
 
 

414 Nicollet Mall 
Minneapolis, Minnesota 55401-1993 

 
April 28, 2022 
 

 
Will Seuffert  VIA ELECTRONIC FILING  
Executive Secretary 
Minnesota Public Utilities Commission 
121 7th Place East, Suite 350 
St. Paul, Minnesota 55101 
 
RE: ERRATA  

2021 ANNUAL SERVICE QUALITY REPORT AND PETITION 
 DOCKET NO. E002/M-22-162 

 
Dear Mr. Seuffert: 
 
Northern States Power Company, doing business as Xcel Energy, provides the attached 
correction to its Annual Report which was filed on April 1, 2022 in the above-referenced 
docket.   While preparing our Gas Service Quality report and reviewing the gas data for 
the Call Center Response Time attachment, we determined that a portion of the data for 
September through December 2021 were incorrectly coded to the state of Colorado.  This 
issue did not affect the service to our customers but did cause an omission in the number 
of calls from our gas customers in our report. Because our call center response time data 
includes calls from both our electric and natural gas customers, we provide a revised 
Attachment F - Minn. R. 7826.1700 – Call Center Response Time with the months 
containing revised data highlighted in yellow.  The correct data will be provided in our 
Gas Service Quality filing that is due May 1, 2022.  We apologize for this error.   
 
We have electronically filed this document with the Commission, and copies have been 
served on the parties on the attached service list. Please contact Pamela Gibbs at 
pamela.k.gibbs@xcelenergy.com or (612) 330-2889, or myself at 
bridget.dockter@xcelenergy.com or 612-337-2096 if you have any questions regarding 
this filing. 
 
Sincerely, 
 
/s/ 
 
BRIDGET DOCKTER 
MANAGER, POLICY & OUTREACH  
Enclosure 
c:  Service List 

mailto:pamela.k.gibbs@xcelenergy.com
mailto:bridget.dockter@xcelenergy.com
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Minnesota Service Level

January February March April May June July August September October November December 2021
1 All Residential Calls offered to Agents 53,592 52,606 64,744 62,157 62,114 80,610 75,805 81,401 79,610 74,943 65,626 60,706 813,914
2 All BSC Calls Offered to Agents 3,720 3,638 4,281 3,872 3,324 3,775 3,656 4,049 3,843 4,069 3,947 4,291 46,465
3 All Credit Calls Offered to Agents 3,715 3,569 6,096 6,380 5,373 12,218 10,010 16,123 14,006 12,822 10,178 7,267 107,757
4 All PAR Calls Offered to Agents 1,798 1,782 2,138 2,134 1,376 1,964 1,949 3,462 1,769 2,062 1,956 2,007 24,397
5 All Calls Offered to Agents 62,825      61,595      77,259      74,543      72,187       98,567      91,420       105,035     99,228         93,896      81,707       74,271     992,533      

7 All Residential Calls Answered by Agents 
within 20 seconds 23,381 38,393 45,586 43,921 39,503 32,618 18,518 20,327 26,670 30,917 34,661 36,558 391,053

8 All BSC Calls Answered by Agents within 20 
seconds 2,674 2,777 2,782 2,753 2,675 2,860 2,933 3,230 2,388 2,998 2,067 2,197 32,334

9 All Credit Calls Answered by Agents within 20 
seconds 2,120 2,464 4,065 3,953 4,358 8,624 6,423 9,213 8,768 8,397 8,272 6,191 72,848

10 All PAR Calls Answered by Agents within 20 
seconds 1,549 1,541 1,743 1,824 1,181 1,647 1,668 2,749 1,332 1,566 1,501 1,499 19,800

11 All Calls Answered by Agents within 20 
seconds 29,724      45,175      54,176      52,451      47,717       45,749      29,542       35,519       39,158         43,878      46,501       46,445     516,035      

13 Non-Billing and Non-Outage Calls Completed 
in IVR 19,491 17,205 19,766 17,372 19,541 20,269 30,435 36,392 42,514 27,917 20,059 23,650 294,611      

14 Billing Calls Handled by IVR 102,664 91,822 109,955 97,400 91,654 105,717 113,718 120,872 110,289 108,252 96,404 94,457 1,243,204

15 Outage Calls Handled by IVR 6,860 10,752 18,446 15,387 16,001 38,411 28,060 34,718 43,013 16,895 13,477 15,759 257,779
16 Outage Calls Offered to Agents 6,545 7,807 10,226 9,880 10,835 19,851 15,841 18,790 18,888 11,712 9,509 10,416 150,300
17 Total Outage Calls 13,405 18,559 28,672 25,267 26,836 58,262 43,901 53,508 61,901 28,607 22,986 26,175 408,079

18 All Calls Offered to Agents + Outage Calls 
Handled by IVR 69,685      72,347      95,705      89,930      88,188       136,978    119,480     139,753     142,241       110,791    95,184       90,030     1,250,312   

19 All Calls Answered by Agents within 20 
seconds + Outage Calls Handled by IVR 36,584      55,927      72,622      67,838      63,718       84,160      57,602       70,237       82,171         60,773      59,978       62,204     773,814      

22
All Calls Offered to Agents + Outage Calls 
Handled by IVR + Billing Calls Handled by 
IVR

172,349    164,169    205,660    187,330    179,842     242,695    233,198     260,625     252,530       219,043    191,588     184,487   2,493,516   

23
All Calls Answered by Agents within 20 
seconds + Outage Calls Handled by IVR + 
Billing Calls Handled by IVR

139,248    147,749    182,577    165,238    155,372     189,877    171,320     191,109     192,460       169,025    156,382     156,661   2,017,018   
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Minnesota Service Level

January February March April May June July August September October November December 2021

26 Service Level All Calls (Residential, BSC, 
Credit and PAR and all calls handled by IVR) 82.7% 90.9% 89.8% 89.2% 87.7% 79.9% 76.5% 76.6% 79.6% 79.7% 83.4% 86.6% 82.9%

27
Service Level All Calls (Residential, BSC, 
Credit and PAR) and IVR Handled Outage 
Calls

52.5% 77.3% 75.9% 75.4% 72.3% 61.4% 48.2% 50.3% 57.8% 54.9% 63.0% 69.1% 61.9%

31 Average Speed of Answer - ASA (Agent only 
Residential, BSC, Credit and PAR) 139 42 39 30 48 117 465 533 362 197 130 77 191

ASA Residential 159 44 39 30 53 139 579 724 458 244 154 83 229
ASA BSC 45 32 60 43 30 35 26 26 73 45 115 133 56
ASA Credit 32 25 30 26 13 25 22 32 23 21 12 11 23
ASA PAR 16 14 22 16 15 15 16 24 30 25 24 35 21

Notes:

13
26
27

Data on IVR calls is gathered from the IVR reporting tool (Voice Portal).

The service level formula is: (All Calls Answered by Agents within 20 seconds + Outage Calls Handled by IVR) / (All Calls Offered to Agents + Outage Calls Handled by IVR)
The service level formula is: (All Calls Answered by Agents within 20 seconds + All IVR Handled calls) / (All Calls Offered to Agents + All IVR Handled Calls) 

Agent call volumes includes calls offered and handled at the Residential call centers (Amarillo, Centre Pointe and Sky Park), at the Business call center at Sky Park and Denver, at the Credit call centers at Amarillo, 
Centre Pointe and Sky Park.
Data on calls to agents is gathered from the phone switch (Avaya) based on skills.

IVR handled calls are answered immediately with an average speed to answer calls calculated using 0 seconds and includes non-billing and non-outage IVR calls that did not route to an agent. These calls may have 
been offered messaging that can answer many upfront questions, including but not limited to billing credits, scam information, call before you dig information, the hold time length, or will direct the caller to other 
resources.



CERTIFICATE OF SERVICE 
 
 
I, Lynnette Sweet, hereby certify that I have this day served copies of the foregoing 
document on the attached list of persons. 
 
 

xx by depositing a true and correct copy thereof, properly enveloped 
with postage paid in the United States mail at Minneapolis, 
Minnesota; or 

 
 xx by electronic filing. 

 
 
MPUC Docket No: E002/M-22-162 
 
Dated this 28th day of April 2022. 
 
 
/s/ 
_______________________________ 
Lynnette Sweet 
Regulatory Administrator 
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