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ENTERED 

BEFORE THE PUBLIC UTILITY COMMISSION 

OF OREGON 

UM81 4 

In the Matter of 

Application of ENRON CORPORATION for an 
Order Authorizing the Exercise of Influence over 
Portland General Electric Company. 

ORDER 

DISPOSITION: MOTION TO AMEND ORDER NO. 97-196 
GRANTED 

MAY 1 2 2011 

On March 23, 2 011, Staff of the Public Utility Commission of Oregon 
filed a motion to amend Order No. 97-196, issued in this docket on June 4, 1997. 
Specifically, Staff requests that the Commission approve revisions to the service quality 
measures approved in that order including: (1 ) revision of the safety performance 
measures to align with the Commission's safety rules (OAR Chapter 860, Division 024) 
and pole attachment rules (OAR Chapter 860, Division 028); and (2) elimination of the 
Major Safety Violation measure S 1 because the safety rules render it unnecessary. Staff 
states that the revisions are necessary because Divisions 024 and 028 had not been 
adopted at the time that Order No. 97-196 was issued. The deadline for responding to 
Staffs motion has passed, and no responses were filed. 

We agree with Staff that it is appropriate to amend the service quality 
measures adopted in Order No. 97-196 to reflect the new safety and pole attachment 
rules adopted in OAR Chapter 860, Divisions 024 and 028. We therefore grant Staffs 
motion to amend Order No. 97-196 and adopt the service quality measures set forth in 
Appendix A to this order. 
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ORDER 

IT IS ORDERED that llie service quality measures adopted in Order 
No. 97-196 are amended, effective immediately, as set forth in Appendix A to lliis order. 

Made, entered, and effective � __ M
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// ; John Savag J Commissioner 

�k. tbkt¥t1tV:··' 
Susan K. Ackerman 

Commissioner 

A party may request rehearing or reconsideration of lliis order under ORS 756 .56 1. A 
request for rehearing or reconsideration must be filed willi llie Commission within 60 days 
of the date of service of this order. The request must comply willi the requirements in 
OAR 860-001-0720. A copy ofllie request must also be served on each party to the 
proceedings as provided in OAR 860-001-0180(2 ). A party may appeal this order by filing 
a petition for review with the Court of Appeals in compliance with ORS 183 . .480 through 
183.484. 
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PGE MASTER AGREEMENT THROUGH 2016 
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Change 1, Dec. 15, 1998 Public Meeting - X1 interval 
Change 2, Dec. 14, 1999 Public Meeting - X2 Substation Equipment 
Change 3, Dec, 14,2005 UF 4218/uM 1206 per OPUC Order No. 05-1250 
Change 4, Dec, _,2010 
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SERVICE QUALITY MEASURE STIPULA TJON 

A. DEFINITIONS: 

1 .  "Annual report" means the annual report submitted by the Company prior to May 1 of 

each year that covers the service quality performance of the Company in the previous 

calendar year. 

2. "Company" means Portland General Electric Company. 

3. "Commission" or "PUC" means the Public Utility Commission of Oregon. 

4. "Locafton" for the Vegetation Management Program is defined as a span of 

conductor(s) between any two poles, including one of the immediately adjacent spans 

when interference is contiguous, but in no case shall it exceed two spans. 

5. "Major Event" has the meaning provided in OAR 860-023-0080(9). 

6. "Performance Measures" mean the eight measures for evaluaftng service quality of the 

Company on an annual basis set forth as follows: 

1. C1 .... At Fault Customer Complaint Frequency 

2. R 1 ... . Average Customer Interruption Duration 

3. R2 .... Average Customer Interruption Frequency 

4. R3 .... Average Momentary Interruption Frequency 

5. R4 Annual Service Restoration Index 

6. X1 .. .. Vegetation Management Program 

7. X2 . . . .  Pole and Overhead Facilities Inspection, Testing and Maintenance 

Program 

8. X3 .. . Other Programs (e.g., Marina Inspection and Maintenance) 

7. ''Threshold Recommendation" means the report submitted to the Commission annually 

by the Company or Staff that contains recommended preferred threshold levels for the 

Performance Measures for the next year. 
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8. "Service quality" or "SQ" means those aspects of energy delivery and customer service 

including, but not limited to, safety, reliability, operations, tariff compliance and customer 

relations. 

9. "Staff' means PUC staff. 

10. ''Violation'' means noncompliance with any rule contained in OAR 860, Division 024. 

B. GENERAL: 

1. The purpose of the Performance Measures is to provide a mechanism to ensure 

service quality is maintained at current or improved levels. 

2. The Commission may impose revenue requirement reductions associated with 

Performance Measures C1, R1, R2, R3, R4, and S1 based upon the level of 

noncompliance by the Company. However, the Company should not incur revenue 

requirement reductions with proper system operation and maintenance. 

3. For Performance Measures C1, R1, R2, R3, and R4, Company performance below 

Threshold Level 1 is the maximum measure value that is considered acceptable and not 

subject to revenue requirement reductions. 

4. For Performance Measures C1, R 1, R2, R3, and R4, for performance above Threshold 

Level 1 and below Threshold Level 2, the PUC may impose a revenue requirement 

reduction amount of up to $100,000 per year. 

5. For Performance Measures C1, R1, R2, R3, and R4, for performance at or above 

Threshold Level 2, the PUC may impose a revenue requirement reduction of up to 

$1,000,000 per year. 

6. The Performance Measures shall be based on Oregon customers only. See specific 

Performance Measure description for calculations and criteria associated with each 

Performance Measure. 
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7. PGE and Staff intend for this Agreement, after its adoption by the Commission, to 

supersede all prior Agreements related to PGE's Service Quality Measures arising out of 

Commission Docket UM 97-196. 

C. COMPLIANCE: 

These Performance Measures and associated agreements do not relieve the Company of 

its legal responsibilities to comply with PUC statutes, rules, or orders. Revenue 

requirement reduction actions associated with any Performance Measure discussed in this 

Stipulation do not preclude the Commission from pursuing any penalty, sanction or other 

remedy against the Company as allowed by law for the Company's failure to comply with 

PUC statutes, rules or orders. 

D. RECORDS AND REPORTS: 

1. For measures C1, R1 , R2, R3, and R4, the Company and Staff shall meet prior to 

November 1 5  of each year to determine reasonable levels for setting Threshold Levell 

and Threshold Level 2 for the next year. If an agreement is reached, a joint Threshold 

Recommendation shall go to the Commission recommending appropriate threshold levels. 

If the Company and Staff do not reach agreement, the Company and Staff may submit 

separate Recommendation Reports to the Commission for their determination of 

appropriate levels. The Threshold Recommendation(s) shall be submitted to the 

Commission prior to December 1 .  

2.  The Company shall submit an Annual Report which documents each Performance 

Measure value and the revenue requirement reduction, if any, for the previous calendar 

year. The Annual Report shall be completed on forms and computerized spreadsheets 

prepared by the Company and approved by Staff. This report, along with supporting data 

and calculations on computer disks, shall be submitted to Staff annually prior to May 1 of 

each year for the preceding calendar year. The Annual Report shall explain historical and 

anticipated trends and events that have affected or will affect performance in the future. 
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ORDER NO. 

3, The Annual Report shall address any Company procedural changes that affected the 

results of the Performance Measures or revenue requirement reductions during the 

preceding year, 

4, The Company must audit the data and calculations used in determining the R1, R2,R3, 

and R4 Performance Measures to assure accuracy and compliance with OAR 860-023-

0080 through 0160, 

E, REVENUE REQUIREMENT REDUCTIONS: 

1,  Unless otherwise specified herein, the Company may incur a revenue requirement 

reduction for substandard performance associated with each Performance Measure, The 

revenue requirement reduction shall be determined using the criteria specified for each 

Performance Measure, The Company shall pay such revenue requirement reduction 

through rate reductions or other methods as deemed appropriate by the Commission, 

2, Where there are extenuating circumstances that are clearly beyond the Company's 

control, the revenue requirement reductions may be capped or adjusted at the 

Commission's discretion, provided the Company is not found to be in violation of relevant 

PUC statutes or acceptable utility practice, 

F, SPECIAL PROVISIONS: 

1, The Commission may direct Staff, the Company or a qualified consultant to conduct 

special investigations including inspections, testing, audits, and other checks that the 

Commission deems necessary to assure that the Performance Measures and supporting 

data accurately reflect customer experiences and trends, The cost for such investigations 

and audits will be borne by the Company, In the event that such investigations reveal 

noncompliance with the provisions of this document, the Company shall make payment for 

the revenue requirement reduction variances found by the investigations plus interest at 

the company's authorized rate of retum, 

2, The Commission, after an opportunity for Company, Staff and public comment, may 

modify any service quality Performance Measure included in this Stipulation, Possible 

Exhibit A 
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modifications include, but are not limited to, threshold levels, revenue requirement 

reductions, calculation methods, or reporting requirements. 

G. TERM: This agreement expires at 5 p.m. on December 31, 201 6. 

H. SPECIFIC PERFORMANCE MEASURE AGREEMENTS 

(i) Performance Measure C1 -- Customer "At Fault" Complaint Frequency 

1. Description: The C1 Performance Measure represents the annual total number of "at 

fault" complaints per 1 ,000 customers received by the PUC related to Company tariffs, 

policies, standards, and practices involving customer service issues. 

2. Definition: An "at fault" complaint is a complaint designated a "COMPLAINT, 

COMPANY AT FAULT" consistent with current PUC Consumer Service Division practices. 

"At faulf' complaints are identified as follows: 

"e" 

Customer Service Violation Description 

A "R" violation involves a violation of an Oregon statute or a Commission 

rule. 

A "T" violation involves a violation of the Company's approved tariffs and 

operating rules as filed with and approved by the PUC. 

A "C" violation involves inappropriate and unacceptable customer 

treatment including, but not limited to, the following: 

• Missed service/repair commitments without prior customer notification; 

• Unreasonable service or repair delays; 

• Unreasonable facility installation delays; 

• Incorrect, incomplete or misinformation provided to consumers, which is 

not rectified in a timely manner, resulting in customer inconvenience, or 

material loss; 
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• Unreasonable inaccessibility of the Company to customers; and 

• Unreasonable delay in response to consumer inquiry. 

If the Company and Staff disagree about an "at faulf' designation for a complaint, Staff will 

submit the matter to its supervisors for review. If the Company still disagrees after Staff 

supervisory review, the Company may bring the matter to the Commission at a public 

meeting. 

3. Data Source: PUC Consumer Services Division records and reports. 

4. Performance Measure Calculation: The C1 Performance Measure is equal to the 

total number of Company "at fault" complaints handled by the PUC during the year, divided 

by the total average number of the Company's customers, divided by 1 ,000; i.e., XlYf1000. 

The number of customers shall be based on a year-end total of the Company's Oregon 

customers. 

5. Threshold Levels for Performance Measure C1: The Commission will set the 

threshold levels annually based on recommendations presented by Staff and the Company 

at a public meeting. 

6. Revenue Requirement Reductions: Revenue requirement reductions shall be 

assessed for any year that the Performance Measure is at or above the set number of "at 

fault" complaints per 1,000 customers. The revenue requirement reductions shall be 

determined by the Commission as shown below. 

a. Threshold Level 1 -$100,000.00 

h. Threshold Level 2 -$1,000,000.00 

7. PUC Staff Responsibilities: Staff shall make the annual measure value mentioned in 

the data source (item 3 above) available to the Company �y May 1 of the following year. 

(ii) Performance Measure R1 -- Average Customer Interruption Duration 

1. Description: The R 1 Performance Measure represents the weighted average of the 

last three years' system average interruption duration indices (SAlOl), exclusive of Major 
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Events. The SAlOl is the sustained interruption time, in hours, that an average customer 

experiences during the year. 

2. Data Source: Company's Annual Report (including reliability records, data, and 

certified reports). 

3. Performance Measure Calculation; The R1 measure is a three-year weighted 

average of the SAlOl reliability indices experienced by the Company's customers. The 

weighted average is calculated by adding together the target calendar year at a 50 percent 

weighting factor, the preceding year at a 30 percent factor and the second preceding year 

at a 20 percent factor. This measure is subject to the requirements of OAR 860-023-0080 

through 0160. 

4. Threshold Levels for Performance Measure R1; The Commission will set the 

threshold levels annually based on recommendations presented by Staff and the Company 

at a public meeting. Threshold Levels 1 and 2 are specific number of hours for 

Performance Measure R 1. 

5. Revenue Requirement Reductions: Revenue Requirement Reductions shall be 

assessed for any year that the measure is at or above the Commission-assigned threshold 

levels. The Revenue Requirement Reductions shall be determined by the Commission as 

shown below. 

a. Threshold Level 1 -$100,000.00 per year 

b. Threshold Level 2 - $1 ,000,000.00 per year 

6. Company Responsibilities; The Company shall furnish the actual R1 Performance 

Measure value mentioned in data source (item 2 above) by May 1 of the following year. 

(iii) Performance Measure R2 -- Average Customer Interruption Frequency 

1. Description: The R2 Performance Measure represents the weighted average of the 

last three years' system average interruption frequency indices (SAIFI), exclusive of Major 
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Events. The SAIFI index is the number of sustained interruptions that an average 

customer experiences during the year. 

2. Data Source: Company's Annual Report (including Company records, data, and 

certified reports). 

3. Performance Measure Calculation: The R2 Performance Measure is a three-year 

weighted average of the SAIFI reliability indices experienced by the Company's customers. 

The weighted average is calculated by adding together the target calendar year at a 50 

percent weighting factor, the preceding year at a 30 percent factor and the second 

preceding year at a 20 percent factor. This Perfomnance Measure is subject to the 

requirements of OAR 860-023-0080 through 0160. 

4. Threshold Levels for Performance Measure R2: The Commission will set the 

threshold levels annually based on recommendations presented by Staff and the Company 

at a public meeting. Threshold Levels 1 and 2 are specific number of sustained 

interruptions for Performance Measure R2. 

5. Revenue Requirement Reductions: Revenue requirement reductions shall be 

assessed for any year that the Performance Measure is at or above the threshold levels. 

The revenue requirement reductions shall be determined by the Commission as shown 

below. 

a. Threshold Level 1 -$100,000.00 per year 

b. Threshold Level 2 -$1,000,000.00 per year 

6. Company Responsibilities: The Company shall furnish the annual R2 Performance 

Measure mentioned in data source (item 2 above) by May 1 of the following year. 

(Iv) Performance Measure R3 -- Average Customer Momentary Interruption 

Frequency 

1. Description: The R3 Performance Measure represents the weighted average of the 

last three years' momentary event interruption frequency indices (MAl FI E), exclusive of 
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Major Eyents. The MAl FIE index is the number of momentary interruption events that an 

average customer experiences during the year. 

2. Data Source: Company's Annual Report (including Company records, data, and 

certified reports). 

3. Performance Measure Calculation: The R3 Performance Measure is a three-year 

weighted average of the MAIFIE reliability indices experienced by the Company's 

customers. This average is calculated by adding together the target year at a 50 percent 

weighting factor, the preceding year at a 30 percent factor, and the second preceding year 

at a 20 percent factor. This Performance Measure is subject to the requirements of 

OAR 860-023-0080 through 0160. 

4. Threshold Levels for Performance Measure R3: The Commission will set the 

threshold levels annually based on recommendations presented by Staff and the Company 

at a public meeting. Threshold Levels 1 and 2 are a specific number of momentary 

interruption events for Performance Measure R3. 

5. Revenue Requirement Reductions: Revenue requirement reductions shall be 

assessed for any year that the measure is at or above the threshold levels. The revenue 

requirement reductions shall be determined by the Commission as shown below: 

a. Threshold Level 1 -$100,000.00 per year 

b. Threshold Level 2 -$1 ,000,000.00 per year 

6. Company Responsibilities: The Company shall fumish an annual R3 Performance 

Measure value, as detailed in 2 and 3 above, by May 1 of the following year. 

(v) Performance Measure R4-Annual Service Restoration Index 

1. Description: The R4 Performance Measure represents the average time (hours) 

required to restore service to an average customer per sustained interruption, exclusive of 

Page 10 

Exhibit A Page 10 of 14 . A APPEI\\DIX ,'I'} J 
PAGE/.LL OF _':1.." 



ORDER NO. � � 

. Major Events. This is known as the Customer Average Interruption Duration Index 

(CAIDI). 

2. Data Source: Company's Annual Report (including reliability records, data, and 

certified reports). 

3. Performance Measure Calculation: The R4 Performance Measure is calculated each 

calendar year. R4 equals the annual SAlOl index divided by the annual SAIFI index. 

Major Events may be excluded by the Company. This measure is subject to the 

requirements of OAR 860-023-0080 through 0160. 

4. Threshold Levels Performance Measure R4: The Commission will set the threshold 

levels annually based on recommendations presented by Staff and the Company at a 

public meeting. Threshold Levels 1 and 2 are specific durations in hours for all customer 

sustained interruptions, on average, on an annual basis for Performance Measure R4. 

5. Revenue Requirement Reductions: Revenue requirement reductions ·shall be 

assessed for any year that the Performance Measure is at or above the threshold levels. 

The revenue requirement reductions shall be determined by the Commission as shown 

below. 

a. Threshold Level 1 -$100,000.00 per year 

b. Threshold Level 2 - $1,000,000.00 per year 

5. Company Responsibilities: The Company shall furnish an annual R4 Performance 

Measure value mentioned in data source (item 2 above) by May 1 of the following year. 

(vi) Reporting of X1, X2, and X3 Programs 

The Company and Staff will hold a yearly Maintenance Program Review Meeting by 

May 1. The Company will present to Staff, and include in the Annual Report, applicable 

information on each program's accomplishments for the year and plans for the next year. 

The Company shall provide quarterly updates on the X1 Performance Measure to Staff. 
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ORDER NO. 

(vii) Performance Measure X1 - Vegetation Management Program 

1. Description: The Vegetation Management Program is a Basic Maintenance Program 

that is set apart from the other inspection and maintenance programs due to the crucial 

effect trees can have on system safety and reliability. Trees and other vegetation are 

trimmed or removed to provide line clearance and prevent system damage. The 

Vegetation Management personnel count is a valuable early waming indicator to alert Staff 

of the Company's ability to adequately maintain its system. 

2. Understanding: 

The Company acknowledges that "tickling," "brushing" contacts, brown leaves, desiccation, 

or any other descriptions, or results of, direct or arcing contact with primary conductors is 

Interpreted by Staff as interference. 

3. PGE Quality Control: 

The Company shall inspect not less than 10% of recently completed tree trimming on a 

continuous basis to ensure compliance with the Program Plan and achievement of 

adequate clearance. 

4. Program Expenditures: 

The Annual Report will contain information showing the Company's actual annual 

expenditures compared with its previously planned expenditures. Information will include 

total budget with actual versus budgeted for each of the following elements: Maintenance 

Cycle Trimming, Customer Assistance Trimming, Line Construction Trimming, and PGE 

supervision and Administration. 

6. Vegetation Management Personnel Information: 

The Company's Annual Report shall include the number of full time employees assigned to 

the following positions for each of the last three years: 

a) Company foresters; 

b) Company tree trimmers and arborists; and 
.. c) Contractor tree trimmers and arborists. 
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(viii) Performance Measure X2 • Pole and Overhead Facilities Inspection, Testing 

and Maintenance Program 

1. Description: This Performance Measure includes the inspection, testing and 

maintenance of all Company-owned distribution and transmission poles and overhead 

distribution facilities. All Company-owned poles must be tested for residual fiber strength. 

Equipment attached to any pole must be inspected, repaired, or replaced to ensure the 

electrical system remains in good working order and meets the National Electric Safety 

Code (NESC). 

2. Required Interval: 

1 O-year cycle, 10% annually with no individual year falling below 8.5%. 

3. Corrections of Violations Discovered During Inspections: 

Corrections, repairs or replacement must be completed within two (2) years of violation 

discovery. Violations deemed to be an immediate hazard must be corrected within 30 days 

of discovery. 

4. PGE Quality Control: 

PGE is to conduct monthly inspection by appropriate random sample to ensure accuracy 

of  the inspection. Minimum 5% of repair or replacement work is inspected as needed to 

ensure NESC compliance. 

5. Program Expenditures: 

PGE must submit an annual actual versus budgeted expenditures report for the following: 

- Pole and Overhead Facilities Inspection, Testing and Pole Treatment 

- Repair and Replacement of Facilities 
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Ox) Performance Measure X3 - Other Programs 

A. Marina Inspection Program 

1. Description: The Company must inspect every marina in its service area. Marinas are 

inspected during the winter at high-water conditions and in the summer at low-water 

conditions. 

2. Program Interval: 

Twice yearly; once during high-water and once during low-water. 

3. Quality Control: 

A random sample is re-inspected by PGE's supervisor or designee to ensure the accuracy 

of the inspection and NESC code compliance. 
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