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N S
GOALS

d Improve Customer Experience
d Improve System Performance & Resilience
J Improve Productivity and Efficiency

(J Create a Seamless Customer Experience
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N S
PROBLEMS

Overcharges

Delayed Bills

Improper Estimates
Automatic Withdrawals

Negative Impacts on Community Solar and Retail Energy
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Decline in Customer Service & Satisfaction
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FAILURES

Failed to Properly Test

Failed to Properly Staff
Failed to Properly Train
Failed to Listen to Employees

Failed to Effectively Communicate within the Company
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Failed to Effectively Communicate with Customers and Public

Department
of Public Service

NEW YORK
IIIIIII
OPPORTUNITY.




-
CUSTOMERS AFFECTED

d Net-Meter
(J Budget Bill
J HEAP
d Others
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DELAYED BILLS

d Following go-live Billing Exceptions skyrocketed.

Figure 1: Total BPEMs. {IR-080)
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OCS-CUSTOMER SERVICE PERFORMANCE
INDICATORS

d Central Hudson missed its customer satisfaction goal of 89% every month following go-
live. S .

Figure 3: Percentage of Customers Satisfied

(Performance Indicator Metrics Reports)

100.0% 95.3%,

93.1% 92.9%92 2% Target=89%
88. 2%89.8% 89.6%86 9% ' g

76.0%
745%, ) 1o
67.2%66.6% 67.5%
63.7% 64.7%
6 60,7553 2%61 2%
55.2%
51.6% |

T SR R S, SO VAN S S R, * QRN * . o G L I L, L. { SR L G | G L L L V¢ NEW YORK
\'a° & R ?*Q ‘x\’S\ \o° W }\)Q’ 5@ OK' ‘\0 ch’ \':-‘ ‘(59 K ‘.,Q @5\ \\>° \\‘ ‘,})Q’ (,)& O" OPPORTUNITY.

90.0%

80.0%

70.0%

60.0%

50.0%

40.0%
30.0%
20.0%

10.0%

Department
of Public Service




OCS-CUSTOMER SERVICE PERFORMANCE
INDICATORS

(d Customer dissatisfaction as reported on the Pilot Customer Satisfaction Survey Report
increased precipitously following go-live.

Figure 4: Percentage of Customers Dissatisfied or
Very Dissatisfied
(Pilot State Survey)
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OCS-CUSTOMER SERVICE PERFORMANCE
INDICATORS

d The percentage of adjusted bills also increased dramatically.

Figure 5: Percentage of Adjusted Bills.
(Performance Indicator Metrics Report)
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OCS-CUSTOMER SERVICE PERFORMANCE
INDICATORS

(d Customer Service-related complaints to OCS increased as well.

Figure 6: Billing and Customer Service Related Complaints Against
Central Hudson received through PSC's regular complaint handling

procedures.
(Excludes public comments filed in Matter 22-00666)
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ALLEGED VIOLATIONS

(J Demanded Unjust and Unreasonable charges to thousands of customers,

o

Failed to provide adequate service by failing to provide bills in a timely fashion,

o

The Company used estimated billing in a manner inconsistent with the Public Service
Law and Commission orders, and

d The Company inappropriately back billed customers.

Department
of Public Service

NEW YORK
IIIIIII
OPPORTUNITY.




-2
PRUDENCE

J Lack of Prudence

d Prudence is an essential component of utility regulation and is determined by
judging whether the utility acted reasonably under the circumstances at the time.

d In a prudence proceeding, it is the responsibility of the Commission to determine
how a reasonable and responsible corporation would have performed the task that
confronted the Company.
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ORDER TO SHOW CAUSE
d There is 30-day response window for Company.
 Prudence
d Penalty

d Monthly Meter-Read Plan
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