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I. Statement of the Issues 

Should the Commission accept the portion of the utilities’ annual Safety, Reliability, 
and Service Quality reports for 2019 related to disconnection, extension service 
requests, call center response times, medical account status, and customer 
complaints? 

Should the Commission take any other action on the Annual Reports or associated 
matters?  

II. Introduction 

Minnesota’s Investor Owned Utilities (IOUs) submit Safety, Reliability, and Service 
Quality (SQR) Reports annually. For 2018 and 2019, Commission staff split the reports 
into two sections. The Safety and Reliability portion will be summarized in Volume I of 
briefing papers and now we focus on the Service Quality and Reporting metrics as laid 
out in Minnesota Rules, Chapter 7826, Electric Utility Standards, with specific 
attention to the reporting requirements enumerated in 7826.1400 to 7826.2000.   

Staff has provided a single set of decision options and recommendations for Volume 
One and Volume Two of the briefing papers, the decision options are replicated in 
both documents. 

III. Reporting Standards 

Minnesota Rules 7826 requires a variety of reporting by the utilities. This set of 
briefing papers will address the service quality, which includes: disconnection and 
involuntary disconnections, extension service requests, call center response times, 
customers who have requested medical account status, and customer complaints.  

7826.1400     REPORTING METER-READING PERFORMANCE. 

7826.1500     REPORTING INVOLUNTARY DISCONNECTIONS. 

7826.1600     REPORTING SERVICE EXTENSION REQUEST RESPONSE TIMES. 

7826.1700     REPORTING CALL CENTER RESPONSE TIMES. 

7826.1800     REPORTING EMERGENCY MEDICAL ACCOUNT STATUS. 

7826.1900     REPORTING CUSTOMER DEPOSITS. 

7826.2000     REPORTING CUSTOMER COMPLAINTS. 

A. Meter Reading Performance (7826.1400) 

The annual service quality report must include a detailed report on the utility's 
meter-reading performance, including, for each customer class and for each 
calendar month: 

A. the number and percentage of customer meters read by utility personnel; 
B. the number and percentage of customer meters self-read by customers; 

https://www.revisor.mn.gov/rules/7826/
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C. the number and percentage of customer meters that have not been read by 
utility personnel for periods of six to 12 months and for periods of longer than 
12 months, and an explanation as to why they have not been read; and 

D. data on monthly meter-reading staffing levels, by work center or geographical 
area. 

 

1. Xcel Energy 

Attachment F of Xcel’s filing include the required information. The table below 
found on page 1 of Attachment F provides meter reads in a calendar month and not 
by billing-month/read cycle. 

 

 

 

 

 

 

 

 

*The number of working days in a month, the number of weekends in a month, and the number of holidays in a 

month will impact the percentage of meters read by the utility, particularly in February, September, November, and 
December when excluding multiple meter reads on a single meter from the data. 

Xcel noted that “meters read percentage may be artificially low in certain months 
when the percentage of meters read is calculated by dividing the number of meters 
read in a calendar month, excluding multiple reads on a given meter, by the number 
of total meters” particularly in February, September, and November when there are 
fewer business days than the 21-day meter read cycle.1  

Nearly all of the 65 self-read meters were residential in 2018, with the monthly 
classification found on page 1 of Attachment F.2  

Xcel reported 4,074 meters were not read by the utility for periods of six to 12 
months and the corresponding cause in table format and by customer class on pages 

                                                      

1 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at 18 (April 1, 2019). 
2 Id. at Attachment F, p 1. 
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2-4 of Attachment F (residential: 2,313 meters; commercial: 1,222; industrial: 489; 
other: 50). 

Xcel reported that 1,388 meters were unread for twelve months or longer. Xcel 
reported these by customer class and the correlating cause, which may be found in 
the corrected Attachment F, pages 5 to 7. (Residential: 580; commercial: 481; 
industrial: 283; other: 44). 

The Company also provided a separate table detailing the total number of installed 
meters by month and customer class. Xcel removed “deleted meters”, a designation 
given to meters that were incorrectly entered into the system and never truly 
installed at a premises.  

 

 

 

 

Lastly, Xcel’s staffing levels for meter reading was supplied on page 18 of their 
report and includes full time equivalent, no temporary staff.3 The “other” column 
includes staff out of Fargo and Sioux Falls who read meters in western Minnesota 
and South Dakota.4 Xcel noted their staffing levels increased by one since 2018 (1 in 
Metro West).5  

 

                                                      

3 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at 18 (April 1, 2019). 
4 Id. 
5 Id. 
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The Department provided historical data in their review of Xcel’s meter data after 
noting that ”[a]n annual average of 87.26 percent of customer meters were read by 
utility personnel and 0.0003 percent were read by the customer in 2018.”6 The 
Department affirmed that Xcel met the requirements of Minn. Rules 7826.0900, 
supb. 1 in all months of 2018 where at least 90 percent of all meters must be read in 
the months of April to November and at least 80 percent during the months of 
December to March.7 The following tables summarize the number of meters not 
read by utility personnel for six to 12 months and for 12 months or longer.8  

 

 

  

                                                      

6 Department Comments for Xcel Energy at 12 (June 6, 2019). 
7 Id. at 13. 
8 Id. 

https://www.revisor.mn.gov/rules/7826.0900/
https://www.edockets.state.mn.us/EFiling/edockets/searchDocuments.do?method=showPoup&documentId=%7b7014336B-0000-C61B-A949-ADDA2E408A85%7d&documentTitle=20196-153427-01
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2. Minnesota Power 

Minnesota Power’s (MP) metering network is comprised of about 55% Advanced 
Metering Infrastructure (AMI) Solid State, 44% Automatic Meter Reading (AMR) 
Mechanical Hybrid, and 2% AMR Solid State. At a rate of 6-8% annually, MP will have 
AMI fully implemented in their service territory by the end of 2025.9 The AMI has 
been integrated since 2011 with an Outage Management System (OMS), which 
provides real-time communication to service centers from the AMI system when 
power outages arise and when power has been restored.10 MP provided a 
breakdown of their meter equipment infrastructure in Table 5 of Appendix A, page 
14-15 of their filing. The utility also “completed implementation of its Radio 
Frequency AMI network communications infrastructure in 2018, selected an MDM 
endor, and is in the process of selecting a system integrator to begin process implem
entation.”11 

MP stated their personnel read, on average, for the following customer class12: 

Customer Class Percentage 
Read 

Residential Meters 98.76% 

Commercial Meters 99.9% 

Industrial Meters 99.98% 

Municipal Pumping Meters 100% 

Lighting Meters 99.97% 

 

Graphs were provided that depict monthly residential and commercial meter 
readings and estimates throughout 2018, which are found in Appendix A, pages 15-
16. 

Self-read meters for residential customers averaged at just 0.04% with MP receiving 
95.84% of those reads.13 Meanwhile, Commercial customer reads comprise .01% of 
their system with MP receiving 100% of those reads.14 Graphs are again provided on 
pages 17-18 of Appendix A.  

                                                      

9 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 14 (April 12, 2019). 
10 Id. 
11 Id. 
12 Id. at Appendix A, p 15. 
13 Id. at Appendix A, p 17. 
14 Id.  
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MP provided data regarding meters that were not read for six or more months 
listing twenty meters not accessible, which were all read within nine months.15 
Please see the table below supplied by MP and found on page 18 of Appendix A. 

 

Finally, MP noted the utility currently has seven full-time meter reading staff in its 
five work centers (Duluth, Cloquet, Eveleth, Long Prairie, Park Rapids) for the 
months of January to November.16 The Eveleth work center does not have any full 
time staff in December. 

The Department stated that MP met the standard of Minn. Rules part 7826.1400 as 
well as Minn. Rules, part 7826.0900, subp. 1. 17 The Department noted that MP 
reported an average of 6.9 full-time equivalent monthly meter reading staff in 2018, 
compared to an average of 7.5 in 2017. 18 Below is a table sharing historical 
information of unread meters. 

 

 

                                                      

15 The utility stated their process to help resolve unread meter issues: the utlity either leaves a note on the 
premises or mails reminder notices that the utility needs to access the meter. Follow up phone calls are made to 
attempt to schedule meter readings. Disconnection notices are sent to unresponsive accounts except for Cold 
Weather Rule months. 
16 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 19 (April 12, 2019). 
17 Department Comments for Minnesota Power at 19 (June 7, 2019). 
18 Id. 
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3. Otter Tail Power Company 

Otter Tail provided tables summarizing their meter reading performance for each 
customer class on pages 37-39 of their filing. Included below is a table of Otter Tail’s 
system-wide totals for 2018 where an average of 97.31% of all meters were read by 
the utility and 1.46% were self-read.  

 

 

Otter Tail had two meters that were not read by an employee for a period of six to 
twelve months and no meters that were not read for greater than twelve months.19  

As can be seen in their table below, Service Representatives Staffing levels at each 
customer service center were reported throughout the year with the average of 71.5 
staff. In addition, Otter Tail noted they use a third party to read the Company’s 
meters in forty-seven cities within their Minnesota service territory.20   

The Department acknowledged the utility’s fulfillment with the requirements of this 
rule. While looking at historical data, the Department observed that Otter Tail Power 
has improved their system-wide meter reading performance over the years 
measured.21 Please see the table below furnished by the Department on page 18 of 
their comments. 

                                                      

19 Otter Tail Power 2018 Annual Safety, Reliability and Service Quality Report at 39 (April 1, 2019). 
20 Minnesota cities include: Amiret, Argyle, Audubon, Battle Lake, Bejou, Beltrami, Bemidji, Brooks, Browns Valley, 
Boyd, Burr, Campbell, Canby, Clearbrook, Climax, Clitherall, Crookston, Dalton, Dent, Deer Creek, Detroit Lakes, 
Doran, Dumont, Eldred, Erskine, Fergus Falls, Fertile, Fisher, Frazee, Foxhome, Gentily, Green Valley, Gonvick, 
Gully, Hallock, Henning, Kent, Lockhart, Mahnomen, Marshall (rural), McIntosh, Milroy, Minneota, Nashua, New 
York Mills, Oklee, Oslo, Ottertail, Pelican Rapids, Perham, Plummer, Porter, Red Lake Falls, Richville, Rothsay, Saint 
Hilaire, Shevlin, Solway, St. Leo, Taunton, Tenney, Tintah, Trail, Twin Valley, Ulen, Underwood, Vergas, Vining, 
Waubun, Wendell, Wheaton, Wilton, and Winger. 
21 Department Comments for Otter Tail Power Company at 19 (June 7, 2019). 
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Finally, the Department confirmed that Otter Tail Power is in compliance with Minn. 
Rules, part 7826.0900, subp 1. requiring utilities to read 90 percent of all meters 
April to November and 80 percent between December to March. The information 
reported reflects that 95 percent of all meters were read each month during 2018.22 

 

                                                      

22 Department Comments for Otter Tail Power Company at 19 (June 7, 2019). 
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B. Involuntary Disconnections (7826.1500) 

The annual service quality report must include a detailed report on involuntary 
disconnections of service, including, for each customer class and each calendar 
month: 

A. the number of customers who received disconnection notices; 
B. the number of customers who sought cold weather rule protection under 

Minnesota Statutes, sections 216B.096 and 216B.097, and the number who 
were granted cold weather rule protection; 

C. the total number of customers whose service was disconnected involuntarily 
and the number of these customers restored to service within 24 hours; and 

D. the number of disconnected customers restored to service by entering into a 
payment plan. 

 

1. Xcel Energy 

In Attachment G, Xcel reported data in table format that included the required 
metrics: customer disconnections, customers who sought cold weather rule 
protection and utility granting of protection, customer restoration to power within 
24 hours, customer restoration to power with a payment plan, and medical account 
requests with the Company’s correlating denials.  

The Company noted that disconnection data is comprehensive of gas and electric 
customers as approximately 94% of Xcel’s Minnesota customers are electric or 
combined gas and electric customers.23 For customers who receive gas and electric 
service, a disconnect would be due to the total amount of regulated charges 
overdue.24 The Company’s customer service system does not have the functionality 
to sort the data or track disconnects due to electric non-payment.25 

Another note made by Xcel concerning the requirement under Minn. R. 7820.2400 
that the utility send duplicate notices to multiple addresses for each disconnected 
customer impacts their reported numbers.26 Therefore, numbers reflected do 
include duplicates and does not separately count unique customer circumstances.27 

Based on the information reported, in 2018, there were: 

 703,667 disconnection notices sent to customers –  144,656 commercial and 
559,011 residential;  

 115,472 residential customers seeking cold weather rule protection and all 
were granted; 

                                                      

23 Specifically, Minn. R. 7820.2400: Notice shall be sent to the address where service is rendered and to the 
address where the bill is sent if different from the address where service is rendered. 
24 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at Attachment G, p 72 (April 1, 2019). 
25 Id. 
26 Id. 
27 Id. 

https://www.revisor.mn.gov/rules/7820.2400/
https://www.revisor.mn.gov/rules/7820.2400/
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 17,917 customers locked for nonpayment – 580 commercial and 17,337 
residential. 

 6,678 customers restored to service within 24 hours – 74 commercial and 
6,586 residential; 

 1,254 customers restored to service after a condition of payment – 
commercial 3 and residential 1,506; 

The Department acknowledged Xcel’s fulfillment of the requirements of the rule and 
provided a table comparing historical residential involuntary disconnection and cold 
weather rule data.28  

 

2. Minnesota Power 

As summarized in Table 8 of MP’s report, there were 20,209 disconnection notices in 
2018 spread across residential, commercial, and industrial classes with the highest 
months in January and May.29  

                                                      

28 Department Comments for Xcel Energy at 23 (June 7, 2019). 
29 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 20 (April 12, 2019). 
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All customers seeking Cold Weather Rule protection in 2018 – 4,311 – were 
granted.30 The monthly breakdown is available in MP’s Table 9 on page 21 of 
Appendix A. MP stated that with the exception of income verification, they adhere 
to the governing statute (Minnesota Statute §  216B.096, subd. 5) and work with 
customers to acceptable payment amounts that fit within the customer’s 
constraints.31  

MP’s involuntary disconnection and power restoration totals for 2018 are below – 
2,602 involuntary disconnections and nearly half (48%, 1,254 were restored within 
24 hours. 

                                                      

30 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 21 (April 12, 2019). 
31 Id. 

https://www.revisor.mn.gov/statutes/cite/216B.096
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It was reported that 1,644 customer accounts were restored to service by entering 
into a payment plan as shown in Figure 6 of MP’s filing from page 23 of Appendix A.  
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The Department acknowledged MP’s fulfillment of the rule and provided a table 
summarizing historical data on involuntary disconnections, CWR, and payment plan 
reconnections since 2009.32 

 

3. Otter Tail Power Company 

Involuntary disconnection notices sent among all customer classes in 2018 totaled 
56,808 about a 5.7% increase from 2017.33 Otter Tail supplied a table breaking down 
this information by customer class and month within their reply comments on page 
2, below. 

                                                      

32 Department Comments for Minnesota Power at 20 (June 7, 2019). 
33 Otter Tail Power Reply Comments at 2 (June 28, 2019). 
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Otter Tail Power reported that 659 customers sought cold weather rule protection 
and all but two were granted. The Company provided monthly data on page 42 of 
their filing.  

 

The number of customers whose service was restored in less than 24 hours or 
disconnected for more than 24 hours from an involuntary disconnection is supplied 
in a table on page 43 of their filing showing 660 residential and small commercial 
customers were disconnected for more than 24 hours and 428 customers 
reconnected within 24 hours. 
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Finally, 32 customers were restored to service by entering into a payment plan with 
the utility, with the months of March and April having the most agreements.34 Please 
see the table below from Otter Tail’s filing. 

 

The utility initially reported a higher number of disconnection notices as Otter Tail 
did not remove South Dakota customers from their data set. Other than asking Otter 
Tail to provide more details on the apparent increase in disconnections, the 
Department acknowledged Otter Tail’s fulfillment of the requirements of this rule.35  

 

                                                      

34 The months of March and April precedes the end of Cold Weather Rule protection. The Commission may wish to 
discuss this in more detail at the agenda meeting or direct Otter Tail Power to discuss this with staff.  
35 Department Comments for Otter Tail Power Company at 20 (June 7, 2019). 

52,601 
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             Note: Staff correction with information supplied by Otter Tail Power in reply comments. 

C. Service Extension Request Response Times (7826.1600) 

Under this rule, utilities are required to report on service extension request 
response times, including, for each customer class and each calendar month:  

A. The number of customers requesting service to a location not previously 
served by the utility and the intervals between the date service was installed 
and the later of the in-service date requested by the customer or the date 
the premises were ready for service.  

B. The number of customers requesting service to a location previously served 
by the utility, but not served at the time of the request, and the intervals 
between the date service was installed and the later of the in-service date 
requested by the customer or the date the premises were ready for service 

 
1. Xcel Energy 

As indicated in Attachment H and the table below, there were 3,630 service 
installations requested among commercial and residential customers at locations 
not previously served in 2018, with the average in-service date being 7.33 days for 
residential and 4.6 days for commercial.36 The Company noted this years’ service 
extension data is more reflective of customer experience and uses concrete data 
points from their new SAP work management system. Given this improved view, the 
Company has “an initiative to improve performance and decrease the turnaround 
times for the provision of residential service where construction is required.”37 

Additionally, Xcel stated that 306,559 customers requested service at a location 
previously served by the Company in 2018.38 Xcel is able to handle these requests on 
the next business day as it generally involves setting a meter and connecting the 

                                                      

36 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at Attachment G, p 74 (April 1, 2019). 
37 Id. at 19-20. 
38 Id. at 20. 
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service. Such instances have not been reflected in the information provided in 
Attachment H.39 

The Department acknowledged Xcel’s fulfillment of the requirements of this rule and 
stated that although the data resulting from the new SAP management tool may not 
be comparable to historical service extension fulfillments, the “response times for 
residential and commercial customers in 2018 were relatively consistent with data 
provided for years 2009-2017.”40 

2. Minnesota Power 

In 2018, MP reported 2,130 service extension requests to locations not previously 
served with a majority being on schedule and about 15% (325) documented as 10+ 
days beyond the in-service date.41 Four industrial service requests were also 
reported and all except one was completed on time.42 Please see Figures 7 and 8 on 
pages 24-25 of Appendix A for more details. 

MP explained the most significant reasons for a delay in meeting in-
service dates in 2018 were: MP delay due to workload (46.35%), customer 
not ready (18.59%), and the job redesigned (8.23%).43   

For service extensions at previously served locations, but not served at the time of 
the request, MP provided four charts found on pages 26-28 of Appendix A. MP 
reported 892 commercial, 3,644 residential, 8 industrial, and 26 municipal service 
extension requests to previously served locations throughout 2018. Of all these 
requests, most met the in-service date or within 10 days, and 25 requests were 
beyond 10+ days of the in-service date.  For these requests, the utility reported the 
top three reasons for delay: dates not updated for project (44.88%), Minnesota 
Power delay due to workload (34.16%), and work done date incorrect (7.76%). 

The Department acknowledged Minnesota Power’s fulfillment of the rule. It found 
that since 2017, MP had a 21% increase in requests for not previously served 
locations, while “new installations were significantly higher than the average of 
1,080 for the 8-year period between 2010 and 2017.”44 Nearly 65% were connected 
by the date requested. 45 For locations that previously had service, MP reported 
numbers close to 2017 with about 87% meeting the request date.46 

                                                      

39 Xcel Energy 2017 Annual Safety, Reliability and Service Quality Report at 20 (April 1, 2019). 
40 Department Comments for Xcel Energy at 15 (June 7, 2019). 
41 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 24-25 (April 12, 
2019). Service extensions came from 960 commercial accounts and 1154 residential accounts. 
42 Id. at Appendix A, p 25.  
Staff notes that eight additional industrial service extensions were found during communication with MP for a total 
of 12 service extensions for the industrial customer class. All but one was completed on time.  
43 Id. 
44 Department Comments for Minnesota Power at 21 (June 7, 2019). 
45 Id. 
46 Id. at 22. 

https://www.edockets.state.mn.us/EFiling/edockets/searchDocuments.do?method=showPoup&documentId=%7b7014336B-0000-C61B-A949-ADDA2E408A85%7d&documentTitle=20196-153427-01
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3. Otter Tail Power Company 

There were 2,396 customers – divided among residential, small commercial, and 
large commercial customer classes, but predominately residential and small 
commercial – requesting service extensions listed in Table 23 of their filing on pages 
45-46. This same table also includes data regarding the number of customers 
requesting service to a location previously served by the utility.  

The Department acknowledged that Otter Tail Power fulfilled the requirements of 
this rule. It noted that “357 [residential] customers requested service to a location 
not previously served, all of which were connected on time,” while there were 1,649 
[residential] requests to locations previously served with 15 connected late. 47 The 
Department determined that “response times for 2018 appear to be relatively 
consistent with past years.”48 

 

                                                      

47 Department Comments for Otter Tail Power Company at 20 (June 7, 2019). 
48 Id. 



 Sta f f  Br ief ing Papers for  Docket  No.  E002/M -19-261,  E017/M -19-260, E002/M -19-254 

 

22 

D. Call Center Response Times (7826.1700 and 7826.1200) 

On an annual basis, utilities shall answer 80% of calls made to the business office 
during regular business hours within 20 seconds. "Answer" means that an operator 
or representative is ready to render assistance or accept the information to handle 
the call. Acknowledging that the customer is waiting on the line and will be served in 
turn is not an answer. If the utility uses an automated call-processing system, the 20-
second period begins when the customer has selected a menu option to speak to a 
live operator or representative. Utilities using automatic call-processing systems 
must provide that option, and they must not delay connecting the caller to a live 
operator or representative for purposes of playing promotional announcements. 

On an annual basis, utilities shall answer 80% of calls directed to the telephone 
number for reporting service interruptions within 20 seconds. "Answer" may mean 
connecting the caller to a recording providing, to the extent practicable, at least the 
following information: 

A. the number of customers affected by the interruption; 
B. the cause of the interruption; 
C. the location of the interruption; and 
D. the utility's best estimate of when service will be restored, by geographical 

area. 
 

1. Xcel Energy 

Xcel provides this information in table format within Attachment I with descriptive 
details in the filing from pages 20-21.  

The Company included credit calls with their call center response times pursuant to 
the Commission’s November 3, 2004 Order in Docket No. E002/M-04-511.49 In 
Attachment I, Xcel provided a comparison of all service level calls, which includes 
calls offered to agents (Residential, Business Solutions Center Calls (BSC), and 
Personal Account Representatives (PAR)) and all IVR (Interactive Voice Response) 
handled calls.50 

Xcel noted their centers are staffed 24 hours a day, 7 days a week, with their IVR 
used in the same manner across this time period, therefore those are their “business 
hours” and how performance is reported.51 Xcel highlighted that of all their outage 
calls, 81% were answered in 20 seconds or less (Line 27) and of all calls received, 
91.1% were answered in 20 seconds or less (Line 26).52 The Company also 
highlighted their average speed of answer (ASA) on Line 31 and the following lines 
break down the ASA by call center.53 

                                                      

49 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at 20 (April 1, 2019). 
50 Id. at 19. 
51 Id. at 20. 
52 Id. 
53 Id. 
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Pursuant to the Commission’s November 2, 2017 Order in Docket No. E002/M-17-
553, Xcel provided an update regarding changes to their non-emergency call center 
hours that became effective January 1, 2018 and are Monday through Friday, 7:00 
a.m. to 7:00 p.m. and Saturdays from 9:00 a.m. to 5:00 p.m.54 The Company reported 
they “have not encountered any technical or other issues” given this change, but 
have received four complaints/comments that have been satisfactorily resolved.55  

The company provided a summary of their call volume56: 

Overall incoming call volume was down nearly 40,000 calls year over 
year. The agent call volume was down 147,000 calls, while the calls 
handled by the automated system increased by 108,000. In addition, 
we saw an increase of 18.9 percent in customer Ebill enrollments and 
10.7 percent in My Account enrollments from 2017 to 2018. 

                                                      

54 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at 21 (April 1, 2019). 
55 Id. 
Additionally, Xcel’s emergency and outage call center representatives remain available 24/7. 
56 Id. 

https://www.edockets.state.mn.us/EFiling/edockets/searchDocuments.do?method=showPoup&documentId=%7bA06F7D5F-0000-C31B-B0DA-32A3511716AB%7d&documentTitle=201711-137119-01
https://www.edockets.state.mn.us/EFiling/edockets/searchDocuments.do?method=showPoup&documentId=%7bA06F7D5F-0000-C31B-B0DA-32A3511716AB%7d&documentTitle=201711-137119-01
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The Department calculated that in 2018, “an average of 90.16 percent of calls to the 
Company were answered within 20 seconds” and calls handled by Xcel’s Agents had 
an average of 77.17 percent answered within 20 seconds.”57  

The Department acknowledged that Xcel has fulfilled the requirements of both rules 
and complied with the ordering paragraph 1 in the Commission’s November 2, 2017 
Order in Docket No. E002/M-17-553.58 It was also noted that the changes in call 
center hours has not appeared to have a negative impact to Xcel’s customer 
service.59   

2. Minnesota Power 

MP does not have a line dedicated to service interruptions. Instead, all calls, no 
matter the subject matter, are routed through the Company’s Interactive Voice 
Response (IVR) unit where customers select from a menu of options with the first 
option to report an outage.60 Calls related to service interruptions are handled 
immediately through MP’s automated trouble-order system while other calls are 
managed manually by call center representatives.61 MP uses IVR data to report their 
service interruption calls, but cannot provide response times on an individual 
contact type as the IVR is unable to track those.62 Call center representatives track 
calls by type of contact. Given this, MP stated that their “response time percentage 
is shown as an aggregate of all calls received through the IVR and the Call Center, 
and the calls are not broken out by type of call because Minnesota Power is 
currently unable to separate response time by contact type.”63 With 82% of calls 

                                                      

57 Department Comments for Xcel Energy at 15-16 (June 7, 2019). 
58 Id. at 16. 
59 Id. 
60 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 31. (April 12, 
2019). 
61 Id. 
62 Id. 
63 Id. at Appendix A, p 90. 
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being answered within 20 seconds, MP exceeded the established goal as depicted in 
Figures 15 on page 32 of Appendix A. 

 

MP also noted the diversity of avenues to communicate with customers (IVR, email, 
online account platforms, etc.) and the importance of measuring and assessing all 
effective efforts. These may impact Call Center response times. “As more self‐service 
options become available to customers, the types of calls that the Call Center 
receives will likely become predominantly more complex and time‐consuming.”64 As 
MP stated, this was discussed in last year’s SRSQ filing and in other dockets.  

The Department inquired for more detailed information concerning the specific 
number of calls received and calls answered within 20 seconds, both for business 
and non-business hours and by call category, as required in the service quality 
rules.65 The Department also asked whether MP had a solution for changing 
communication channels and how best to measure success moving forward.  

In response, the Company shared a monthly breakdown of 140,700 calls received 
during business hours (7:00 am to 5:30 pm) and 14,615 calls after business hours 
(5:30 pm to 7:00 am) to the Company’s IVR unit.66 The top three call categories were 
found to be billing inquiries, starting or stopping service, and phone transfer.67  

Finally, regarding future customer communication assessments and service quality 
metrics, MP suggested that “customer expectations and preferences regarding 
communication channels will ultimately need to be a point of consideration and 
review as part of service quality reporting … the Call Center has been and will 
continue to be an important channel for customers, but it is becoming one of 
several.”68 “As this situation is not unique to Minnesota Power, the input of other 
utilities and stakeholders is required for a formal update to the [service quality] 
metrics.”69 The Department agreed that Minnesota Rules does not account for 
emerging communication channels and that “developing customer service metrics 
associated with new forms of self-service communication will grow in importance as 
the use of new forms of communication grows.”70 

The Department acknowledged Minnesota Power’s fulfillment of both rules.  

3. Otter Tail Power Company 

                                                      

64 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report, Appendix A at 31 (April 12, 2019). 
65 Department Comments for Minnesota Power at 22 (June 7, 2019). 
66 Minnesota Power Reply Comments at 7-8 (July 8, 2019). 
67 Id. at 9. 
68 Id. 
69 Id. at 10. 
70 The Department Response to Reply Comments at 7 (September 16, 2019). 
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Otter Tail Power supplied both a table and graph depicting their call center response 
times of their nine call centers that fielded over 60,700 calls from Minnesota, though 
their calls were also received from North and South Dakota.71  

 

 

 

 

 

 

 

 

 

With 96.70 percent of calls answered within 20 seconds in 2018, the Department 
concluded that OTP is in compliance with Minnesota Rules, part 7826.1200.72 

E. Emergency Medical Account Status (7826.1800) 

                                                      

71 Otter Tail Power 2018 Annual Safety, Reliability and Service Quality Report at 47-48 (April 1, 2019). 
72 Department Comments for Otter Tail Power Company at 21 (June 7, 2019). 
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Each utility must report the number of customers who sought emergency medical 
account status provided under Minnesota Statutes 216B.098, subd 5 and must also 
include the number of applicants who were granted or denied status, as well as the 
reason(s) for denial.  

1. Xcel Energy 

Xcel provided data related to customers seeking medical account status in 
Attachment G. Based on the information reported, 2,818 customers requesting 
medical account status in 2018; 2,267 granted and 551 denied – denials were based 
on customer(s) not returning the required form or doctor refusing to certify as 
Medical/Life Support.73 

The Department acknowledged Xcel’s fulfillment of the rule after it calculated that 
about 80.4 percent of customers were granted medical account status and provided 
a table summarizing historical data.74  

2. Minnesota Power 

MP reported that 206 customers applied for emergency medical account status with 
199 being granted after customers provided the required signed physician 
documentation.75 MP supplied reasons for each denial of the seven applications, 
many of them due to customers being unresponsive to MP’s attempts to obtain 
completed documentation for Emergency Medical Account status applications and a 
few not residing at the account holder’s house and, lastly, two applicants not 
meeting the requirements with “specific life‐sustaining equipment.”76 If interested in 

                                                      

73 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at Attachment G, p 74 (April 1, 2019). 
74 Department Comments for Xcel Energy at 16 (June 7, 2019). 
75 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 33 (April 12, 2019). 
76 Id. at Appendix A, p 34. 

https://www.revisor.mn.gov/statutes/cite/216B.098
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the number of monthly applications, renewals, and removals, please see MP’s Figure 
16 on page 33 of Appendix A.  

The Department acknowledged MP’s fulfillment of the requirements of the rule.77  

3. Otter Tail Power Company 

The utility reported 17 customers requesting relief with the emergency medical 
status and all were granted.78  

The Department acknowledged the utility’s fulfillment of the requirements of 
Minnesota Rules, part 7826.1800.79 

F. Customer Deposits (7826.1900) 

The annual service quality report must include the number of customers who were 
required to make a deposit as a condition of receiving service. 

1. Xcel Energy 

In 2018, Xcel requested a total of 394 deposits as a condition of service for their 
residential customers that had filed for bankruptcy; the utility requests these 
deposits upon notification from the bankruptcy court and/or the customer of their 
bankruptcy petition.80 

 

The Department provided historical data in Table 11 of their comments before 
acknowledging Xcel’s fulfillment of this rule.81  

2. Minnesota Power 

                                                      

77 Department Comments for Minnesota Power at 23 (June 7, 2019). 
78 Otter Tail Power Reply Comments at 2 (June 28, 2019). 
79 Department Comments for Otter Tail Power Company at 21 (June 7, 2019). 
80 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at 22 (April 1, 2019). 
81 Department Comments for Xcel Energy at 17 (June 7, 2019) 
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MP reported that they refunded all deposits in 2014, but may reconsider collection 
of deposits in the future.82  

The Department acknowledged that, although MP did not collect deposits in 2018, 
they had fulfilled the rule and provided a table of historical data.83 

 

3. Otter Tail Power Company 

Otter Tail reported that 685 customers were required to make a deposit as a 
condition of receiving service during 2018, which is 13 fewer customer accounts 
when compared to 2017 numbers.84 

The Department acknowledged Otter Tail Power’s fulfillment of the rule and 
provided a table that included the previous thirteen years.85  

                                                      

82 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 35 (April 12, 2019). 
83 Department Comments for Minnesota Power at 24 (June 7, 2019). 
84 Otter Tail Power 2018 Annual Safety, Reliability and Service Quality Report at 50 (April 1, 2019). 
85 Department Comments for Otter Tail Power Company at 22 (June 7, 2019). 



 Sta f f  Br ief ing Papers for  Docket  No.  E002/M -19-261,  E017/M -19-260, E002/M -19-254 

 

32 

 

G. Customer Complaints (7826.2000) 

Utilities must provide a detailed report on complaints by customer class and 
calendar month that include the following information: 

A. The number of complaints received.  

B. The number and percentage of complaints alleging billing errors, 
inaccurate metering, wrongful disconnection, high bills, inadequate 
service, and the number involving service extension intervals, service-
restoration intervals, and any other identifiable subject matter 
involved in five percent or more of customer complaints.  

C. The number and percentage of complaints resolved upon initial 
inquiry, within ten days, and longer than ten days.  

D. The number and percentage of all complaints resolved by taking any of 
the following actions:  

(1) Taking the action the customer requested;  
(2) Taking an action the customer and the utility agree is an 

acceptable compromise.  
(3) Providing the customer with information that demonstrates that 

the situation complained of is not reasonably within the control 
of the utility.  

(4) Refusing to take the action the customer requested.  
E. The number of complaints forwarded to the utility by the commission’s 

Consumer Affairs Office for further investigation and action. 

1. Xcel Energy 

The sixteen-page Attachment J in Xcel’s Annual Report included complaints 
handled by either the utility’s three call center(s) or the Company’s Customer 
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Advocate Group. A total of 664 complaints were recorded by Customer 
Advocates with 27 commercial, 635 residential, and 2 industrial.86  

Xcel reported the percentage of complaints that were resolved within the 
timelines expressed in the rule – initial, within ten days, and more than ten days. 
The majority of complaints across all customer classes were resolved within ten 
days or less.87 Please see the large table on page 3 of Attachment J for more 
details. 

The utility had 248 complaints forwarded to them from the Commission’s 
Consumer Affairs Office, where all but twelve were residential.88 This is 
consistent with reporting in the Company’s Quality Service Plan Tariff Annual 
Report in E,G-002/CI-02-2034. Within the narrative of the service quality report, 
the Company references their October 2018 filing to analyze the “material 
increase in the number of customer complaints from the CAO” to ensure they 
are “properly recording ‘complaints’ and ‘inquiries’ consistent with prevailing 
CAO protocols.”89 The Company brings forward that “the change in CAO protocol 
beginning in 2018 invalidates the statistical foundation on which the present QSP 
customer complaints performance threshold rests, materially increases the 
Company’s risk of financial penalty, and renders historical comparisons of our 
performance invalid.”90 91 

Lastly, Xcel included monthly reports in Attachment J that summarize calls 
received through the Company’s call centers, the type of concern that was 
shared, from which customer base (commercial, residential, industrial), and how 
calls were handled. Please see pages 5 to 16 of Attachment J (PDF pages 80-91).  

Of the 664 complaints received in 2018, the Department calculated that 20.60 
percent were resolved upon inquiry by Xcel’s Customer Advocate Group and 
“26.70 percent of these complaints were resolved by taking the action the 
customer requested.” 92 The most frequent complaint category that Advocates 
fielded was “inadequate service.”93 

It was noted by the Department that Xcel also received 624,399 complaints in its 
Call Centers throughout 2018 with approximately 98 percent being resolved by 
taking the action the customer requested. 94 In 2018, the highest complaint 

                                                      

86 Xcel Energy 2018 Annual Safety, Reliability and Service Quality Report at Attachment J, p 76 (April 1, 2019). 
87 Id. at Attachment J, p 78. 
88 Id. at Attachment J, p 79. 
89 Id. at 22-23. 
90 Id. at 23. 
91 Staff notes two factors have influenced increase in reported customer complaints: first, CAO has expanded the 
ways that customers may submit complaints (online, email, and regular mail, etc.) and second, CAO has expanded 
the definition of customer complaint. Therefore, an increase in reported customer complaints should not be seen 
as a decline in service. 
92 Department Comments for Xcel Energy at 18 (June 7, 2019). 
93 Id. 
94 Id. 
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category for all customers that the Call Centers experienced was “billing 
errors.”95 The table below contains a limited summary of Xcel’s customer 
complaint history provided in the Department’s comments. 

 

 

The Department acknowledged Xcel’s fulfillment of the requirements of the rule.   

2. Minnesota Power 

MP reported the number of complaints received and noted that any customer 
classes other than residential or commercial are handled individually and not 
recorded in their Customer Information System.96 A total of 630 complaints were 
received in 2018, with 71 commercial and 559 residential. 

In MP’s Table 11 on page 37 of Appendix A, we see that at 62%, high billing was 
the leading customer complaint, followed by incorrect metering at just under 
18%.97  

Complaints were resolved as reported in their table on page 37. A large majority 
of complaints (62%) were resolved in the same day.  

                                                      

95 Department Comments for Xcel Energy at 18 (June 7, 2019). 
96 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report at Appendix A, p 36 (April 12, 2019). 
97 Id. at Appendix A, p 37. 
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As can be seen in the table below, the predominant action taken to resolve 
complaints was to let the customer know that the issue was outside of the 
utility’s control at 55.87% followed by compromising with the customer at 
29.21%.  

 

 

Finally, MP reported that 7 complaints from the Commission’s Consumer Affairs 
Office (CAO) were forward to them “for further investigation and action in 
2017.”98 

The Department acknowledged MP’s fulfillment of the rule. The Department’s 
Tables 14 and 15 shows the historical number of complaints received by the 
Company and complaints forwarded by CAO to the Company.99 

 

                                                      

98 Minnesota Power 2018 Annual Safety, Reliability and Service Quality Report, Appendix A at 38 (April 12, 2019). 
99 Department Comments for Minnesota Power at 25 (June 7, 2019). 
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“The number of complaints forwarded to the Company by the Commission’s 
Consumer Affairs Office in 2018 was much lower than previous years’ average of 
12.3.”100  

3. Otter Tail Power Company 

In 2018, the utility received 34 complaints spanning across seven complaint 
types, which are summarized in Table 25 on page 51 of their filing.  The “other” 
type in the table below were complaints that included such as things as rebate 
timing, planned outages, and third party meter readers – topics that may not fit 
within the complaint sections of their Customer Information System.101   

 

Another table from the page age indicates that Otter Tail reported that nearly 
half (16) of the complaints were resolved on initial inquiry, with 17 needing up to 
ten days and one required more than ten days. 

                                                      

100 Department Comments for Minnesota Power at 26 (June 7, 2019). 
101 Otter Tail Power 2018 Annual Safety, Reliability and Service Quality Report at 51 (April 1, 2019). 
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Otter Tail Power indicated that nearly half of the action taken by customer service 
staff to remedy a complaint was a compromise with the customer. Please see Table 
27 from page 52 for additional details.  

 

 

 

 

 

 

 

 

 

 

The utility provided a graph depicting the consistent decrease of residential and 
commercial complaints since 2014.  
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There were five complaints forwarded to the utility from the Commission’s 
Consumers Affairs Office that have been resolved; this was an increase from 
2017 by three.102 

The Department noted that 47 percent of 2018 complaints were listed in the 
“other” category before it acknowledged Otter Tail Power’s fulfillment of the 
rule requirements. Table 15 provides data from the previous 12 years.103  

 

IV. Staff Analysis 

a. Utility Performance  

As can be seen in the reports and Department’s comments, the utilities are 
performing in accordance to the service quality rules.  

A request was made for MP to include specific details related to their calls received 
at their Call Centers so that both the Department and the Commission are able to 
ensure the utility is meeting the standards set forth in the rules. Although this was 
likely an oversight as this information was provided historically and provided in 
reply comments, staff included this as Decision Option 3.  

b. MP’s Reconnect Program 

MP committed to resubmitting its reconnect program that was brought forward in 
the 2018 SRSQ report. The utility was going to work with stakeholders and compile 
any necessary information to address stakeholders’ concerns.  

To further encourage the Company to focus its efforts in refiling the proposal and 
increase the chances of it doing so, the Commission set a deadline of December 1, 
2019. Staff wishes to note that MP filed their proposal, which can be found in 
Docket No. E015/M-19-766.  

                                                      

102 Otter Tail Power 2018 Annual Safety, Reliability and Service Quality Report at 53 (April 1, 2019). 
103 Department Comments for Otter Tail Power Company at 23 (June 7, 2019). 
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c. Creating Utility Performance Summaries for the Public 

In last year’s review of the service quality reports, staff suggested that utilities 
create a one- or two-page summary of their reliability and customer service metrics 
in a digestible format for the public. These annual reports hold a wealth of 
information that many customers, stakeholders, and organizations would 
appreciate access to and the Commission was very receptive to this effort. Staff 
hopes to engage with the utilities in 2020 to determine the content and format 
through a Commission-led process.  

d. Third Party Data Review 

As part of MP’s 2018 service quality review, the utility engaged in a third party 
review of their data and processes. Staff raises an idea for the Commission’s 
consideration: that Xcel and Otter Tail Power also undertake a similar review of 
their disconnection policies and procedures.  The review of MP’s disconnection 
policies was, in staff’s view, a useful exercise, and consistent with the principle that 
occasional reviews of utility practices can help ensure continued high 
standards.  While there is reason to suggest that a review be made of both OTP’s 
and Xcel’s disconnection practices, there is stronger rationale for a review of Xcel’s, 
since its pending PBR docket (CI-17-401) will rely heavily on the data Xcel reports to 
the Commission.104  

With that being said, staff realizes no party raised this idea and so it is a new 
proposal.  The Commission may choose to wait until such time that parties have 
had a chance to weigh in, may grant oral argument on the topic, or may choose not 
to take up the idea.  

e. Developing Customer Service Metrics 

MP highlighted again this year that some of the 15+-year-old service quality rules 
may not be in-step with current and future communication trends and therefore 
not able to adequately measure a utility’s customer service efforts. With specific 
attention to the rules regarding Call Center Response Times and even Meter 
Reading Performance, staff agrees that with the advent of both self-service, 
interactive communication platforms and the deployment of AMI, the rules are not 
keeping up with technology. The development of new customer service metrics 
would be a grand undertaking requiring full stakeholder and utility involvement if 
done through a Commission process.  

 
  

                                                      

104 Staff would also suggest that the same entity that performed the MP review also perform the review of Xcel 
and OTP’s policies, since that entity may have experience and knowledge it can transfer to these new reviews. 
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V. Decision Options (for Service Reliability and Service Quality) 

1. Accept Xcel Energy’s, Otter Tail Power’s, and Minnesota Power’s annual Safety, 

Service Quality, and Reliability reports for 2018. (Minnesota Power, Otter Tail 

Power Company, Xcel) 

 

2. Clarify the following reporting requirements from the Commission’s March 19, 

2019 Order, as specified in Attachment B. Delegate authority to the Executive 

Secretary to establish final report formatting and make minor clarifications 

where necessary. (Staff) 

 

3. In their 2020 reports, utilities shall discuss the feasibility of the following metric, 

and if the utility does not think the metric is feasible, provide an alternative: 
Provide a comparison of the reliability (SAIDI, SAIFI, CAIDI, MAIFI, normalized/non-

normalized) of feeders with grid modernization investments, such as AMI or FLISR, 

to the historic 5-year average reliability for the same feeders before grid 

modernization investments.  (Staff) 

 

4. Require the utilities to make a compliance filing, within 30 days of the order, 

with additional historical data as follows:  

a. For Minnesota Power and Xcel Energy, causes of sustained customer 

outages, by service center, from 2010 to 2018, as a spreadsheet, (.xlsx). 

b. CEMI (4+, 5+, 6+) and CELI historical data (6, 12, and 24 hours), both 

normalized and non-normalized, from 2010 to 2018, as a spreadsheet, 

(.xlsx). (Staff) 

Minnesota Power 

5. Set Minnesota Power’s Reliability Standards for 2019 at the 2016 levels. 

(Department, MP) 

 SAIDI SAIFI CAIDI 

2016 Standard  98.19 1.02 96.26 

 

6. Direct Minnesota Power to provide an update on the Colbyville 240 feeder in 

next year’s report, specifically to note whether any work on the feeder has made 

an improvement in reliability. (Department) 

 

7. Request that Minnesota Power include specific number of calls received and calls 

answered within 20 seconds, both for business and non-business hours and by 

type in accordance with Minnesota Rules 7826.1700 and 7826.1200 in future 

SRSQ annual reports. (Department) 
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Otter Tail Power 

8. Set Otter Tail Power’s Reliability Standards for 2019 at the levels set for 2013. 

(Department, OTP) 

Work Center SAIDI SAIFI CAIDI 

Bemidji 70.64 1.26 56.06 

Crookston 69.33 1.19 58.26 

Fergus Falls 55.97 1.11 60.33 

Milbank 75.49 1.82 41.48 

Morris 55.78 1.01 55.23 

Wahpeton 57.24 1.13 50.65 

All MN Customers 64.95 1.13 57.48 

Xcel Energy 

9. Set Xcel Energy’s Reliability Standards for 2018 at the following levels. 

(Department, Xcel) 

Work Center SAIDI SAIFI CAIDI 

Metro East 89.78 0.86 103.94 

Metro West 82.08 0.82 100.37 

Northwest 85.86 0.76 113.01 

Southeast 94.82 0.76 122.04 

 

10. Delegate authority to the Executive Secretary to put out for comment the staff 

proposal on locational reliability and equity in reliability, as described in 

Attachment C. (Staff) 

 


