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PLEASE NOTE:

COPE versus CEA Composite

The graphs in this report refer to a COPE or CEA composite. Some Key Parformance
Indicators used in the COPE program are derived from ather CEA programs. The COPE
Composite values for the Key Performance Indicators represent the compasite of those
utilities participating in the COPE program. The CEA Composite represents the composite of
thase wtilities participating in the CEA program.

Trending Data versus Present Year's Data

Companies providing data to a given indicator may vary from year to year, typically this is the
result of new members joining the program. Due to this, trend line Compuosite calculations may
be impacted by pariicipation and not represent accurately an industry trend.

To address this, some indicators show two different results for the data. The first result, for
sake of consistency, uses the same calculation baseline from vear to year, and provides a
better understanding of the indicator's historical trend and s representad graphically as a
trend line. The second result shows the Composite Index achisved when all participants (both

old and new) are included in the 2001 program and represented graphically as one point in
year 2007. In some cases, these two results are significantly different.

For morz infarmation:

Peter Gelineau

Canadian Electricity Association
Tel: 514-866-5375

Email: gelinezu@canzlect.ca

Copyright € 2002 by Canadian Electricity Association, All rights reserved.
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INTRODUCTION

This report provides information on the Canadian Utility Compaosite Performance and
Productivity results. The information is based on data received from the participating
utilities for the year ended December 31,2001 (March 34, 2002 for utilities with March year
ends).

In 1895, the Commiltze on Corporate Performance and Productivity Evaluation (COPE)
undertook an extensive strategic review. The database designed in the early 1980s was
driven out of regulatory structure and reporting fo regulatory bodies. The industry focus in
the 1890s had shifted to “business performance.” The result was a new vision, mission,
and a redesigned database. The "unbundled” database allows for participation in any
combination of business units. The new database provides a “balanced scorecard
approach” of key performance rmeasures for each of its business units.

Corporate Overall '
== I | - I meTETT A
| Pawer Supply [ | Transmissian | Distriution | ICuﬂhmt,‘rSur\ri:nI | Corporate Servicss

The objectives of COPE are;

= To establish a common basis for inter-ulility performance measurement.

= To maintain and update comman definitions and terms used in performance
measurement consistent with Canadian and USA utility practices

= To establish a framewark for the integration of performance information eollection and
measurement to minimize costs for CEA and Utilities.

=+ To provide guidance in the collection, use and application of the information for the
benefit of individual utilities’ performance achieverment

This repart provides a summarized version of the Customer Service Business Unit Key
Performance Measures. It contains performance measures from the perspeclives of

customer, employes, and stakeholder, (Note: measures for the perspectives of environment
and regulator are still under development).

Canadian Elaciricity Association i
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CUSTOMER SERVICE
BALANCED SCORECARD

KPI's

Customers

Revenue per Industrial Ensrgy Delivered (5 1 MWh)
Revenue per Commercial Energy Dellverad (S [ MVWhH)
Revenue per Residential Energy Dellvered (S [ MW h)
Annuzal Residential Rate Change (%)

Annuzl General Rate Change (%)

SAIDI (Hours) (*1988 Composite data excludes lca etorm)

SAIF| (1998 Composite data excludes ea storm)

SAIF| Momentary

Telephone Accessibility - Average time to answar (saconds)

Telephone Accessibility - Calls abandonment rate (%)

Telephone Accessibility - Company Standard -Actual Result (% of time company met its
standard)

Appointments met (%) [afternoon or morning appointment})

Customer Satisfaction with Fragquancy of Outages

Custorner Satisfaction with Duration of Quiages

Non-Export Revenue per Non-Export Energy Delivered - (I, C, R & SL) ($/MWh)
Customer Satisfaction with Quality of Service

Call Centre - Average Number of Bllling Calls per Customer Account

Call Centre - Average Mumber of Custorner Accournt Modilication Calls per Customer
Accouni

Call Centre - Average Mumber of Qutage Calls per Customer Account

Call Centre - Average Mumber of Markating Calls per Customer Account

Call Centre - Average Number of Collection Calle par Customer Account

Call Centra - Averages Number of Other type Calls per Customer Account

Call Centre - Average Number of Calls per Customer Account (A1l types of czlls)

Call Centre - Average Talk Time per Billing type o2l

Call Centra - Average Talk Time per Customer Account Madification type call

Call Centre - Average Talk Time per Oulage type call

Call Gentre - Average Talk Time per Marketing type call

Call Centre - Average Talk Time per Collection type call

Call Cantra - Average Talk Time per Other ype call

Call Centre - Average Talk Time per All types of calls

fall Centre - Average Handling Time per Billlng type call (Talk & Wrap-up Time)

Call Centre - Average Handling Time per Custemer Account Modification type call (Talk &
Wrap-up Time)

Call Centre - Average Handling Time per Outage type call (Talk & Wrap-up Tims)

Call Centre - Average Handling Time per Markating type call (Talk & Wrap-up Time)
Call Centre - Average Handling Time per Collection type call (Talk & Wrap-up Time)
Gall Centre - Average Handling Time per Other type call (Talk & Wrap-up Time)

Call Centre - Average Handiing Time per All types of calls {Talk & Wrap-up Time)

Vi

Canadian Electricily Association
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[ Emp|ureas | Energy Delivered per FTE (MVYR FFTE)

Labour Cost per Enargy Delivarad {3 / MW/h)

Accident Severity Rate (Days lost / 200 000 hours worked)
All Injury Frequency Rate {total injuries /200,000 hours worked)
Disabling Injury Freguency Rate (Disabling injuries / 200 000 hours worked)
Training Hours per FTE

| Total Customers per FTE

Call Centre - Labour Cost per Call Offered (5000)

Call Centre - Calls per Employee

| Call Gentre - Management FTE per Total FTE (S000(FTE)
Meter Reading - Labour Cost per read ($000)

| | Meter Read per FTE (Internal)

| Meter Read per FTE (Total)

Shareholders | Metlncome per Revenue (%)

Dbt Equity Ratio

Interest Coverage Ratio

Return en Average Comman Equity (95)

Revenue Growth Rate (%)

EBIT Growth Rate (%]

Mon-Export Energy Delivered Growth Rate (%)

Gash Flow per Revenue (%)

Raturn on Asseis (%)

Gapital Cost per Customer (Tolal) (3000/customer)
OMBA Expense per Customer (Total) ($000/custamer)
Call Centre - Total Cost per Call Answerad (5000)

Zall Centre - Total Cost per Call Offered ($000)

Meter Raading - Total Cost per read ($000}

Meter Reading - Total Cost per Custemer Account (S000)
Billing Cost par Customer Account ($000/customer)
Payment Cosl per Cuslomer Ascount (3000/customer)

Environment | Ses CEA Envirensmental Commitment & Responsibility Program (ECRJ.
Regulators Presenlly addressed by Cuslormers calegory above.

Althaugh the COPE database provides information on all the balanced scorecard measures above, this
report only provides analysis on the Performance Measures in bold. These measures are deemed to be
significant industry measures by he parlicipants of COPE.

Canadian Bectricity Association il
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CUSTOMER SERVICE BUSINESS UNIT

MISSION

The two primary processes that make up this business unit are the development,
marketing and selling of energy related products and services and the management of
franchise customer relations. This business unit purchases power, and arranges
transportation for all aspects of the energy partfolio including beyond the end-use meter
services for all domestic customers, excluding wheeling.

MAJOR FUNCTIONS
The functions, which comprise this business unit, are as follows:

all Market Assessment activities;

the development and design of marketing programs;

the management of the domestic sales force;

the implementation of advertising promotions ;

managing all customer contact including the call centre ;

.r all rates and pricing activities;

the construction and maintenance of the Custemer Information System;

the processing of all custorner billings;

r all meter reading activities to the point of input of the data into the Metar Reading
Syslam; ’
P the processing of cusiomer payments;

[ = the processing of adjustments to customer accounts; and

P

* @ @ ° @

= the maintenance of customer profile information.

TTEEEEE W W W W W W
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Telephone Accessibility -
Average Time to Answer (seconds) =
COPE Composite -
Year Average Time Average Time -
Al 2001 =
Participants .
1994 =
1907 o
1998 =

1999 76,25

2000 58 64 ~

2001 38.14 36,73

C5_CUCRR

X Canadian Electricity Az sociation 5
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= Telephone Accessibility - Average Time to Answer

-~ (seconds)

: COPE Composite
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: Definition: Telephone Accessibility - Average time to answer (secands)

/ This indicator measures how quick is the access to a customer
reprasentative from the moment the customer leaves the main telephone
menu,

E Results: For the second straight year, a significant performance improvement of more
than 20 seconds has besn reported for this group of participants. 50%, or
four of this year's participants had decreaszed their average fime to answer
by 30% or greater, while one participant decreased it's time by 5% and the

remainder reported no change. Most of these changes have resulted
through technology enhancements. Whan comparing the abandonment

(drop out) rate for the received calls, they too, have improved consecutively
from 13% for 1999 to 4.8% in 2001,

Canadizn Electricily Assoemtion

PP -09- HQD-11, Document 5.1
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Non-Export Revenue per
Non-Export Energy Delivered ($/MWh)

COPE Composite

Year SMWh SIMWhH
All 2001 Participants
1902 55.268
1953 54.58
1954 54.49
1985 5347
1996 52,08
1997 52.74
1998 53.67 |
1908 53,05
2000 61.83
2001 50.90 55.21
C5_CU1sR
z Canadian Elsctricity Association
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Non-Export Revenue per
Non-Export Energy Delivered ($/MWh)
COPE Composite

yr2001 $/MWh
othoon
M &
|
| {.

a0
48 1
L — —
44 - .
42 |
40 + v | : :
1902 14993 1994 1995 1996 1997 1998 1999 2000 2001
Calendar Year Ending
| =#=Parlicipants in all 10 year period ~ —@=All 2001 Participants |
Definition: Non-Expert Revenue (Indusiial +Residential+Commercialt Street Lighting) * 1000

MNon-Export Energy Delivered (Industrial+ResidentiaH+Commercial+Strest Lighting)

This indicator summarnizes power cost for customers.

Results: There was a slight decreasae of 1.6% in this indicator for 2001. For the
companies that participated in the 10-year trend line, unit revenues on the
domestic markets showed a downward trend during the last two years.

When considering all the participants in year 2001, eight additional
participants with higher unit revenues create a higher composite of
$55.21/MW.h. Individual participant 2001 data ranged significantly from
approximately $47 to $100 per MWh.

Canadian Elsclricity Association 3
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Customer Satisfaction with Quality of Service

CEA Composite
Year Ten Point Scale
1993 8.0
1994 8.0
1883 7.96
1096 8.07
1897 813
1988 8.25
1859 i 7.8
2000 ri
2001 7.88
2002 8.00
C3_CUIGR
4 Canadian Eleciricily Associalion
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Customer Satisfaction with Quality of Service
CEA Composite

AttitudeTowards Electric Utilities

10 - oot P
2
gl = :
w
E
[=]
o

5 s 0—0-\,’/‘_%,_.4—

7 : ; : : Lt ]

1993 1994 1995 1996 1997 1998 1993 2000 2001 2002

Calendar Year
Definition: A survey of approximately 2600 Canadians was conducted in May 2002. It

represents the on-going tracking research on public atlitudes towards the
electricity supply and distribution system in Canada. This indicator has been
sourced from the CEA 2002 Public Attitudes Research Project. The above
graph represents customer responses to the following quastion:

“How satisfied are you with the quality of customer service 'vour electricity supplier,’ provides,
where 1 means not at all satisfied and 10 means extremely satisfied?”

Resulis: For third year in a row, the customer satisfaction with quality of service
continued Lo rise. However, it is still below the 1998 level, where the satisfaction was at its
peak at 8.25. Though the question is directed to customer's contact with the utility there may
be some impact on this response related to the significant ice storms in eastern Ganada in
1938. The national madia coverage and timing of the survey (February-March), likely
impacled resulls.

In 2002 the 2 maosl common reasens for the most recent customer contact in the past 12
months were related to: reporting a service interruption (31%) and discussing/inquiring about
amount of bill (29%). Though the highes! levels of satisfaction are evident for respondents
who were ‘not at all likely to switch providers” there was an increase aver last year in the “not
at all satisfied” response from 8% to 10%.

Canadian Electricity Association 5
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All Injury Frequency Rate .
(Total Injuries | 200,000 hours worked)
CEA Composite
Year Corporete Customers
Overall Rate | Service Rate %
1992 7.04 =
1995 9,54
1984 6.1 =
1965 5T
1985 59 .
1007 5,51 6.3 5
1908 4.47 478 =
1809 4.41 4.53 k.
2000 4.00 461 »
2001 R 470
CS_EMD4R -
6 Canadian Eleciricity Association
Original : 2003-09-25 HQD-11, Document 5.1
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All Injury Frequency Rate
(Total Injuries / 200,000 hours worked)

CEA Composite

# of Injuriez por 200,000 hours worked
L=
|
|
|

1092 1993 1984 1995 1896 1897 1998 1990 2000 2001
Calendar Year Ending

| —#—Customer Service (BU) - 8- Corporate Overall

Definition: (Bisabling Injuries + Medical Aid Injurigs) x 200,000

Exposure Hours (Hours Worked)

This graph demonstrates the frequency of medical aid injuries, d isabling injuries and fatalities
compared to the number of employee exposure hours in a calendar year. As well as providing
the annual Business Unit (BU) CEA Composite, the Corporate Overall CEA Composite is
included for comparison purposes. This indicator is sourced from the CEA 2001 Annual

Accident Statistics Report (43 electric utilities, 28 of which reported Customer Service BU
data).

Results; The All Injury Frequency Rate for the Customer Sarvice EU rose slightly (1.3%)
over last year, [l is recognized that this indicator is directly impacted by the
relalive risk of accidents associated with the hours that employees work. This
relative risk differs depending on the type of tasks an employee underlakes,
(meter readerfline personnel vs. office worker). As aresult, the seriousness of
the accidents (severity) also nesds to be investigated in order to assess safety

performance. The Customer Service BU Severity Rate improved significantly
over last year (39%).

Canadian Eleclricity Association
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Total Customers per FTE
COPE Composite
Year # Customers ft Customars (FTE
IFTE All 2001 FParticipants
1897 1206.6
1868 1262.7
1089 135586
2000 1385.7
2001 1442.1 1437.8
C5_EMOTR
g Canadian Electricity Association
Original : 2003-09-25 HQD-11, Document 5.1
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Total Customers per FTE

COPE Composite
1500 o
|
! Mo1400 ——— :
i = !
P 1300 — |
| 2
| E |
i £ 1200 |
3
| w11l —— — = ,
|
'i- 1000 ——n - —
i 1997 1998 1999 2000 2001
{ Calendar Year Ending
Ir === pariicipants In all 5 year pgriud_-.fa_ﬂ Year 2001 Pariicipants |
Definition: ___Total Customers
’ Total Full Time Equivalents
This indicator shows the preductivity level by calculating the customer/femployes (both
internal and contract) ratio within the utilities.
Results: Subsequent to the 1987-1999 period where productivily increased by 6% in
1998 and 9% in 1999, the indicator remained relatively flat in 1989 and 2000
at the leval of 1,385 clients served per employee (FTE). However, in 2001,
the composite level increased to 1,440 customars per FTE. Individual
participant 2001 data ranged significantly from approximately 800 to 2800
customers per employee. The continual impravement in this measure over
the 5-year period is a direct indication of the participant's preparation and
involvement in a mora compatitive environment, which includes
improvements in call center management and increased use of contractors
i and outsoureing,
E

Canadian Electricity Assoclation g
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Non-Export Energy Delivered Growth Rate (%)

COPE Composite

‘fear Fercentage % | Percentage %
All 2001
Participants

1892 3.07

1903 | 2.88

1994 1.52

1885 267

16945 1.47

1997 -4.05

g8 -0.73

1990 2.81

2000 3.44 =

- 2001 -0.01 476
©3_SH1R
10 Canadian Eleciricity Aszociation
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Non-Export Energy Delivered Growth Rate (%)
COPE Composite

Growth Rate (%)

1892 1883 1994 1985 1996 1997 1998 1999 2000 2001

Calendar Year Ending

=4—Participants in All 10 year Period —=— All Year 2001 Efuj_iciﬁ'ants

Definition: (Total Non-Export Energy Deliverad - Pravious year's)y"100
Previous year's Total Non-Export Energy Delivered

This indicator shows sales increase by utilities participating in the COPE proegram in terms of
quantity of power sold in domestic markets. {residential, commercial, industrial and street
lighting)

|

|

|

}

|

!

'

!

|

!

!

'

)

|

!

’

F Results: In 2001, there was a marginal decline in non-export energy delivered,

b attributable to the large industrial sector. Three of the last five years have

i seen decreases.
The peor performance in 1997 can be explained in part by market
restructuring which affected a number of ulilities participating in the COPE

program while leaving some non-participating utilities benefiting from this
restructuring.

Canedien Electricity Association "
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OM&A Expense per Customer (Total) ($000/customer)

COPE Composite

Year 3000 /custormer 2000 Jeustomer
All 2004
Parlicipanis
1092 0042
1893 0.044
1204 0.040
1005 0.042 5
1208 0.045
1987 0.066
1908 0.069
1999 El_l':'ﬁ?
2000 0.058 3 S|
2001 | 0.067 0.084
C= SHEAR

Note: The COPE standard for financial data is in thousand dollars (§000), however, the
graph on opposite page has been adjusted to fit the scale.

12 Canadian Electricity Asgsociation
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OM&A Expense per Customer (Total) ($/customer)
COPE Composite

yr2001 3 / customer
o~
(=R=1=]
|

' 1992 1993 1994 1995 1906 1997 1898 1999 2000 2001
Calendar Year Ending

' == Participants in all 10 year Pericd —e— All 2001 Parficipants

Definition: Operations & Maintenance Cost ($000]
Total Customers

Thig indicator measuras utilities overall efficiency for activities directly linkad to custamer

l services. As a supplement to the “number of customers per FTE", this indicator shows cost
j price by customer of activities linked to customer service management. It is expressed as
customer service costs per customer served.

Results: This indicator increased by 20% in 2001, returning to the 1909 level, but below the
high point of 1998. This was driven in 2001 by an increase in costs of 25% with a
corresponding increase in customer growth of only 2%. The overall trend reflects a
decrease in productivity.

Canadian Electricity Azsaciation 13
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APPENDIX A
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