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• For 2026, the Board approved 58 PSEG Long 
Island Performance Metrics, distributed across 
all the management services provided by PSEG 
Long Island to LIPA and its customers.

• Metrics are designed to be reasonably 
achievable levels of performance that are 
objectively verifiable, with budgeted funds to 
achieve this performance.

• $20 million of PSEG Long Island Variable 
Compensation* is at risk based on these 
performance standards

PSEG Long Island 2026 Metrics
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*2026 Variable Compensation is $22,805,242.00

https://www.lipower.org/wp-content/uploads/2026/03/2026-Adopted-PSEG-Long-Island-Performance-Metrics.pdf
https://www.lipower.org/wp-content/uploads/2026/03/2026-Adopted-PSEG-Long-Island-Performance-Metrics.pdf


Each metric is monitored by a LIPA team including an Executive Sponsor from LIPA’s senior management, and 
a Project Manager/Subject Matter Expert (SME).

All metrics fall into one of two categories:

• 39 Quantitative Metrics that specify predefined numerical measurements of performance.

• 19 Qualitative Metrics that are project-oriented initiatives incorporating one or more required deliverables 
with defined target dates. This also includes Hybrid Metrics, which have both Qualitative and Quantitative 
deliverables.

Performance Metric Monitoring
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• Year to date, PSEG Long Island is meeting 
approximately 83% of Performance Metrics, 
while 7% are at risk, and 10% have yet to start. 

• These results reflect the year's first quarter results, 
and current projections are expected to change 
throughout the year.

• LIPA, PSEG Long Island, and DPS work 
collaboratively to ensure that metrics are actively 
evaluated and customer value is obtained through 
each. 

Q1 2026 Overall Performance Status
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*Meeting Target = YTD Actual is 5% over or under YTD Target; At Risk = YTD Actual is 5%-15% below YTD 
Target; Behind Target = YTD Actual is >15% below YTD Target; Not Started = initiative has not started during 
reporting period.
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20 key performance metrics have been selected to highlight those most critical for operations and 
customer service. These metrics directly support LIPA's vision and purpose.

Reliability/Safety

Key Performance by Corporate Objective
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Metric # Metric Name Metric Type YTD Actual YE Target YTD Rating 

T&D-07 System Average Interruption Duration Index (SAIDI) Quantitative 9.6 56.0 Meeting Target

T&D-08 System Average Interruption Frequency Index (SAIFI) Quantitative 0.12 0.68 Meeting Target

T&D-09 Momentary Average Interruption Frequency Index (MAIFI) Quantitative 0.15 1.34 Meeting Target

T&D-10 Reduce Sustained Multiple Customer Outages (S-MCOs) Quantitative 0% 100% At Risk

T&D-12 Reduce Momentary Multiple Customer Outages (M-MCOs) Quantitative 23,087 36,000 Meeting Target

T&D-13 Serious Injury Incident Rate (SIIR) Quantitative 0 0 Meeting Target

T&D-24
Improve Reliability Through Vegetation Management Work Plan 

– Distribution Vegetation Programs
Hybrid 100% 100% Meeting Target

T&D-50 Storm Outage Response Performance Quantitative 87.2% 80% Meeting Target
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Customer Experience

Key Performance by Corporate Objective
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Metric # Metric Name Metric Type YTD Actual YTD Target YTD Rating 

CS-02 J.D. Power Customer Satisfaction Survey (Residential) Quantitative 2nd Quartile 1st Quartile At Risk

CS-11 Contact Center Service Level with Live Agent Calls Quantitative 81.3% 77% Meeting Target

CS-13 First Call Resolution Quantitative 80.7% 81% Meeting Target

CS-31 Call Average Handle Time (AHT) Quantitative 426 433 Meeting Target

Clean Energy

Metric # Metric Name Metric Type YTD Actual YE Target YTD Rating 

PS&CE-05 Beneficial Electrification – Building Electrification Quantitative 1,280 5,808 Meeting Target

PS&CE-06 Electric Vehicle (EV) Make-Ready Quantitative 23% 100% Meeting Target

PS&CE-14 Transportation Electrification Strategic Initiatives Qualitative 60% 100% Meeting Target

PS&CE-19 Building Weatherization Quantitative 31% 100% Meeting Target
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Affordability

Information Technology

Key Performance by Corporate Objective
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Metric # Metric Name Metric Type YTD Actual YE Target YTD Rating 

PS&CE-16 Residential Time-of-Day Participation Rate Quantitative 96% 85% Meeting Target

PS&CE-17 Disadvantaged Communities (DACs) – Spend % Quantitative 63% 35% Meeting Target

CS-17 Low to Moderate Income (LMI) Program Participation Quantitative 44,130 47,500 Meeting Target

Metric # Metric Name Metric Type YTD Actual YTD Target YTD Rating 

IT-11 System Cost Effectiveness Qualitative 33% 100% Meeting Target
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Questions?

Carolyn Scibelli
Senior Manager, 

Performance Measurement

lipower.org



First Quarter Report  
on 2026 PSEG Long Island Performance Metrics

Q1 2026



Letter from the Chief Executive Officer

Dear Trustees, Stakeholders, and Community Partners,

I am pleased to share the Long Island Power Authority’s First Quarter Report on PSEG Long Island’s 2026 Performance 

Metrics. This report provides transparency into the work being done under our Operations Services Agreement (OSA) 

and the progress being made toward the performance standards that advance LIPA’s strategic goals of reliability, 

affordability, clean energy, and exceptional customer service.

Each year, LIPA—guided by recommendations from the Department of Public Service—sets a series of Performance 

Metrics that define what success looks like for our service provider, PSEG Long Island. These fifty-eight metrics for 2026 

span all areas of utility operations, from system reliability and information technology to customer experience and clean 

energy. They are designed with a stretch element, meaning that meeting the established targets generally requires 

performance that exceeds the baseline expectations already funded through the fixed management fee.

It is important to note that these metrics are not the sole measure of overall performance. Some are quantitative and data-

driven; others are qualitative, evaluating the completion and quality of major initiatives that strengthen our operations 

and enhance customer value. Together, they form a balanced scorecard that encourages continuous improvement and 

aligns day-to-day management with the Board’s long-term policy direction.

LIPA maintains a rigorous and transparent oversight process to validate metric performance throughout the year. Each 

metric is assigned to a LIPA project manager and subject matter expert, supported by an executive sponsor. Deliverables 

are tracked in real time using automated systems that provide full visibility to LIPA, PSEG Long Island, and the Department 

of Public Service. Before any variable compensation is paid, LIPA’s evaluation is independently reviewed and validated 

by DPS. Approximately $22.8 million in compensation is at risk annually, reinforcing accountability for results that matter 

most to our customers.

As of the first quarter of 2026, PSEG Long Island is meeting approximately 83% of Performance Metrics, while 7% are at 

risk, and 10% had no Q1 deliverables due. These results reflect meaningful progress and a commitment to continuous 

improvement across our shared organization. They also underscore the maturity of LIPA’s performance management 

framework—one that is evolving to ensure every dollar spent delivers customer value.

Thank you for your continued partnership as we work together to build a more reliable, affordable, and sustainable 

energy future for Long Island and the Rockaways.

Sincerely,

Carrie Meek Gallagher

Chief Executive Officer

Long Island Power Authority
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2026 PERFORMANCE METRICS

The First Amendment to the Second Amended and Restated Operations Services Agreement (OSA) between LIPA and 

PSEG Long Island includes $22,805,242.00 annually for 2026 as the variable compensation component. In 2022, the 

performance standards were negotiated between LIPA and PSEG Long Island as part of the reformed OSA. Starting in 

2023, the performance standards are set by LIPA, with an independent recommendation to the LIPA Board of Trustees 

(Board) by the Department of Public Service (DPS), the staff arm of the State’s Public Service Commission.

Metrics are designed to be achievable, objectively verifiable performance levels. The Board budgets the funds to achieve 

this performance, tying realistic plans and budgets to measurable yearly outcomes. These performance standards 

ensure that PSEG Long Island’s compensation is tied to delivering meaningful results for LIPA’s customers.

PSEG Long Island will submit to LIPA its evaluation of its performance on each metric within 90 days of the close 

of the contract year. Under the LIPA Reform Act, LIPA is responsible for the metric validation of PSEG Long Island’s 

performance, and then providing its evaluation to DPS, who independently reviews LIPA’s evaluation before LIPA pays 

any Variable Compensation. PSEG Long Island can utilize dispute resolution procedures when setting performance 

metrics and budgets at the beginning of each year and in the final determination of whether a metric was achieved.

The fifty-eight (58) performance standards that constitute the 2026 Performance Metrics are distributed across all the 

management services provided to LIPA and its customers. They include numerous improvements to customer service, 

reliability, resiliency, information technology, clean energy, and other customer improvements distributed across five 

scopes. The details of the metrics are available on the LIPA Website.

FIGURE 1: 2026 PERFORMANCE METRICS DISTRIBUTION BY SCOPE

Transmission & Distribution
17

Power Supply & Clean Energy
9

Business Services
11

Customer Experience
12Information Technology
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https://www.lipower.org/wp-content/uploads/2026/03/2026-Adopted-PSEG-Long-Island-Performance-Metrics.pdf
https://www.lipower.org/operational-partners/performance-metrics/
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PERFORMANCE METRIC REVIEW PROCESS

All metrics fall into one of two categories – Qualitative or Quantitative:

•  �The 19 Qualitative Metrics are project-oriented initiatives incorporating one or more required deliverables with 

defined target dates. This also includes Hybrid Metrics, which have both Qualitative and Quantitative deliverables.

•  The 39 Quantitative Metrics specify predefined numerical measurements of performance.   

LIPA staff continuously monitor PSEG Long Island’s progress on the metrics throughout the year. LIPA has assigned a 

Project Manager (PM) and/or Subject Matter Experts (SMEs) to lead oversight of each metric, and other appropriate 

SMEs to assist with validation activities. In addition, an Executive Sponsor (ES) from LIPA’s senior management team 

oversees the metric validation work.

Qualitative Metrics are monitored and tracked via a process overseen and supported by the LIPA Performance 

Management team.

The Performance Management team has developed an automated tracking system to manage the hundreds of 

deliverables required by the metrics. PSEG Long Island staff upload deliverables directly to the system, which initiates 

workflows for LIPA review. A LIPA PM and the appropriate SMEs review each deliverable. The performance management 

system provides transparency and traceability, with time-stamped deliverables, activity history and comments, and real-

time LIPA, PSEG Long Island, and DPS access.

Deliverables for Qualitative Metrics go through the following main stages of review:

•  �PSEG Long Island Submission: To meet the metric standards, PSEG Long Island must submit the required 

deliverables to the tracking system by the target due date, with all requirements specified in the metric. LIPA allows 

PSEG Long Island to submit an Exception Request for any deliverable. LIPA reviews all Exception Requests and 

grants them if deemed reasonable, justified, and in the best interests of achieving the metric objective.

•  �LIPA Review: LIPA reviews all submitted deliverables for compliance with metric standards and requirements. 

Since metrics aim to improve performance, LIPA will return unsatisfactory deliverables to PSEG Long Island for 

revision and resubmission if deemed necessary to achieve the metric objective.

Deliverables can have the following statuses:

•  Review in Progress

•  Approved

•  Rejected

•  Exception Requested

•  Overdue

LIPA principally tracks Quantitative Metrics using scorecards submitted monthly by PSEG Long Island. LIPA conducts 

Scorecard Review Meetings at a scope or lower level with PSEG Long Island staff and DPS. PSEG Long Island also 

provides underlying data files for each Quantitative Metric, which LIPA staff reviews and validates.

The assigned PM and SMEs review Quantitative Metrics via a metric validation process for year-to-date (YTD) performance 

versus target, trending, and outlook for year-end performance. Further, LIPA monitors compliance with metric standards, 

requirements, calculations, and agreed-upon exceptions.
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LIPA’s metric validation process leads to the rendering of one of the following statuses for Quantitative Metrics:

• Meeting Target (YTD) – the metric is performing in line with YTD performance expectations.

• At Risk (YTD) - the actual performance may be 5%-15% below the YTD target, but LIPA believes that PSEG Long 

Island has the potential to meet the YE target through initiatives and future scheduled work.

• Behind Target (YTD) - the YTD actual is >15% below the YTD target, and LIPA is not sure that PSEG Long Island can 

make the YE goal.

Additionally, the OSA also contains certain Gating and Default Metrics, which are minimum performance levels related 

to reliability, customer service, cybersecurity, budgets, and emergency preparation and response that, if not met, can 

significantly reduce the available pool of compensation, or permit LIPA to terminate the contract.
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PERFORMANCE METRIC EXCEPTIONS

PSEG Long Island may request an exception to the metric deliverable requirements; LIPA may consider such requests 

when adequately justified. To date, PSEG Long Island has requested six (6) Exceptions. LIPA has approved five (5) of the 

requested Exceptions, and one (1) was declined. To the extent an Exception has been granted, performance is reported 

relative to the agreed-upon standards of the Performance Metric as modified by the Exception.

Exception Requests seek extensions to due dates and changes to project scopes, requirements, or methodology. For 

example, LIPA regularly provides PSEG Long Island with opportunities for corrective actions and the resubmission of 

deliverables, which may result in Exceptions when resubmitted after a due date. PSEG Long Island has also sought 

extensions of due dates, citing delays caused by external dependencies, among other reasons.

Exception Requests may also seek an exemption or waiver of a deliverable, making it no longer required. This can occur, 

for instance, when an extension to a project start is approved, rendering periodic status reporting before the new start 

date unnecessary.

Exception Requests have also sought more fundamental changes to scope, requirements, or methodology. These 

changes are typically the result of further analysis or discovery as an initiative commences.

LIPA reviews all Exception Requests and grants them if deemed reasonable, justified, or in the best interests of 
achieving the metric objective. LIPA’s primary goal is to utilize metrics to drive customer benefit and value throughout 
the year.
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OVERALL PERFORMANCE STATUS

The overall status of all fifty-eight (58) Performance Metrics as of March 31, 2026, is summarized in Figure 2. Year-to-

date, PSEG Long Island, is meeting approximately 83% of Performance Metrics, while 7% are at risk, and 10% had no 

Q1 deliverables due. LIPA, PSEG Long Island, and DPS are working collaboratively to ensure that metrics are actively 

evaluated and that customer value is achieved through each. There are four (4) performance statuses used in this report 

and described below:

• Meeting Target (YTD) - the metric is performing in line or within 5% of the YTD performance expectations.

• �At Risk (YTD) - The actual performance may be 5%-15% below the YTD target, but LIPA believes that PSEG Long 

Island has the potential to meet the YE target through initiatives and future scheduled work.

• �Behind Target (YTD) - The YTD Actual is >15% below the YTD Target, and LIPA is not sure that PSEG Long Island 

can make the YE goal.

• Not Started – initiative has not started, and no deliverables were due within this reporting period.

FIGURE 2: 2026 PERFORMANCE METRICS STATUS SUMMARY

Meeting Target
48

At Risk
4

Not Started
6
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KEY METRIC PERFORMANCE BY CORPORATE OBJECTIVE

For 2026, LIPA and PSEG Long Island have agreed to fifty-eight (58) metrics across five scope areas critical to utility 

performance. These metrics directly support the Board's policies, define LIPA's purpose and vision, and set  

expectations for the strategic outcomes management will deliver across reliability, customer experience, clean  

energy, affordability, information technology, and fiscal sustainability. Appendix A summarizes the high-level status  

of all fifty-eight (58) Performance Metrics from January 1 to March 31, 2026.
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The Distribution Vegetation Programs include Cycle Trim, Trim-to-Sky, and Hazard Tree Removal. The Vegetation 

Work Plan for Cycle Trim and Trim-to-Sky will identify at least one quarter of the overhead distribution system, 

totaling approximately 2,200 miles. This work must be completed, and actual spending must be within +5% of the 

Board-approved program level targets. PSEG Long Island is slightly behind with tree removal and trim-to-sky but 

should be on track next month.
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APPENDIX A:

The table below summarizes the status of all 58 Performance Metrics as of March 31, 2026. The approved 2026 
Performance Metrics Report provides additional details, including specific deliverables for each metric.
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