1900 S.W. Fourth Avenue
Portland, Oregon 97201

#PACIFICORP VN

Pacific Power Utah Power

tw o 5 zo . VIA OVERNIGHT MAIL
May 31, 2002

Utah Public Service Commission
Heber M. Wells Building, 4™ Floor
160 East 300 South

Salt Lake City UT 84114

Attention: Julie P. Orchard, Commission Secretary
RE: Docket No. 98-2035-04 ScottishPower/PacifiCorp Merger Commitments

Please find enclosed PacifiCorp's annual report for the period April 2001 through March 2002
detailing the Company's performance in meeting the Customer Guarantees and Performance
Standards which were agreed to as a result of the merger between ScottishPower and PacifiCorp.
Quarterly information for the last quarter of the fiscal year is provided as well. Also enclosed is a
report card on our progress with the program, which is being sent to our customers in June’s bill as
an insert.

The Outage Detail Report will be delayed until mid June 2002 to allow for an update of customer
counts by circuit.

If you have any questions or require further information, please call me at (503) 813-7408.

Sincerely,

s Aty

Carole Rockney, Director,
Customer and Regulatory Liaison

c: Mark Flandro - Utah Division of Public Utilities
Bob Maloney - Utah Division of Public Utilities
Rea Petersen - Utah Division of Public Utilities
Matthew Wright - Executive Vice President, Power Delivery

Enclosures
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Utah — Annual Report — Fiscal Year 2002

Customer Guarantees
Utah's total failures were down by over 50% compared to FY 2001 primarily due to ongoing training,

improved processes and customer focus. The results of the second year of the Customer Guarantee (CG)
program are a strong indicator that the guarantees have become an integral part of each employee’s day.
As further evidence of the success of the program, EAQA USA, an ISO

registrar, presented the company with its official ISO 9001:2000 quality prv
certificate in a special ceremony on May 11, 2001. EAQA USA has also E‘c‘ 3& ws.
y %

q31103830V

conducted two follow-up audits during FY 2002 in which the company was
successful in maintaining its certification. Earning the ISO certificate has

helped to set a tone of consistency and continual improvement across the T
company.

CG program procedures were updated twice during FY 2002, with all involved employees receiving
training regarding the updated procedures. Additional ‘refresher’ training has been provided throughout
the year for several roles to ensure understanding of the processes where failures have occurred in the
past. Employees are involved in developing and sharing ‘best practices’ and improvement suggestions.
Also, a comprehensive study of the CG7-Planned Interruption processes was completed during FY 2002,
which resulted in the streamlining and simplification of procedures for employees. Training for employees
involved with CG7 will continue through the first quarter of FY 2003.

CG1 - Restoring Supply
Failure counts increased only slightly during FY 2002, although event counts were up significantly over

last year primarily due to severe weather.

CG4 - Estimates
Total events decreased 23% compared to the prior year, and combined with increased employee focus

on the guarantees, failure counts were 55% lower.

CGS5 - Billing Inquiries
The increase in failure counts is attributable to the higher number of bill inquiries received during the year
and the implementation of new systems and procedures.

CG6 — Meter Inquiries

A new effort was introduced in the second half of FY 2001 focused on resolving customers’ energy usage
concerns before it became necessary to dispatch an employee to the customer’s site. The success of
this effort is evident and results in customer concerns being resolved while reducing the total number of
meter inquiries.

CG7- Notification of Planned Interruptions

The increased level of construction in the summer of 2001 led to an increased number of customers
being taken off supply so work could proceed safely. That overall failure counts actually dropped is an
indicator of the extra attention to detail employed during the construction period.

CG8 - Power Quality

Failures were down significantly due to process refinements and focused training that helped employees
better understand this guarantee. Inquiries regarding outages with no power quality or voltage component
had been incorrectly classified as CG8 events in FY 2001. In FY 2002 only power quality/voltage related
inquiries are reported as CG8 events.

The figures for other guarantees were not significant.

Page 1 of 2
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Performance Standards

The Computer Aided Distribution Operations System (CADOPS) has been operating in Southern Utah
since November 2000 and in Northern Utah since February 2001. This implementation, combined with
an increased focus on outage reporting as influenced by ScottishPower, has led to an “uplift” in SAIDI and
SAIFI figures. A preliminary analysis of the baseline upllft was submitted in the 4" quarter. Analysis
continues and will be presented before the end of the 3" quarter of FY 2003 to finalize the baselines.

The five worst circuits identified for fiscal years 2001, 2002 and 2003 are reported along with their
baseline Circuit Performance Indicator (CP1). For each annual set of worst performing circuits, we plan
and implement |mprovements over a 2-year period, then recalculate a new CPI over the following 3-year
period. After the 5" year from the year we identified the circuits, we will compare the new CPI to the
baseline CPI to determine whether we've achieved 20% improvement. We will report the baseline CPI,
the new CPI and the percent improvement at the completion of each 5-year cycle going forward for all
circuits so identified.

In Performance Standard 5, the Company committed to restore power to 80% of customers within 3
hours. During the year, we restored 86% of our customers within the targeted timeframe.

The target for Performance Standard 6 is a service level of 80 percent of calls answered within 20
seconds. The Company met this target with 81 percent of calls answered within 20 seconds.

Performance Standard 7 was implemented to ensure that customers receive a timely response and
resolution of complaints received from State Commissions. For a non-disconnect-related complaint the
Company will respond directly to the customer or the Commission within three business days and for a
disconnect-related complaint the Company will respond within 4 business hours. The Company strives to
meet this target 100% of the time although this is not always possible with complex issues. In the second
year under this standard we responded to more than 99% of Commission complaints within the targeted
response time.

The Company also committed to resolving Commission complaints within 30 calendar days 95% of the
time. We exceeded this target with 97% of complaints being resolved within the 5-day target for this
reporting period.

Page 2 of 2
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customerguarantees
WPACIFICORP
Utah - Guarantee Field Response Performance
Sort the table by District or Guarantee to see individual District performance or overall Guarantee performance
4th Quarter - Fiscal Year 2002
January - March 2002
American Fork CG4a ‘Estimates - Contact within 2 days 72 2 329 2
.Cedar City CG4a  Estimates - Contact within 2 days 110 1 446 1
Jordan Valley CG4a  Estimates - Contact within 2 days 78 1 477 1
Laketown/Woodruff CG4a  Estimates - Contact within 2 days 3 1 36 1
Layton CG4a  Estimates - Contact within 2 days 42 <1 139 1
iMoab " CG4a  Estimates - Contact within 2 days 27 <1 125 3
iOgden CG4a  Estimates - Contact within 2 days 63 1 326 1
{Park City CG4a  Estimates - Contact within 2 days 45 <1 242 1
gPrlce CG4a  Estimates - Contact within 2 days 41 <1 103 <1
'Richfield CG4a 'Estimates - Contact within 2 days 71 1 245 1
:SLC Metro CG4a  Estimates - Contact within 2 days 73 1 351 1
Smlthf eld? CG4a ‘Estimates - Contact within 2 days 25 8 176 2
Tooele CG4a  Estimates - Contact within 2 days 31 <1 108 1
Tremonton CG4a  Estimates - Contact within 2 days 18 <1 112 1
Vernal CG4a ‘Estimates - Contact within 2 days 24 <1 115 <1
;Amencan Fork CG4b i Estimates - 5 days 11 <1 47 <1
: Cedar City CG4b Estimates - 5 days 56 <1 216 <1
Jordan Valley CG4b Estimates - 5 days 30 1 181 A
Laketown/Woodruff =~ CG4b  Estimates - 5 days 0 <1 7 <1
‘Layton CG4b  Estimates - 5 days 18 1 46 1
iMoab CG4b  Estimates - 5 days 7 <1 34 <1
'Ogden CG4b  Estimates - 5 days 13 <1 81 <1
‘Park City CG4b  Estimates - 5 days 5 1 19 1
\Price CG4b  Estimates - 5 days 17 0 29 <1
‘Richfield CG4b :Estimates - 5 days 21 1 78 1
SLC Metro CG4b  Estimates - 5 days 32 <1 102 <1
:Smithfield CG4b  :Estimates - 5 days 8 1 31 1
Tooele CG4b ‘Estimates - 5 days 16 1 42 1
‘Tremonton CG4b  Estimates - 5 days 18 <1 36 <1
Vernal CG4b  Estimates - 5 days 9 <1 26 o<1
‘American Fork CG4c ‘Estimates - 15 days 18 10 222 10
iCedar City CG4c  Estimates - 15 days 47 3 221 3
‘Jordan Valley CG4c  Estimates - 15 days 27 <1 270 7
LaketownNVoodruff CG4c  Estimates - 15 days 5 3 31 3
‘Layton CG4c  .Estimates - 15 days 13 1 78 6
‘Moab CG4c ‘Estimates - 15 days 15 8 73 8
‘Ogden CG4c  Estimates - 15 days 36 4 252 4
iPark City CG4c  Estimates - 15 days 35 4 204 4
{Price CG4c  Estimates - 15 days 19 <1 84 1
‘Richfield CG4c  Estimates - 15 days 20 <1 147 5
'SLC Metro CG4c  Estimates - 15 days 35 6 231 6
‘Smnthf eld ) CG4c ;Estimates - 15 days 21 3 138 3
! CG4c  Estimates - 15 days 4 7 69 7
‘Tremonton CG4c Estimates - 15 days 15 2 89 7
Vernal , CG4c {Estimates - 15 days 17 <1 93 <1
‘American Fork -~ CG5 ‘Responding to Bill Inquiries within 10 days 165 6 595 6
‘Cedar Clty - CG5 ‘Responding to Bill Inquiries within 10 days 139 5 379 5
.Jordan Valley CG5 ;Responding to Bill Inquiries within 10 days 617 2 2306 5
LaketownNVoodruff f CG5 'Responding to Bill Inquiries within 10 days 16 6 56 6
sLayton - CG5 :Responding to Bill Inquiries within 10 days 187 5 579 5
Page 10




customerguarantees

WPACIFICORP

Utah - Guarantee Field Response Performance

Sort the table by District or Guarantee to see individual District performance or overall Guarantee performance

4th Quarter - Fiscal Year 2002
January - March 2002

‘Moab ‘ CG5 ‘Responding to Bill Inquiries within 10 days 37 8 139
:Ogden CG5 ‘Responding to Bill Inquiries within 10 days 497 4 1187
iPark City CG5 ‘Responding to Bill Inquiries within 10 days ; 70 6 324
iPrice ; CG5 ‘Responding to Bill Inquiries within 10 days - 28 5 115
‘Richfield E CG5 'Responding to Bill Inquiries within 10 days 57 6 167
;SLC Metro CG5 'Responding to Bill Inquiries within 10 days 945 5 3659
{Smithfield : CG5  Responding to Bill Inquiries within 10 days - n 4 190
‘Tooele ' CG5 ‘Responding to Bill Inquiries within 10 days 33 3 109
:Tremonton CG5 ‘Responding to Bill Inquiries within 10 days 42 6 123
Vernal ' CG5 ‘Responding to Bill Inquiries within 10 days 41 5 80
‘AmericanFork = CG6  Responding to Meter Problems within 15 days 16 8 47 [
CG6 ‘Responding to Meter Problems within 15 days 6 5 26
CGé ‘Responding to Meter Problems within 15 days 28 7 112
CG6  Responding to Meter Problems within 15 days 9 9 52
CG6 :Responding to Meter Problems within 15 days 1 3 3
CG6 ‘Responding to Meter Problems within 15 days 23 9 66
CG6 :Responding to Meter Problems within 15 days 3 17 15
CG6  'Responding to Meter Problems within 15 days 1 12 10
{Richfield CG6 ‘Responding to Meter Problems within 15 days 2 8 13
'SLC Metro g CG6 ‘Responding to Meter Problems within 15 days 47 7 155
i Smithfield ¢ CG6  ;Responding to Meter Problems within 15 days 1 6 8
‘Tooele CG6 Responding to Meter Problems within 15 days 3 9 12
‘Tremonton B CG6 ‘Responding to Meter Problems within 15 days 1 9 3
Vernal : CG6  Responding to Meter Problems within 15 days 4 10 8

ROOON®POONONN®ADRAND N DGO

' During the previous quarter in Moab, one request with a response periods of 15 days and five requests with responses of
2 - 5 days were the resuit of waiting for customers to call back despite PacifiCorp’s multiple attempts to make contact.

2 Several attempts were made to contact a Smithfield customer within two days, then after 4 months passed, the customer
finally returned our calls.

3 An incorrect request type was created at the initial call that does not require timely customer response. Field personnel
did not discover the request until after the several days had already passed.
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customerguarantees
#PACIFICORP

Utah - Outage Restoration Performance

4th Quarter - Fiscal Year 2002
January - March 2002

American Fork 35,655 121,119 93% O 92%
‘Cedar City o 10,572 71,576 39% | 73%
Jordan Valley 43,123 346,329 90% 8%
Layton e 36,929 132252  91% 8%
‘Moab o 658 7,843 9% . 88%
Ogden 54,935 319,341 |  87% . 88%
‘Park City - 11,274 80,728 56%  74%
‘Price | o 4,496 20,075 | 85%  84%
Richfield L 6,276 24,379 | 76% _16%
'SLC Metro 51,933 303,336 95% - 88%
'Smithfield 9,140 56,831 89%  88%
Tooele 14,977 83,596 %% . 88%
‘Tremonton | 1,587 13,588 100% = 81%
'Vernal , ; 769 13,980 100% - TT%

All Districts 282,324 1,594,973 8%  86%

! During the quarter, Cedar City experienced multipie concurrent pole fires related to storms requiring pole
replacement. Vehicle accidents and high winds blowing conductor and poles down accounted for a number of
additional extended outages.

2 park City's low 4th quarter performance resulted from hit and run damage to switch gear, several concurrent storm
related pole fires in locations across the district and one instance of Olympic support equipment malfunction.

3 |n Richfield, performance was impacted in the 4th quarter by a single 4.5 hour outage affecting over 1100
customers. The outage was caused by a structure fire in the 138 KV line supplying the area.

* Pperformance earlier in the year in Vernal was low due to large coverage areas, difficult terrain and the nature of
the outages requiring pole replacements. No significant outages have been encountered in the last two quarters.

Major events excluded Page 12




customerguarantees

WPACIFICORP

Utah - Non-Guarantee Field Response Performance

FIELD Orders
4th Quarter - Fiscal Year 2002
January - March 2002

3rd Quarter (Restated) ' 4th Quarter
American Fork - 61 5 57 3 - 249 3
Cedar City 82 9 40 5 343 5
Jordanvalley" 202 7 189 13 1082 8
'Laketown/Woodruff ' 5 3 1 2 13 2
‘Layton’ - 299 2 284 2 1196 2
‘Moab ; 13 12 7 <1 60 7
Ogden 222 15 182 3 1108 13
Park City 27 7 8 5 96 5
.Price 21 28 14 <1 69 9
‘Richfield : 22 1 28 21 120 8
‘SLC Metro? 334 14 323 36 1402 16
Smithfield 31 7 15 7 163 7
‘Tooele 38 4 16 <1 172 3
‘Tremonton * 20 8 14 32 88 16
Vernal 17 27 9 <1 48 8
1374 1187 6209

* Average response measured in working days.
" Restated 3rd Quarter event totals due to incorrect district names associated with reported totals.

2 Valley West District was combined into Salt Lake City Metro totals. Also, SLC Metro personnel
closed a large number of FLD orders in March where the work had been completed and not entered in
the system or where repeated attempts to contact the customer for more information went
unanswered for more than 30 days.

® Tremonton closed 4 old FLD orders in March where the work had been completed and not entered
in the system. One job was closed where repeated attempts to contact the customer for more
information went unanswered for more than 30 days.

Page 13




customerguarantees
WPACIFICORP

Utah - Non-Guarantee Field Response Performance
Tree Trimming Orders

4th Quarter - Fiscal Year 2002

January - March 2002

‘American Fork Resolved by Customer Contact 1 6 1 6
‘American Fork ‘Site Inspection Required 21 5 95 4
:Cedar City ‘Resolved by Customer Contact 2 1 2 1
‘Cedar City Site Inspection Required 5 27 23 1"
‘Jordan Valley Resolved by Customer Contact 1 <1 5 <1
‘Jordan Valley Site Inspection Required 78 5 462 5
Layton Resolved by Customer Contact 1 <1 2 1
Layton Site Inspection Required 22 2 90 2
‘Moab* Site Inspection Required 7 24 14 31
‘Ogden Site Inspection Required 51 2 326 2
{Ogden ‘Resolved by Customer Contact 0 - 3 2
'Park City ‘Site Inspection Required 1 7 18 5
‘Park City Resolved by Customer Contact 1 <1 2 <1
Price’ Site Inspection Required 7 22 41 17
Price -Resolved by Customer Contact 0 - 1 8
iRichfield ' _ Site Inspection Required 4 34 - 18 18
‘Richfield 'Resolved by Customer Contact 1 7 3 3
1SLC Metro Site Inspection Required 187 4 1137 4
‘SLC Metro ‘Resolved by Customer Contact 2 2 11 1
Smithfield :Site Inspection Required 5 16 26 11
'Smithfield ‘Resolved by Customer Contact 0 -- 2 8
‘Tooele ' - Site Inspection Required 3 55 33 14
‘Tooele ‘Resolved by Customer Contact 0 - 1 1
:Tremonton Site Inspection Required 1 2 18 3
‘Vernal ‘Site Inspection Required 5 6 21 7
406 2355

* Average = Average working days from customer call to resolution by contact only, or where necessary, average working days from customer call to site
inspection.

! Emergency work is always inspected and completed as soon as possible. For non-emergency requests, customers are contacted within ten days, and where necessary, the
customer is informed the work will be inspected on the next scheduled visit to the district. For these four districts, such visits may be several weeks in the future.

Page 14
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