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DATE: July 21, 2017

AT (OFFICE): NHPUC
FROM: Amanda O. Noonan O}g‘\/

SUBJECT: DG 11-040 Liberty Utilities service metrics

TO:  Martin Honigberg
Kathryn Bailey
Debra Howland
F. Anne Ross

CC: Paul Dexter
Steve Frink

On May 5, 2017, Liberty Utilities (Granite State Electric) Corp and Liberty Utilities
(EnergyNorth Natural Gas) Corp. d/b/a Liberty Utilities submitted a letter in DG 11-040
advising the Commission that it would no longer be providing the Commission with
monthly customer service metric performance reports, monthly call answering reports
and the annual customer satisfaction survey results for EnergyNorth.

In its letter, Liberty states that it has voluntarily been providing the monthly reports
beyond the deadline in the settlement agreement in DG 11-040. Additionally, Liberty
stated that as it has met the baseline of 80% on its annual customer satisfaction survey for
EnergyNorth, it was no longer required by the settlement agreement in DG 11-040 to
continue to provide the Commission with the results of the customer satisfaction survey
results for EnergyNorth.

Liberty is mistaken in its assertion that it is no longer required to report to the
Commission its performance on the customer service metrics and call answer levels
identified in the settlement agreement in DG 11-040. Further, the obligation to provide
the Commission with the results of its annual customer satisfaction survey did not go
away when EnergyNorth achieved a performance level of 80% on its 2016 customer
satisfaction survey.

The settlement agreement in DG 11-040 states that National Grid’s potential financial
responsibility for Liberty’s failure to achieve one or more of the metrics enumerated in
the settlement agreement ends on Day N plus 365, where Day N is the date upon which
all transition services have transferred from National Grid to Liberty. The settlement



agreement does not state that Liberty is no longer required to report on or to achieve the
performance metrics.

Reporting of monthly call answering performance and performance on the annual
customer satisfaction survey were established for National Grid in DG 06-107. See
Order No. 24,777. These obligations carried forward to Liberty and remain in effect until
such time as the Commission modifies its orders in DG 06-107 and DG 11-040 approving
the settlement agreements. The monthly reporting of performance for the customer
service metrics agreed to in DG 11-040 also have no end date and remain in effect until
such time as the Commission modifies its order in DG 11-040 approving the settlement
agreement.

Staff recommends the Commission direct Liberty to continue to report EnergyNorth’s
performance relative to the call answering and the customer service metrics established in
DG 11-040 and to continue to provide the Commission with the results of the annual
customer satisfaction survey for EnergyNorth.
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a) Pursuant to N.H. Admin Rule Puc 203.02 (a), with the exception of Discovery, file 7 copies, as well as an

electronic copy, of all documents including cover letter with: DEBRA A HOWLAND

EXECUTIVE DIRECTOR
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b) Serve an electronic copy with each person identified on the Commission's service list and with the Office of

Consumer Advocate.

¢) Serve a written copy on each person on the service list not able to receive electronic mail.
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