
 
 
 
 
 
 

OSHAWA PUC NETWORKS INC. 
 

Undertaking J1.3 
 
 
To provide a description of 20 proposed metrics.  
 
 

 
Response: 
 
 
Proposed DSP Effectiveness Metric 
 
OPUCN proposes the following metric as a Distribution System Plan (“DSP”) 
effectiveness measure for the 2015 to 2019 period. This performance improvement 
measure will help gauge the effectiveness of the proposed distribution system 
investment plan for the period, and is based on the following outage data: 
 

 

  Actual Outages   

  2011 2012 2013 2014 2015* 

Equipment Failure - Porcelain Insulator 
Equipment 29 30 20 18 43 

Foreign Interference - Animal Contact 83 66 56 43 28 

Sub-Total 112 96 76 61 71 

Total System Outages 181 215 148 176 164 

% of Sub Total Component to total 62% 45% 51% 35% 43% 

      * Actual YTD May prorated to Year End - calculated   
as   follows (Jan - May)*12/5.  

     
       

                   Target  62 

    

 
The two OEB cause codes being measured are - Equipment Failures and Foreign 
Interference Outages.  The specific root cause sub-component of each category being 
proposed is porcelain insulator equipment and animal contacts.  The target of 62 
outages/year is based on a 20 % reduction of the 36 month average as shown below 
using the 2012, 2013, and 2014 historical data: 
 
   Target = ( ( 96 + 76 + 61 ) / 3 ) x 80% = 62 
 

Filed:  2015-07-03 
EB-2014-0101 
J1.3 
Page 1 of 5



 
 
 
 
 
 

Annual performance for 2019 will be calculated as follows:  
 
   Target = ( ( 2017 + 2018 + 2019 ) / 3 ) < 62 
 
OPUCN also proposes the following metrics: 
 
 Maintaining current reported performance on each of the OEB Scorecard 

metrics, as reflected on OPUCN’s current scorecard (below). 

 Maintaining OEB service quality requirements (SQRs) at least at the level 
achieved in 2014. (Both 2014 and 2015 YTD measurements are shown below.) 
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SQR’s Annual 2014 and May Year-to-Date: 
 

Service Quality 

Metric 

Description OEB Approved 

Standard 

As of 2015 

May YTD 

2014 

Annual 

Results 

Connection of New 

Services - Low 

Voltage (LV) 

The percentage of new low voltage (<750 
volts) connection requests where the 
connection is made within 5 working days 
of all applicable service conditions being 
satisfied. 

at least 90% on 
a yearly basis 

96.84% 95.60% 

Connection of New 

Services - High 

Voltage (HV) 

The percentage of new high voltage 
(>=750 volts) connection requests where 
the connection is made within 10 working 
days of all applicable service conditions 
being satisfied. 

at least 90% on 
a yearly basis 

None 
reported 

None 
reported 

Appointment 

Scheduling 

The percentage of appointments 
scheduled according to the standards 
stated in section 7.3 of the Distribution 
System Code 

at least 90% on 
a yearly basis 

100.00% 100.00% 

Appointments Met The percentage of appointments involving 
meeting a customer or the customer's 
representative where the appointment 
date and time is met. 

at least 90% on 
a yearly basis 

100.00% 100.00% 

Rescheduling a 

missed appointment  

The percentage of appointments 
rescheduled in the event that an 
appointment is missed or going to be 
missed 

100% on a 
yearly basis 

None 
reported 

100.00% 

Telephone 

Accessibility 

The percentage of qualified incoming calls 
to the utility that are answered in person 
within 30 seconds 

at least 65% on 
a yearly basis 

70.79% 72.00% 

Telephone Call 

Abandon Rate 

The percentage of qualified incoming 
telephone calls that are abandoned before 
they are answered 

10% or less on 
a yearly basis 

2.57% 1.90% 

Written Responses to 

Enquiries 

The percentage of written responses 
provided within 10 days to qualified 
enquiries 

at least 80% on 
a yearly basis 

99.87% 100.00% 

Emergency 

Response Urban 

The percentage of emergency (fire, 
police, ambulance) calls where a qualified 
service person is on site within 60 minutes 
of the call. 

at least 80% on 
a yearly basis 

100.00% 100.00% 
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Service Quality 

Metric 

Description OEB Approved 

Standard 

As of 2015 

May YTD 

2014 

Annual 

Results 

Emergency 

Response Rural 

The percentage of emergency (fire, 
police, ambulance) calls where a qualified 
service person is on site within 120 
minutes of the call. 

at least 80% on 
a yearly basis 

None 
reported 

100.00% 

Reconnection 

Performance 

Standard 

The number of customers disconnected 
for non-payment who were reconnected 
completed in two days 

at least 85% on 
a yearly basis 

100.00% 100.00% 

Micro-embedded 

generation facilities 

The percentage of new micro-embedded 
generation facilities connected to its 
distribution system within 5 business 
days. 

at least 90% on 
a yearly basis 

100.00% 100.00% 
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