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August 1, 2018

Attached please find Dominion Energy Utah/Wyomings’ Customer Satisfaction Standards
Report (CSSR) for the 4th quarter ended December 2017.

In Docket No. 16-057-01, the Matter of Joint Notice and Application of Questar Gas Company
and Dominion Resources, Inc., the parties agreed in paragraph 47 of the settlement stipulation
that “Within 120 days of the Effective Time, Dominion Questar Gas will meet with the Division
and the OCS on a collaborative basis and update Customer Satisfaction Standards, taking into
account recent historical results. Dominion Questar Gas will report quarterly on its performance
relative to the Customer Satisfaction Standards. Quarterly reporting will continue until
Dominion Questar Gas’ next general rate case filing. If the Dominion Questar Gas service levels
become deficient, meaning they fall short of the Customer Satisfaction Standards as shown in the
report, Dominion Questar Gas will file a remediation plan with the Commission explaining how
it will improve and restore service to meet the Customer Satisfaction Standards.”

The parties met with the Division and Office of Consumer Services in the 4™ quarter of 2016 and
updated 14 of the standards. This report includes these updated standards. The attached report is
for the four quarters ending March 31, 2018 and provides the customer satisfaction results using
the goals that were in effect at the beginning of the year.

The 1st quarter 2018 results are attached as Exhibit 34. There are three areas where the Company
is deficient. Billing metric #1, read each meter monthly, was 94.4%, instead of 99% on average.
This metric was deficient due to issues with battery failure on certain transponders. When the
batteries fail, meter reads decrease and meter read estimates increase. The Company is currently
undergoing a transponder replacement program that is scheduled to be complete in 2019. As
these failing transponders are replaced it should result in higher meter reads. The second
deficient metric was billing metric #5, "Response time to investigate meter problems and notify
customer within 15 business days". This metric was 73% instead of 95%. This deficiency is also
related to the transponder issues and resulted in a large backlog of customer requests. Because
the billing department was short on staff and is also in the process of training new employees it
was unable to respond to all of the requests within the 15 day time frame. The Customer Care
deficiency is also related to these same issues. The average wait was 60 seconds instead of 45.
Going forward, as the transponders are replaced there will be fewer issues to deal with and as
new employees are trained the response times should improve.



Dominion Energy Utah
Docket No. 18-057-09

1st Qtr. 2018 Integration Progress Report

DEU Exhibit 34
Page 2 of 6

ASAINS uonoejsnes Jawoisnd - SSO
(ea1be ABuons =, ‘|e 1e aaibe J0u op =T :9[LIS / 01 T)

9GS q'q 9'g 9'g 8'G SSD 0'S aw ay1| a|doad Jo} ule2uU0d pue ased sajensuowad| 2
99 99 99 99 99 SSO g9 awoy Aw 0] seb reinieu sianiep Ajpjes| 9
6'S 8'G 8'G 6'G 09 SSO g'G sbuipeap sy ul uado pue isauoy s|| G
. . . . . . uondnusip
£9 £9 £9 99 L9 SSO 59 Inoyum awoy Aw 01 seb [einreu siaAljap ApualsisSuod 4
. . . . . . suaddey 11 a10jaq
€a ¢s ¢s ¢s 5 SS9 0's abueyd sajel seb jeinjeu Aymjuaym pawiojul aw sdaay] €
8'S L'S 8'G 6'G 6'S SSD GG pred ao1d 10} anpea poobjawoy Aw 01 seb [einjeu sianpal ¢
. ) . ) . ) ENERE)
€9 ¢9 €9 ¢9 €9 559 09 NoA sadlAIas pue 1onpold ayl yum noA ale palsires MoH T
290 JO uoissaidwy |[eIdAO
8T/TE/E
8T0¢ LT10¢ LT0¢C LT10¢ 931Nn0S [e0D [enuuy
papu3 90IAIBS
‘oW ZT 10 0O €0 20 luswalinses\ 810¢

1¥0d3ay AT43LIVNO
SAYVANVLS NOILOV4SILVYS d3NOLSND




Dominion Energy Utah

‘O CT

BEFHO
N g0
Dy S m
Ot =
S8a 7
c @22
Zz oW
- I A
c
S O
AT
15}
£
o0
—
o
«
Ntu\ ABAINS uonoe)snes Jawoisn)d - SSO
H (oa1be ABuons =, ‘e 1e aalbe Jou op =T :9[eIS L 01 T)
. . . . . . [Ie2 1noA 0] asuodsal ul seo
¢9 09 19 V9 €9 589 8's Jeisang Ag uael suonoe ayl Yum noA ale paljsires MoH L
09 09 09 6'S 29 SSO L'S asn 01 Asea sem nusaw pajewolne ayl| ot
€9 T9 29 G'9 7’9 SSO 09 anss| Aw aAj0Ssal 0] a|qe sem Yiim axods | uosiad ayl| 6
29 29 T9 29 7’9 SSO g'S Apjoinb paiamsue sem |ed AN| 8
S9 €9 €9 99 99 SSO 09 a|qeabpajmouy sem Jjels auoyd ayl| 2
99 99 99 L9 L9 SSO 09 Snoalnod sem yeis auoyd ayl| 9
. . . . : SoNsSneIS [eulau sanui 1senbal
0s 1S 6v 8V 05 SHEIS | _ G ueyl ss9| Bunajdwos pue Jawoisna yum Bupyiel awin Jo Junowy S
%C'T %V'T %60 %0'T %S'T sansnels [ewsslu| %¢ uUey) ssa| apeuw s| 8210yd nuaw Jaye dn Buey rey sivjed| ¢
SaMsie1s [eusau Spu0I9s UOI199|3S NUBW I3} JBWOISNI J0) Jrem abelan
(947 09 6¢ €e TS nsnels | I G UL SS9 nos| } J V| €
ot oc ot e ot SONSNEIS [eUISIU 0 uabe Ag spuodas
/666 /6566 /61’66 /6566 /oi7°66 ISHEIS | | %66 09 UlyuM palamsue s|ed Aouabiawa Jo abejuadlad [4
%868 %698 | %zz6 | %0z6 | %res | sonsmeis reusejul %38 uoRdo NUSU S350 JBWIOISND
0 0 ? 0 0 o _ 0 Jayfe spu02as 09 UIyIM palamsue s|ed jo abeluadiad
ale)d lawoisn)d
8T/TE/E
8T0¢ LT10¢ LT0¢C LT10¢ 92.1N0S [e0D [enuuY
papu3 90JINIBS
10 0O o) 20 luswainses 8T0C




Dominion Energy Utah

‘O CT

BEFO
~ 8= 0
Q" E w
S8a 7
o @2
Zz oW
- I A
c
S O
AT
15}
£
©
—
o
N AanINg uonorjsies Jswoisn) - SSO
m.Ue (ea1be ABuons =, ‘|e 1e aaibe 10U op =T :9[LIS /2 01 T)
,d\m . . . . . . aouewlopad
g7 €9 59 59 59 SS9 09 [[eIBA0 S,UeIDIUYI3] 8Y] YIIM NOA are palsines moH °
€9 29 G9 79 T'9 SSO LS asn 0] Asea sem nuaw parewolne ayl| §
79 €9 9'9 g9 €9 SSO 6'S anss| Aw anjosal aw djay 01 a|ge sem ueldluydal ayl| v
99 99 L9 99 99 SSO 6'G Appoinb aw djay 01 8|ge sem uepluydsl 8yl €
L9 99 99 89 L9 SSO 29 a|qeabpajmouy sem ueldluyda1 ayl| ¢
89 L9 89 89 89 SSO 29 SNO3LINOJ Sem uepluydarayl| T
Y338L-V-)SY - S[[eD 33IAISS
8T/TE/E
8T0¢C LT10¢ LT0¢C LT10¢ 92IN0S [e0D [enuuy
papu3 90INIBS
) 10 140) €0 20 luswainses 8102
ON 2T
uoday
%00T %00T %00T %00T %00T uoISSIWWOD %00T skep ssauisnq I
0 o 0 o 0 s 0 ulyum urejdwod DSd Aue Buipefial Jawoisnd 0} puodsay
82IAI8S 21|1gnd
Slejly Jawoisn)d
8T/TE/E
8T0¢ LT10¢ LT0¢C LT10¢ 92.1N0S [e0D [enuuY
papu3 90JINIBS
10 0O o) 20 Juswiainsesy 8102




Dominion Energy Utah

Docket No. 18-057-09

DEU Exhibit 34
Page5 of 6

ASAINS uonoejsnes Jawoisnd - SSO
(ea1be ABuons =, ‘|e 1e aaibe 10U op =T :9[LIS /2 01 T)

1st|Qtr. 2018 Integration Progress Report

(suonoe Aued paiyy Jueoyiubis
pue Sjuana ainalew 8210} ‘sis1sesIp [einyeu Ag pasned

%00T %00T %00T %00T %00T sansnels [ewsslu| sinoy ¢ suondnusiul 921A19s 10} 1de9xa) Aep SSauISNg T UILIMm 0T
aln|re) waisAs Aq pasned adiAIes pardniialul 8101Say
%.'66 %0°00T %0°00T %686 %0°00T sonsnes [eulaul %G6 syusuwnuiodde Jswolsno Buidaay | 6
%0°00T | %000T | %000T | %000T | %000T | sonsmeis euws %56 skep ssauisnq| o
" 0 € UIYUM 92IAI8S Seb ,S1aWolsnd a1eAlloral 10 31eANdY
oA o . o o SoNSIEIS [euIaIU o uoneAoeR Joj JSL0ISNI
50°00T %60"00T 50°00T %60"00T 50"00T nsneis | _ /656 Aq pa1sanbai ep SsaUISNG T UILJIM [28S et anowey|
%286 %8°L6 %E'86 %86 | %e86 SoNSIEIS [eUIRI| %56 €3 jonoy T} g
UIyIIM 81ISuo siI anneluasaidal Auedwod - s|ed Aouabiaw3
. . . . . . aouewlopuad
£9 £9 £9 99 L9 SSO €9 [[eJBAO S,URIDIUYIa] BIIAISS BY1 YIIM NOA ale paljsires MoH S
. . . . . ) anssi
59 59 59 59 V9 SSO ¢9 Aw anjosal aw djay 01 a|qe Sem ueIdIUYIa] 3IIAISS 3y L v
L9 89 99 99 L9 SSO 29 Ap1oinb aw djay 01 s|ge sem ueioluyda) ddIAIBS ayl| €
L9 8'9 L9 L9 89 SSO 7'9 a|qeabpamouy sem ueIdIUYId) dJINIBS BYL| ¢
8'9 69 8'9 89 89 SSO ¥'9 SN03LIN0D SeM UBIDIUYD3) ddINBS 8yl | T
S|[eD 991AI8S
8T/TE/E
8T0¢ LT0C LT0C LT0OC 921N0S [e0D [enuuy
papu3 90INIBS
10 0O €0 20 luswainses 8T0C

‘O CT




Dominion Energy Utah

‘O CT

BEFHO .
~ g0
0y 2 o©
Q" c o
o1o_ % _._vm %v (suonoe Aued paiy) pue
ol e ) %00T %00T %00T %00T %00T slaisesIp [einreu Ag pasned sabeino apnjoul suondadxa)
2 % _% ainjre} waisAs Ag pasned aaiAlas paldnuiaiul aloisayd| 0T
m - %0°00T %0'00T [ %0°00T %0°'00T %0°00T sjuswiulodde Jawolsno buldaay| 6
83 9%000T | 9%0°00T | 90°00T 9%0°00T %0°00T shep ssauisng
AR 0 0 0 0 0 € UIYIM 921AI9S Seb S,JaW0)sNd ajeAndeal 1o ayeAndy| 8
g %0'00T | %866 | %0°00T %0.°66 %0°00T UORBALI® 0] I9oIsna
= 0 0 0 0 0 Aq paisanbai JI SINOY $Z UIyIM [eas 1o1aw anoway| £
s %9°.6 %ZC'L6 %9°.6 %¢C'€6 %166 I1ev 30 1nod 1
o UIYIIM 31ISUO SI aAnejuasaldal Auedwod - s|jea Aouabiaw3| 9
nu 0L 0L L9 o'/ v'9 aouewlopad
& [[eJOAO S,URIDIUYDI3] B2IAISS BU) YIIM NOA are palsies MoH| §
% 0L 9'9 99 8'9 09 aNss| AW aA|0Sal 01 9|ge Sem UeIoluydal adines ayl| v
— 0/ 0/ 8'9 0/ 59 Apoinb aw djay 03 8|qe Ssem ueldluydad} dIAIBS dYL| €
0L 0. 69 g9 99 3|qeabpa|Mmouy Sem ueIdiuUydal ddIAIBS aylL| ¢
89 0/ 69 0/ /9 SN031IN0J Sem UeIdIUYda) ddines ayl| T
IR ERINES
[ e uolbas Aq syurejdwod DSd Jo JaquinN| T
99IAJBS Jawolsn)d
uolbay uoibay uoibay uolbay uiaiseq| uolbay uJaylION
BuiwoApn| ulayinos [enuad ERINVELS
. . . . . SOnSIeIS [eusau . sAep ssauisng GT UIYIM JaWO0ISNd
%58 NEeL %8 %06 %6 nsiels | _ %56 Anou pue swajqold Ja1aw arebnsanul 01 sawi asuodsay s
o e o e . SONSIeIS [eussIu . Aep ssauisng / uiylm 0] papuodsal
7686 %€ 86 %8'L6 %866 %866 nShes | _ %56 uonebnsanul buuinbal saunbui Buljjig jo abejuadiad v
skep skep shep skep shep 1oday [euiaiu| sAeq ssauisng g JawWolsNId 0] JUBWIAlLIS Paldallod puas| €
€e¢ [ASR> vee SL'T 1¢7¢ '
%8€°C %250 %09°0 %€EL0 %€ES'0 sonsnels bul|ig [enuuy 9%g suawisnlpe jouadlad| ¢
%/.°'G6 %V 76 %8'€6 %0°L6 %V’ L6 sonsnels buljig %66 Ajuow serew yoes peay| T
Buiig
8T/TE/E
8T0¢C LT10¢ LT0¢C LT10¢ 931Nn0S [e0D [enuuy
papu3l ERIVVELS
10 0O €0 20 1uswaInses|\ 810¢




	customer satisfaction standards ltr.pdf (p.1)
	PSC Quarterly Report Q1 18 combined.pdf (p.2-6)

