Proposed Customer Guarantees
Effective April 1, 2005

Customer Guarantee 1: Restoring SupplylThe Company will restore supply after ar

After an Outage outage within 24 hours of notification witl
certain exceptions as described in Rule 25.
Customer Guarantee 2: The Company will keep mutually agreed
Appointments upon appointments which will be
scheduled within a two-hour time window.
Customer Guarantee 3: The Company will switch on power within
Switching on Power 24 hours of the customer or applicant’s

request, provided no construction is
required, all government inspections are
met and communicated to the Company
and required payments are made.
Disconnection for nonpayment, subterfuge
or theft/diversion of service are excluded

-

Customer Guarantee 4: Estimates The Company will provide an estimate fg
For New Supply new supply to the applicant or customer
within 15 working days after the initial
meeting and all necessary information is
provided to the Company.

Customer Guarantee 5: Respond The Company will respond to most billing
To Billing Inquiries inquiries at the time of the initial contact.
For those that require further investigatiolrjl,
the Company will investigate and respon
to the Customer within 10 working days.

Customer Guarantee 6: The Company will investigate and respond
Resolving Meter Problems to reported problems with a meter or
conduct a meter test and report results to
the customer within 10 working days.

Customer Guarantee 7: The Company will provide the customer
Notification of Planned Interruptions with at least two days notice prior to
turning off power for planned interruptions.
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Note: See Rule 25 for a complete description of terms and conditions for the Customer
Guarantee Program.



Proposed Perfor mance Standards
Effective April 1, 2005

Network Performance Standard 1.:
Improve System Average Interruption
Duration Index (SAIDI)

The Company will improve SAIDI by 6%
by March 31, 2008.

Network Performance Standard 2:
Improve System Average Interruption
Frequency Index (SAIFI)

The Company will improve SAIFI by 6%
by March 31, 2008.

Network Performance Standard 3:
Improve Under Performing Circuits

The Company will reduce by 20% the
circuit performance indicator (CPI) for a
maximum of five under performing circuit
on an annual basis within two years after
selection.

Network Performance Standard 4:
Supply Restoration

The Company will restore power outages
due to loss of supply or damage to the
distribution system on average to 80% of
customers within three hours.

Customer Service Performance Standarg
Telephone Service Level

1 Bhe Company will answer 80% of

telephone calls within 30 seconds. The
Company will monitor customer
satisfaction with the Company’s Customé
Service Associates and quality of respon
received by customers through the
Company'’s eQuality monitoring system.

2l

Customer Service Performance Standarg
Commission Complaint
Response/Resolution

1 Bhe Company will respond to at least 95

of non disconnect Commission complain
within three working days and will respor

to at least 95% of disconnect Commission

complaints within four working hours. Th
Company will resolve at least 95% of
Commission complaints within 30 days.
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