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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 4th 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 1st and 2nd quarter reports of 2018.  The transponder issues were explained 

in the January 6th 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 2nd 

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.  
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