -  Pa rtnered with J .D. Power to complete 
a  customer experience a ssessment of existing orga niza tion a nd 
develop recommenda tions on how to improve CSAT culture. 

• Customer ONE  – Cross- functiona l ta sk force of PSEG Long Isla nd 
SMEs focusing on improving J .D. Power topic a rea s.

• Annual CSAT Improvement Plan -  20 25 CSAT improvement pla n ha s 
been developed, focusing on 6 key a rea s – Process Improvement, 
Opera tiona l Efficiency, Digita l CX, Ma rketing & Outrea ch, Business 
Customer Support , a nd Employee Enga gement. 

• Training and Development -  Pa rtnering with HR to work with cohort  
of lea dership development pa rticipa nts on J .D. Power improvement 
projects, continuously educa ting new hire cla sses, introducing 
ma nda tory tra ining.

• Voice of Customer – Ongoing surveys, including in- house CSAT 
tra ckers, progra m specific, Cogent, tra nsa ctiona l surveys, customer 
council, compla ints/esca la tions, QA listening, socia l media , focus 
groups, etc.

• Employee Engagement – Interna l surveys, roa dshows/presenta tions, 
contests, lea dership forum, etc.

How Are We Improving?
Ongoing educa tion and engagement across the enterprise

Operating 
Performance

Time of Day 
Update

System 
Separation 

Update

Community 
Update



8

• Outage communication continuous improvement 
and customer follow up

• Customer transactions (MIMO and Email channel)
• Customer Segmentation (Blastpoint)

Process Improvement/Journey Mapping

Operational Improvements

• Overa rching theme of community a nd relia bility
• Multi- cultura l ma rketing (tra nsla ta ble ema ils, content)
• Increa sed community events  (la unched seniors' 

progra m, expa nded our Power To Feed progra m)

Marketing & Community Outreach

• Promotion of Business First  progra m (cha mbers, in-
person, co- sponsored events, etc.)

• Introduced monthly webina rs gea red towa rds SMBs
• Persona lized communica tions a nd support
• Executive Conta ct  Progra m

Business Customer Support

• MIMO RPAs a nd self- service improvements
• SMB customer a lerts through Bidgely
• IVR Improvements/  Visua l IVR
• Kubra  outa ge ma p upgra des/notifi pla tform

Digital Customer Experience
• Robust ma rketing a nd customer resea rch pla n
• Continuous customer experience enha ncement a nd 

refinement
• TOD specific opera tiona l enha ncements (exception 

ha ndling, billing, tra ining, etc.)

Time of Day

• CCa a S Knowledge Ma na gement tool implementa tion
• Continuous ca ll center recruit ing, sta ffing, tra ining, 

a nd process improvement 

Customer Satisfaction Improvement Plan
2025 Key Programs and Initia tives
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2022 2019

Rep Calls Offered
YEAR TO DATE

76.9% 92.4% 1.8%

2025 November YTD Performance 
Performance through November 30, 2025

JAN       FEB       MAR APR       MAY  JUN     JUL     AUG        SEP  OCT NOV      DEC

Abandonment Rate
Percentage of customers who 
disconnect before connecting 

with an agent

Service Level w/ Live 
Agent

Percentage of calls 
answered in by a live agent 

within 30 seconds

Average Handle Time
Average length of time to 
complete a transaction

Agent Schedule Adherence
Compares an agent’s 

schedule of work versus 
actual work completed

430.042 
Average Speed of Answer

Avera ge t ime to a nswer 
a  phone ca ll in seconds

OSA Ta rget  – 77.0 % OSA Ta rget** -  433 seconds

First Call 
Resolution

After Call 
Survey95.3%80.9% Staffing

Contact Center Agents 147
OSA Ta rget  – 81.0 % 17 Agents In Tra ining

1,262,408 

1,037,640 

1,293,031 

1,122,429 

1,189,178 

1,134,323 

Nov-2020

Nov-2021

Nov-2022

Nov-2023

Nov-2024

Nov-2025

** Target measured July-December

Operating Performance
Call Center Performance
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2025 OSA Target – 
Top Position vs. Electric a nd 
Combo Utilit ies in NYS

10.4 7.7 5.7 4.9 4.6 4.2 11.8 2.0 3.8 3.3 3.4 3.9

2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024 2025
YTD

Customer Complaint Rate

37.3

34.7

21.2

17.9

16.5

13.1

3.9

New York State Electric & Gas Corp.

Rochester Gas & Electric Corp.

Central Hudson Gas & Electric Corp.

Con Edison of New York

Orange & Rockland

National Grid-Upstate

PSEG Long Island

Rolling 12 Month DPS 
Complaint Rate per 100,000 Customers

Operating Performance
Customer Compla int Ra te per 100k Customers
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1111* Customer Enrollment Totals as of December 5, 2025

Rate Code Move-In Voluntary 
Opt-In Migrated Total 

Customers

Off Peak
Rate 194 105,917 29,757 667,239 802,913

Super Off-Peak
Rate 195 - 14,327 - 14,327

Total Customers 105,917 44,084 667,239 817,240

Participation Rate: 96%

Time of Day Program Progress
Customer Enrollment = 817,240*
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• Bundle 1 – Finance, HR, Procurement (14 Systems)
─ All Bundle 1 systems were deployed to production in the first part of the year and continue to perform as 

expected.

• Bundle 2 – Email & Identity (11 Systems)
─ All Bundle 2 systems have been separated and are actively in service in Long Island.  Hypercare activities 

continue through year-end.

• Bundle 3 – Cloud Hosted & Other Systems (21 Systems) 
─ Caseworks, LoadRunner, RelativityOne, and SiteCore went into production in November and are operating as 

expected.  Hypercare on these systems will continue through end of year.
─ LotusNotes (now Natuvion ‘DCS Retire’) is now scheduled to go live by mid-December due to some minor 

delays regarding access.  The subscription has been licensed, and the first of two databases are undergoing 
validation in our “sandbox” the first week of December, with target for completion of all by Dec. 12.  

• Bundle 4 – Cybersecurity (14 Systems)
─ All Bundle 4 applications have been deployed to production and are operating as expected and the 

Hypercare period is now closed.

System Separa tion is nearing completion

System Separation Sta tus
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Bundle Estimate ($M)
Bundle-1 24.4
Bundle-2 17.1
Bundle-3 13.9
Bundle-4 13.3

Total 68.7

Project Actuals thru Oct 2025

Original Estimates (mid -2023)

2025 Estimate To Complete

Bundle EAC ($M)
Bundle-1 37.1
Bundle-2 13.0
Bundle-3 16.2
Bundle-4 6.7

Total 73.1

Estimate At Completion

Estimates include tolerances for variability per CMMI/AACE standard practices based 
on project state

Preliminary Estimate Range   +100%/-50% $34M -  $137M
Initial Design Phase  +30%/-20% $55M -  $89M
Build Phase   +10%/-10% $62M – $76M

There is an estimated $2.5M remaining spend.
Based on the CMMI/AACE methodology this estimate 

represents a range of $2.25M – $2.75M

Bundle Actuals ($M)
Bundle-1 37.1
Bundle-2 12.0
Bundle-3 15.0
Bundle-4 6.4

Total 70.5

Bundle Estimate ($M)
Bundle-1 0.0
Bundle-2 1.0
Bundle-3 1.2
Bundle-4 0.3

Total 2.5

System Separation Budget Upda te
Financia ls a s of October 31, 2025
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Thanksgiving CPP Events
VETERANS TURKEY DISTRIBUTION – NOVEMBER 18TH

• Partnership between Suffolk County, PSEG Long Island & Long Island Cares

• PSEG Long Island employee volunteers handed out 465 Thanksgiving Dinners 
including turkeys, sides and desserts as well as LED bulbs to veterans

FOUR LEAF TURKEY DRIVE TO BENEFIT ISLAND HARVEST – NOVEMBER 21ST  

• PSEG Long Island employees donated 176 turkeys & 190 lbs. of fixings 

• PSEG Long Island presented a check for $10,000 to Island Harvest 

• PSEG Long Island employees volunteered with day of traffic control
and food collections 
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PSEG Long Island November Outreach 
and Application Assistance Events
• PSEG Long Island held three events in November:

− Shirley, 11/3/25
− Elmont, 11/6/25
− Fa r Rocka wa y, 11/13/25

• PSEG Long Isla nd employees a ssisted over 400 customers
• Processed 75 Household Assista nce Applica tions
• Pa rtnered with 18 community a nd government orga niza tions

Veteran Outreach
• Suffolk County Vetera n Resource Fa ir, Suffolk Community College
• 9- 1- 1  Vetera ns Turkeys for Vets event, Lindenhurst  
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PSEG Foundation Donations
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PSEG Founda tion dona ted $100,000 to Island 
Harvest through the Community Relief Initia tive

"On behalf of the 240,000 people we serve who face food 
insecurity and uncertainty of when their next meal will come, 

we are incredibly grateful to direct the PSEG Foundation grant 
to our Hunger Relief Action Fund. The strong, long- term 

partnership we have with PSEG Long Island and the PSEG 
Foundation continues to make a positive impact on the lives of 
Long Islanders. PSEG's commitment to improving the quality of 
life and providing critical resources for our neighbors in need, 
especially during these difficult times, is truly commendable 

and heartwarming.” 

− Randi Shubin Dresner, President and CEO of Island Harvest Food Bank  

The Community Relief Initia tive reflects PSEG Founda tion's ongoing dedica tion 
to a ffordability and community well-being. 



17

youThank


	Slide Number 1
	Slide Number 2
	Operating Performance�Safety Performance
	Operating Performance�Electric Reliability – SAIDI, SAIFI and MAIFI
	We’re ranked #1 by J.D. Power
	J.D. Power Electric Utility Business Customer Satisfaction StudySM�Results Summary (2020-2025)
	Slide Number 7
	Slide Number 8
	Operating Performance�Call Center Performance
	Operating Performance�Customer Complaint Rate per 100k Customers
	Time of Day Program Progress�Customer Enrollment = 817,240*
	System Separation Status
	System Separation Budget Update�Financials as of October 31, 2025
	Thanksgiving CPP Events
	PSEG Long Island November Outreach and Application Assistance Events
	PSEG Foundation Donations
	Thank

