The latest news on what’s powering our neighborhoods

Get Safe in the
Sound with PSE!

Is your family ready for an emergency? Puget Sound Energy and the American Red Cross are
hitting the road this summer to help you take the first step toward preparedness.
Join us as we kick off the summer tour with KING-TV on Saturday, June 13, from 8 a.m. to
noon, at participating Fred Meyer locations. Safe in the Sound then will continue through July,
giving away free kits at community events throughout the region.
Do something now! Learn more and find an event near you at safeinthesound.org

Coming soon – your PSE bill is getting a makeover
You asked, we listened. Soon, your PSE statement will have
a new look! Based on customer feedback, we’ve redesigned
your bill to make it easier to find the information you need.
Keep an eye out for a bright and colorful statement in the
coming months.
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2014 Service Quality Report Card
Benchmark

2014
Performance

Percent of customers satisfied with our Customer Care Center
services, based on survey

At least 90 percent

93 percent

Percent of customers satisfied with field services, based on survey

At least 90 percent

96 percent

Number of complaints to the WUTC per 1,000 customers, per year

Less than 0.40

0.21

At least 75 percent

76 percent

Less than 1.30
interruptions

1.05 interruptions

Less than 5 hours,
20 minutes

5 hours, 12
minutes

Time from customer call to arrival of field technicians in response to
electric system emergencies

No more than 55
minutes

53 minutes

Time from customer call to arrival of field technicians in response to
natural gas emergencies

No more than 55
minutes

31 minutes

At least 92 percent

100 percent*

Key measurement

Achieved

Customer Satisfaction

Customer Services
Percent of calls answered live within 30 seconds by our Customer
Care Center
Operations Services
Frequency of non-major-storm power interruptions, per year,
per customer
Length of power outages per year, per customer

Percent of service appointments kept
* Percent in table rounded up from 99.6 percent result.

Each year, Puget Sound Energy measures service-quality benchmarks established in cooperation with the
Washington Utilities and Transportation Commission, the Public Counsel Section of the Attorney General’s
Office and other parties to measure how well we deliver our services to you and all of our customers.

2014 Performance Highlights
In addition to meeting all nine service metrics in 2014 (see chart above), we are pleased to report
improvements from the prior year in seven of the measurements. They include:
•

Enhanced services when you called PSE

•

Greater satisfaction on how we responded and completed your field-service requests

•

Fewer customer complaints registered with the state Utilities and Transportation Commission

•

More calls were answered live within 30 seconds or less

•

Faster response time to electric system emergencies

•

Faster response time to natural gas emergencies

Through our two service guarantees — keeping scheduled appointments and restoring power
interruptions as soon as we can — we provide a $50 credit on your bill. In 2014, we credited customers
a total of $11,900 for missing 238 of our total 88,635 scheduled appointments.
Every day our employees continually aim to achieve new levels of providing safe, dependable and
efficient service to meet your expectations of us.
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