Dominion Energy Utah

Docket No. 18-057-09

3rd Qtr. Integration Progress Report
DEU Exhibit 38

December 27, 2018

Attached please find Dominion Energy Utah/Wyomings’ Customer Satisfaction Standards
Report (CSSR) for the 3rd quarter ended September 2018.

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 September 30, 2018 and provides the customer satisfaction results
using the goals that were in effect at the beginning of the year.

The 3rd quarter 2018 results are attached as Exhibit 38. The company is deficient in the same
areas addressed in the 1t and 2" quarter reports of 2018. The transponder issues were explained
in the January 6™ technical conference and the transponder replacement program is expected to
be complete in 2020. The other deficiencies are related to the current staffing situation in the
Company’s customer care department. In 2018 the average rate of attrition in the department was
23.2% compared to 12.9% in 2017. Because of the tight labor market it is more challenging to
hire and retain employees. The department is currently understaffed by ten employees but has
offered jobs to 6 candidates and is planning on having the four remaining slots filled by the 2™
quarter of 2019. The Company expects the customer service metrics will improve once the
department is fully staffed and the faulty transponders have all been replaced.

Page 1 of 6



Dominion Energy Utah

SEBO
~ g2 0 E
0y 2N
Q" c o
S8a 7
o @2
Zz 2W
- [alfa)
c
$ O
T
15}
£
o
J
™
ABAINS uonoeysies Iawoisnd - SSO
(2316 ABuoins =/ e 1e saibe j0u Op =T :9[e3s / 01 T)
g'S G'q 'S GG 9'G SSD 0'S aw 9yl 8|doad 1o} uIBdUOI pue aJed Sajelsuowaq .
99 99 g9 99 9'9 SSO g9 awoy Aw 01 seb |einjeu sianlap Ajpjes 9
8'S 8'S L'S 8'S 8'S SSO S'G sBuifeap syl ul uado pue 1sauoy S| q
. . . . . . uondnusip
99 99 99 £9 L9 SSO 59 Inoynm awoy Aw 03 seb [einjeu sianlep Ajualsisuo) v
. . . . . . suaddey 11 alojaq
¢s TS ¢s ¢s ¢s SSO 0's abueyd sajes seb [eunjeu Aym/usym pawliojul sw sdoay €
LS 8'G AL L'S 8'G SSO G'G pred aoud 1o} anjea poobjawoy Aw 0} seb |einjeu sianlag Z
. . . . . : EYNEREY
¢9 ¢9 19 ¢9 €9 SS9 09 NoA sad1AIas pue 1onpoid ayl yum noA are pausies moH T
290 Jo uoissatdwy |[eldaAO
8T/0€/6
810¢ 810¢ 810¢ L10¢ 83.nog [e0O [enuuy
papu3 90IAIBS
‘O ZT. €0 20 10 0O 1UsWaINSes 8102

140d3y A1d314vNO
SAJVANVLS NOILOVASILVS d3dNO01SND




Dominion Energy Utah

Page 3 of 6

Docket No. 18-057-09
DEU Exhibit 38

AaAINS uonoRsnHeS Iawoisnd - SSO

9’[!. Ifgtegration Progress Report

(2316 ABuons =, e 1e saibe jou Op =T :9[e3S / 01 1)
. . . . . [[ed InoA 01 asuodsal ul seo)
09 6s 09 1o 559 8's Jeisan® Ag uaxel suonoe ayl YliM noA are paljsiies MoH T
6'S 8'G 09 09 SSDO 'S asn 0] Asea sem nuaw pajewoine ay| 0T
No]
nmu.o 29 29 T9 29 SSD 09 anss| Aw aAj0Sal 0] 9|ge sem yum axods | uosiad ayl 6
09 09 8'G 29 19 SSO G'G ApjoIinb pasamsue sem |[ea AN g
€9 7'9 €9 €9 €9 SSO 09 a|qeabpamous sem yeis auoyd sy )
g9 S'9 S9 99 99 SSO 09 SN0auNoJ sem yeis auoyd ay L 9
. ' ' ‘ : sansnels [eusou samnuiw 1senbau
rs ¢s 0 1s 6v ShEIs | i G ueyl ss9| Bunajdwos pue Jawoisnd yum Bupjiel awn Jo Junowy S
%E'C %E’'E %.°E %Y'T %60 SonsIeIS [eulalu| %¢g uey) ssa| apeuw si ad10yd nuaw Jaye dn Buey reyl siajed ¥
SoNsiielS eulau SPu0oes UO0I109|9S NUBW Ja)e JawWolIsnd 1o} Jem abelan
16 et 0ST 09 6¢ nsnels | | G Uey) SS9 nog| 1! 1N \4 €
e orce osc orc ot SONSNEIS [euwsau o juabe Aq spuodas
/65766 /05766 /6566 /6566 /o6 SHEIS | _ /66 09 Ulyum palamsue s|ed Aouabiawsa Jo abeijusaiad 4
. ot ona o . SonsSEIS [euso 0 uondo nuaw Saso0yd IawWoIsnI
HEES /ov'8L #8'5L /06°98 /C’ch ISeIs | _ %S8 Jaye Spuo2as 09 UIYlIM palamsue s|jed Jo abejuadlad T
aled Jawoisn)d
8T/0E/6
810¢ 810¢ 810¢ L10¢ 83.inog [e09 [enuuy
papu3 90IAIBS
‘O ZT. €0 20 10 0O 1UsWaINses\ 8102

140d3y A1d314vNO

SAJVANVLS NOILOVASILVS d3dNO01SND




£§358° c
o gx=0
To) o<
>0 XK= g
w_nu — v @ o
W o oD
cz W
S 5 ala)
== AanIng uonoejsies Iawoisn)d - SSO
€00 (e316e A|Buons =/ ‘|re 1e aaibe 10U Op =T :8eds / 0] T)
Al . . . . } aouewlopad
= mm o £9 €9 a9 SSO 09 [[eI2A0 S,UeIdIUYI3) BY) YIM NOA ale palsines MoH 9
c
To T9 7’9 29 G'9 SSO LS asn 0] Asea sem Nuaw parewoine ay | S
o4
&9 €9 89 €9 9'9 SSO 6'S anssl AW aAjosal aw djay 01 ajge Sem ueIdIuyda] ayL ¥
(a'a)
g9 9 ¥'9 99 L9 SSD 6'G Apjoinb aw djay 01 ajge sem ueIdIuUyda] ay L I
G9 29 99 99 9'9 SSO 29 a|qeabpajmouy sem ueloluyoaal ay L Z
L9 G9 L9 19 8'9 SSO 29 SN031IN0J SeM UeIdIuUYyoa) ay L T
Y391 -V-)SV - S|[eD 9dIAI8S
8T/0€/6
papusg 8T0C 8T0¢ 8T0C LT0¢C 93IN0S [e0D [enuuy 99IAI9S
‘O ZT €0 20 10 0O JuswiaInses\ 810¢ .
Hoday sAep ssauisn
9%00T %00T %00T %00T %00T UOISSILUIWOD %00T P SSSUISNY 5 I
29INIBS JGNd uIyum jurejdwod DSd Aue Buipsebal Jawoisnd 0] puodsay
sliejly Jswoisn)d
8T/0E/6
papu3 8T0¢ 8T0¢ 8T0¢ /T0¢ 921n0S [e09 [enuuy 92IAI0S
‘O ZT. €0 20 10 0O JuswaInsesy 810¢ .

140d3y A1d314vNO

SAJVANVLS NOILOVASILVS d3dNO01SND




SO
] O_ oM 1%
o 8= 0
0 y8w
Q@ E o
R BE R
c 1 QuUN
w g 22
c Z L
S & [alfa)
c < S ASAINS uonoejsies Jawolsn) - SSO
e m = (ea1be ABuons =/ ‘e 1e saibe j0u op =T :9[e3S / 01 1)
48 Wv (suonae Aued paiyr
ol . . . . SOUSIEIS [eUIBIU <Ino eayiubis pue sjuans alnalew 2210) ‘siaisesip [einyeu
Yo8E00T %600T %600T %600T %600T nsiels eussiu| uve Aq pasnes suondnialul 801AI8S 10j 1de0xXa) Aep SSUISNG T 0T
m. uIyum ainjre} walsAs Aq pasned adiAIas paldnilalul a101say
A\
950’36 %Y°'96 %6°L6 %0°00T %0°00T sonsnels feulsiu| %S6 sjuswulodde Jawoisno Guidasy 6
™
%0 %0 %0’ %0 %0’ SonsielS feulaju %56 skep ssauisng
%0°00T %0°00T %0°00T %0001 %0°00T nSieIs | _ % € UIYUM 32IAISS Sef ,SI1aw01snd a1eAoeal 10 a1eAldY 8
o e . o o T . uoieAlldR o} Jawoisno
%0°00T %666 %0°00T %0°00T %0°00T nsnels | I %656 Aq pa1sanbai Aep SSaUISNG T UILNM [B9S J315W SAOWSY L
%8°L6 %216 %T'86 %8°L6 %E'86 SoNSNEIS [eUIAI| %56 Ie9 40 Inoy T 9
uIylim ausuo si aaneuasaldal Auedwod - sjied Aouabiawg
. . . . . . aouew.lopad
£9 99 89 £9 £9 SS9 €9 [[eI9A0 S,UeIdIUYI3) BIIAIBS BY) YIIM NOA ale paljsines MoH S
. . . . . . anss|
59 59 59 59 59 SS9 ¢9 Aw anj0sal aw djay 01 ajqe sem ueIdIUYI3) 2IAISS 8y L v
99 59 59 89 99 SSO 29 Appainb aw djay 03 s|qe sem ueIdIUYDS) BIIAISS BY L €
89 L9 8'9 89 L9 SSO ¥'9 d|qealbpajmouy sem UeIdIuYdd} 8IAISS Sy L Z
89 89 L9 69 8'9 SSO ¥'9 SN081IN0J SeM Ueldluyd8) 82IAI8s 8yl T
S|[eD 99IAISS
8T/0€/6
8T0¢C 8T0¢ 8T0¢C LT0¢C 921n0s [e09 [enuuyY
papu3j ERIVVELS
‘O ZT €0 20 10 0O Juswalinsea\ 8T0¢

140d3y A1d314vNO

SAJVANVLS NOILOVASILVS d3dNO01SND




Dominion Energy Utah

BERY
N m. = O S
% o 2 % (suonoe Aued paiyl pue
b % M oy %001 %00T %00T %00T %00T siaisesip [einyeu Aq pasned safeino apnjoul suondaoxs)
— D o ain|re} WaisAs Ag pasned adiAIas paldniiaiul 8101say 0T
o md W %0°00T %0°00T %0°00T %0°00T %6°C6 Sjuawjulodde Jawoisnd buldaay 6
= fan a) o or- or- or- o sAep ssauisnq
m c #0001 %0°001 %0001 %0001 %0001 € UIYUM 32IAISS Sef S,Jaw01snd a1eAoeal 10 a1eAldYy 8
m .m %0°00T %0°00T %0°00T %0°00T %.°'66 HORBALIOB 10} JOWIOISNO
@) Wv 0 0 0 0 0 Aq paisanbal ji SINOY 2 UIYNIM [eas Ja}aW aA0WaY /
€ %0°00T %8°'S6 %6°S6 %L.'E6 %9°'86 I1€9 0 1oy T
= uIylm ausuo si aaneuasaldal Auedwod - s|ied Aouabiawg 9
= ) ) ) ) ) aouewJopad
o 29 59 59 0L 6’9 [[eISA0 S,ueIdIUYIS] BIIAISS Y1 YIIM NOA ale palsies moH S
j= 0L g9 ¥'9 69 9’9 anss! Aw aAj0Sal 0] 8|ge Sem ueldIuydal 32IAI8S 3y L ¥
™ 0/ G9 9 0/ 19 Ap1oinb aw djay 01 ajge sem ueIdIUYI3] 32IAISS By L e
0/ 19 G9 0/ 3’9 a|qeabpajmouy Sem ueidIuUyda} 89IAISS ay L Z
0. 69 ]9 0. 69 SN031IN0J SeM UeldIuyda] 32IAISS ay L T
SICRERINES
0 0 0 0 0 uolbal Ag sjure|dwod DSd Jo JaquInN| T
92IAIBS Iawol1sn)
uoibay uoibay uoibay uoibay uiaiseq| uoibay ulaylioN
BuiwoApm| usayinos [esuad 92IAIBS
8T0¢/0E/6
%€8 %06 %€8 %EL %V8 salsiels [eussiu] %656 SAep SSaUISG ST UILAIM JaLOISNO ]
T Ajnou pue sws|qoid Ja1ow a1ebinsanul 0] swl asuodsay
%86 %066 %096 %€'86 %8°.6 salsiels [eussiu] %56 Aep ssauisnq . uiyum o1 papuodsal 1%
o uonebnsanul Buuinbal sauinbul Buyjig jo abejusdiad
sAep GG'Z sAep sAep sAep
67 . sge . 1oday reulaju| sAeq ssauisng § Jawoisnd 0} JUBWaIe]S PaldalIond puas e
%90 %190 %250 %250 %090 sonsirels bulig [enuuy 9%¢g swawisnlpe Jo Jusdiad 4
%.'S6 %/.°96 %8°L6 %V 776 %8'c6 sonsness bulig %66 Alquow Jerew yoes pesy T
Bulliig
81/0¢/6 8T0¢C 8T0¢ 8T0C LT0¢C 93IN0S [e09 [enuuy
papu3 ERIVVELS
‘O ZT €0 20 10 0O Juswalinsea\ 8T0¢

140d3y A1d314vNO
SAJVANVLS NOILOVASILVS d3dNO01SND




	customer satisfaction standards ltr.pdf (p.1)
	Copy of PSC Quarterly Report Q3 18.pdf (p.2-6)

