
When you make a service appointment with Puget Sound Energy, we’ll be there on time.
Here is our guarantee:

We will connect new permanent service lines and meters when mutually agreed.
We will re-establish existing natural gas or electric service when mutually agreed.
We will keep natural gas equipment-service appointments when mutually agreed.

If we cannot meet our commitment, we’ll credit $50 to your PSE bill. This guarantee applies in
the absence of major storms, earthquakes, supply interruptions, or other significant adverse
events beyond our control. In those cases, appointments will be rescheduled as soon as possible.

Customer Service Guarantee



O PUGET soUND ENERGY

Go Paperless with e-Bill.
Sign up for Puget Sound Energy's
free online bill payment service at
www.pse.com.



Ways to Pay Your Bill
For your convenience, we offer several payment options:

. Online: www.pse.com My PSE Account
o Automatic withdrawal from your bank account
. Credit / Debit cards or check by phone: Additional fee

a0Dlres
. By mail: Puget Sound Energy, Payment Processing

BOT-01H, PO. Box 91269, Bellevue, WA 98009-9269
. Budget Payment Plan levels out bil ls
. In person at any one of our pay stations.

(Call 888-225-5773 or see www.pse.com for payment
locations.)

Gustomer Services
Customer Access Genter 888-225-5773
Local, outside Washrngton State or Via internet 425-452-1234
TTY (hearing / speech rmpaired) 800-962-9498
TRS leleoomnrrrnications Relay Services 866-831-5161

Customer Construction Services 88fl-32'l -7 779

Business hours: 7 anr 5 pm Monday - Friday

PSE Energy Advisors 800-562-1€2

Emergency or Power 0utage
Dial 888-225-5773
To repod a natural gas or electric emergency or a
power outage, 24 hours a day, call 8f3fJ.225-5773.

Para informar sobre la emergencia del fallo
de gas o electricidad 24 horas al dia, llame
8€€-225-5773.
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We can translate other lanquaqes
Just call88,8-225-5773.

Gustomer Seruice Guarantee
When you make a service appointment with PSE to
install new service, re-establish existing service, or for
natural gas appliance diagnostic and repair service, we'll
be there on time. lf we cannot meet our commitment,
we'l l credit $50 to your PSE bil l. Exceptions apply for
malor storms or adverse events beyond our contro,.

PRRT - Prorated
ACfL - Actual

Bill Statement Godes
ESTM - Estirnated
CORR - Corrected/Adjusted

Bill Statement Definitions
Customer Charge
Custonrer charqc for electr ic and natura
gas soivrce is rclurlccl with cvery billing.
Thc charge covers a portlon of lhc costs for
brlling, metor readrncl and other relaterl tixed
costs. These tixed costs clo not vary with the
amount of electrrci ty or natural gas usecJ.

Delivery Charge
For t lro consl lruct ion, operation and
nra ntenancc ol natura gas pipes, qate
statlol r!1, [)Tessr ]re recjLrlators and otner
equrplnent necessary for t l rc derl ivcry o{
nalural gas to yoir,  l rased on the amount of
gas use(j.

Electric/Gas Conservation Program
Charge
Every customer helps pay for the costs of
weatherization and conservatron programs.

Energy Exchange Credit
The credit is from federal Columbia River
Benefits supplied by Bonnevrlle Power
Administrat ion. The credit is paid to our
residential and small farm electricity
clrstomers to ensure that they share in the
benefits of low cost power generated by
lederal hydroelectric dams.

BTU Factor
British Thermal Unit is a measure of heat
content. 

-fhe 
Btu factor is an adlustment

tactor based on the actual heat content of
the natural qas.

ccF
Hundreds of cubic feet, a measure of the
volume of natural gas used, as recorded on
your gas meter.

Therm
A unit of heat that equals 100,000 Btus. A
therm is the volume of gas (CCF) that when
multiplied by the Btu Factor equals 100,000
Btus. A natural gas stovetop burner burning
tor 10 hours would use approximately one
therm of natural gas. One therm of natural
gas is equivalent to 29.3 kWh o{ electricity.

kwh
A kilowatt hour is a measure of 1,000 watts 01
electricrty consumed in one hour. lf you used
a 1Oo-watt I  ght bulb for 10 hours, you would
consume I kWh of electricity.
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l f  you have any questions or concerns about, or a dispute with your energy
bill or service, ;rlease call us at 888-225-5773. Any necessary corrections will
ire rnade pronrptly. lf further follow-up is required, ask a Customer Services
Super.risor to assrst you. Every etfort will be made to. resolve disagreements and
misunderstandings lf you are dissatisfied with the resolution, you may contact
the Consunrer Affairs section of the Washington Util i t ies and Transportation
Comrrission at 1 800 562 6150 or complete an online complaint form at www.
wrrtc.wa.0ov.
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Your bill s due and payable upon delivery. A late
payment fee ol I percent per month will be assessed
on baiances wh ch rernain unpaid more than 15
days after the due date of the bill. A 30-day payment
delay and wa ver of late fee will be granted to those
low-income customers who notify PSE that they have
app ied to a ow'income organization for financial aid,
Customers parlicipating 1n the Budget Payment Pian
will be exempt from any ate payment fee as long as
lr,e agreeo roo0 odv^ enl terms are kepl cJrrent.
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Review underway after wettest November on 
record and mid-December windstorm

I n the wake of the most damaging windstorm in our company’s history, Puget Sound Energy is 
conducting a comprehensive evaluation of what we do to prevent storm-related power outages 
and, when they do occur, to restore service as quickly as possible and keep customers informed.

We are committed to providing a reliable electric system while also keeping our costs–and rates–as 
reasonable as possible for customers. This page features three key areas of this evaluation.

Burying power lines

More than half of our 
distribution lines already are 
underground. And we bury 
existing overhead lines if 
a neighborhood’s property 
owners request it and agree to 
shoulder part of the costs.

However, underground lines 
are very expensive, and though 
they’re often impervious 
to windstorms, they are 
vulnerable to other risks, such 
as corrosion and accidental 
“dig-ups.” They also require 
more time and expense to 
maintain and repair. 

Our current review includes 
exploring, among other things, 
if there may be new ways to 
pay for burying power lines.

Trimming trees

We have an aggressive tree-
trimming program, investing 
about $10 million per year to 
prune or fell trees that threaten 
overhead lines along public 
rights-of-way and on private 
property. We plan to examine 
whether we should refocus 
or expand this program, and 
whether changes in tree-
trimming regulations would be 
helpful. 

Communicating with our 
customers and communities

We especially want to improve 
our communications with 
customers before, during, 
and after storms—particularly 
our ability to quickly provide 
accurate estimates of specific 
power-restoration times to our 
customers.

Power generation sources 85 of PSE’s 160 high 
voltage transmission lines 
which bring power to 
substations were knocked 
down by trees—crews 
worked first to repair this 
backbone of the system

159 of PSE’s 358
neighborhood
substations came
offline and were
re-energized

700,000
homes and
businesses
lost power
and were
restored

Thousands of trees 
were uprooted, and 
many trees and 
branches fell onto 
distribution lines

Puget Sound Energy 1-888-225-5773 (1-888-CALL PSE, 7:30 a.m. - 6:30 p.m. weekdays, and 24 hours for emergencies) • www.pse.com

Effects of severe December 2006 windstorm on Puget Sound Energy electric system

Have ideas? 
We want to keep improving how we prepare for and 
respond to major storms. We are conducting focus groups, 
customer surveys, and meetings with community officials 
to help improve our emergency response. 

If you have feedback or suggestions for us, please e-mail 
feedback@pse.com or call us at 1-888-CALL PSE  
(1-888-225-5773).



For more information please call or visit us online.
Puget Sound Energy 1-888-225-5773 (1-888-CALL PSE) • www.pse.com

Changes in rates: electricity  
slightly down, natural gas up 

T he Washington Utilities and Transportation Commission recently 
approved changes in PSE’s electric and natural gas rates. These 
changes result from a request PSE filed a year ago to help cover 

rising costs to build and maintain energy-distribution systems. The 
new rates do not account for the storm-repair costs incurred from the 
windstorm in December.

What do the new rates mean for you?

Electric rates went down about 1.6 percent, about $1.30 
per month, for the average household. The WUTC actually 
approved a 1 percent increase, subject to an update of PSE’s 
costs to generate or buy power. That update projected a dip in 
power costs for 2007, resulting in the rate decrease.

Falling temperatures spike energy bills

When you make 
an appointment, 
we’ll be on time

W hen you make a service 
appointment with Puget 
Sound Energy, we 

guarantee that we will, at the 
times mutually agreed upon: 

u	 Connect new permanent 
service lines and meters

u	 Re-establish existing natural 
gas or electric service

u	 Keep natural gas equipment 
service appointments

If we cannot meet our 
commitment, we’ll credit $50 
to your PSE bill. This guarantee 
applies in absence of major 
storms, earthquakes, supply 
interruptions, or other significant 
adverse events beyond our 
control. In those cases, we will 
reschedule appointments as 
soon as possible.

Natural gas rates went up about 2.8 percent, about $2.88 
per month for the typical natural gas customer. This includes 
a $2 increase in the monthly customer-service charge. In 
granting a moderate increase, the commission recognized the 
investment PSE continues to make in the natural gas delivery 
infrastructure. PSE’s fluctuating costs to buy wholesale natural 
gas played no part in this rate change. 

The new rates became effective Jan. 13 and will help us continue to 
invest in our aging distribution systems to maintain structural integrity, 
meet stricter safety requirements, and expand our network of “pipes 
and wires” so we can responsibly serve our growing customer base. 
The WUTC also agreed to a $1.75 million boost in funding for PSE’s 
bill-assistance program that helps low-income households pay their 
energy bills.

J anuary is typically the 
coldest month of the 
year, and this winter 

has been exceptionally 
cold in our region. 
Even if you turn down 
your thermostat, 
you’re likely to receive 
your highest energy 
bills of the year in 
February and March.  
If you have difficulty 
paying your heating bill, 
please call us to work out 
payment arrangements. We  
offer a budget payment plan  

to minimize seasonal 
fluctuations in energy 

bills. Customer 
assistance programs 
include PSE’s HELP 
(Home Energy Lifeline 
Program) for income-
eligible customers. 
The Salvation Army’s  
Warm Home Fund 

extends short-term  
emergency bill 

assistance. For more 
information, visit www.pse.com 

or call us at 1-888-CALL PSE  
(1-888-225-5773).

Report downed lines 
and outages
Puget Sound Energy is ready 
to respond quickly whenever 
there is an outage. You can 
help by calling PSE toll free 
at 1-888-CALL-PSE to report 
power outages or downed lines. 
This will speed restoration of 
power if the situation has not 
already been reported. The 
automated outage reporting 
system allows for direct input 
of outage information.
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