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Agenda 01-12; Item No. 34, Draft Order for discussion at agenda

THIS ORDER IS NOT A FINAL ORDER AND MAY BE SUBSTANTIALLY REVISED
PRIOR TO ENTRY OF A FINAL ORDER BY THE PUBLIC UTILITIES COMMISSION
OF NEVADA

BEFORE THE PUBLIC UTILITIES COMMISSION OF NEVADA
Investigation regarding NV Energy's Advanced Service )

Delivery Meter Program a/k/a Smart Meters and its
implementation.

)
)
)

isston of Nevada, heldhat its offices

PRESENT: Chairman Alaina Burtenshaw
Commissioner Rebecca D. Wagner

at the contlusion of all of the proceedings in this docket.

investigation repo

IL SUMMARY

The Commission approves the recommendations on customer service issues related to smart
meter implementation as outlined in this Interim Order.

III. PROCEDURAL HISTORY
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e On October 25, 2011, the Commission opened an investigation regarding NV Energy’s smart
meter program and its implementation. This matter has been designated as Docket No. 11-
10007.

¢ The investigation is conducted by the Commission i)ursuant to the Nevada Revised Statutes
(“NRS”) and the Nevada Administrative Code (“NAC”) Chapters 233B, 703, and 704, including
but not limited to, NRS 704.120.

e On November 2, 2011, the Commission issued a Notice of Investig4
Energy’s Advanced Service Delivery Program a/k/a Smart Meter and
of Request for Comments, and Notice of Workshop (“Notice™).

 Regarding NV

e On December 2, 2011, NV Energy filed reply commi
initial comments and addressing specifig questions in the

e On December 6, 2011, the Commissid

and reply comments filed with the Commisgion' rLQ 1 ify therissues and concerns
related to smart meter implementation.

IV. CUSTOMER

Public Comments

commented that, with respect to consumer information, what it hears in the
media and from its own members is that they do not feel like they were informed about the smart
meter implementation or smart meters in general. The letters or the phone calls from NV Energy

were not effective for those particular customers. (Tr. at 100.) Reaching out into the community
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on a more frequent basis and utilizing multiple channels, including NV Energy’s website, the
newspaper, or using a call-back list to verify that someone received the phone call, would help to
better inform consumers. In other jurisdictions, utilities incorporated media plans leading into
the time that the smart meters were going to be installed so that consumers knew what was going

to happen and what to look for. (Tr. at 102-104.)

NV Energy Comments

3. NV Energy states that it has taken steps calcul

, NV Energy conducts
ystem. These efforts

sheet explaining the smart meter
the letter and FAQ sheet include
Resolution Center and information

deployment, the installer, who works for NV Energy’s
installatioty vefhidor, Scope Services, will first knock on the door to announce
his or he¢’presence. This makes the customer aware of who is on their
property. The installer then removes the old meter and inspects and tests the
meter box for any damage. Although the customer is responsible for
maintaining the meter box, if the installer notices any damage or issues with
the meter box, the installer arranges for an electrician to make necessary
repairs. The smart meter is then installed and the installer leaves a door
hanger that provides a record of the work performed. (Exhibit 5.)
Additionally, the door hanger educates customers about how to interpret the
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kilowatt hour (“kWh”) numbers displayed on the meter as well as provides
information about the online tools for monitoring electric usages and costs.

e If there is an issue in the field during deployment, Scope Services first meets
with the customer to address and resolve the issue. Usually, this meeting
occurs the same day as the installation.

e Each week the Cannon Survey Center at the University of Nevada, Las Vegas
(“UNLV”) selects a random sample of 30 customers who’hawe had a meter

its quality assurance tests, several smart
Account Dashboard are turned on for the &

customer’s concerns, nergy defers the installation of the smart meter and adds the customer
to the postponement list. (Comments of NV Energy at 18.)
6. Some calls involve post-installation claims relating to property damage.

(Comments of NV Energy at 18.) A customer might indicate that she does not have power, or

has an oven or air conditioning unit that does not turn on after the installation. If a customer has
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older electronic equipment in the home, when the power is disengaged and brought back up,
some of that older equipment can fail. (Tr. at 189.) These issues are initially addressed by
Scope Services, which is contractually obligated to investigate and resolve claims. If the
customer remains unsatisfied, the claim is transferred from Scope Services to NV Energy. NV

Energy investigates the claim and works with the customer to reach a

resolution. (Comments of NV Energy at 18.)

7.

Me{l‘cay Media Confidence

b7 4 33 111
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Postponements — 2,284 (0.393%)

Inconvenience RF/Medical Media/Social Confidence

73 42 33 2,136

Claims — 281 (0.048%) The average response time to an initial claim is within two
business days, while processing for resolution takes an additiopdl Tive business days,
depending on customer cooperation.

Property Repair Property Damage ( Wending
A\
99 114 //% \&R\

Advanced Service Delivery (“ASD”) Reépaixg —61 (0/048%) Record%%repairs
for customers who actually incurred some form df p amage or the parf€l was in an

unsafe condition during meter mstallatlon

Panel Repairs \i&% \?&ker Repairs
22 \\1% 4 134

seReso gtion — 572 (0.083

Scope Field %) This category involves customer ﬁeld-

lectronics/ Electrical Other
‘Appliance
304 207 33

installation experience every week. The following are the results from the Cannon Survey
Center customer satisfaction survey:
e Aware Smart Meter was Installed: 90.8%

e Customer Satisfaction: 3.9 on a 5-point scale (5 = Very Satisfied)
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e Installer Satisfaction: 6.6 on a 7-point scale (7 = Excellent)

o Installation Problems: these typically reflect issues relating to the power going out
and the need to reset clocks, sprinkler timers, etc.

No Problems: 96.3%

Small Problem: 2.6%

Big Problem: 1.1%
(Comments of NV Energy at 25-26.)

10. In response to consumer comments that X ﬁu\‘;

Open a spaciglized Resolution Center in the North in addition to the one in the South,
each withdts own local area calling number or a 1-800 phone number. (Tr. at 64-65.)

e Improve CSR training regarding smart meter implementation process. (Tr. at 67.)

e Provide information on NV Energy’s website regarding the postponement list. (Tr. at
72.)
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e Instruct CSRs to inform customers of the postponement list when contacted. (Tr. at
72-73.)

e Notify the public of consumer outreach events and smart meter deployment schedule
on NV Energy’s website. (Tr. at 73-76.)

e Allow customers to be put on the postponement list at any time prior to installation as
long as NV Energy has cellular phone contact with the installer that is on the route.
(Tr. at 79-80.)

¢ Provide training for installation vendor Scope Servicg ding customer

communications. (Tr. at 8§0-81.)

KCgd

meter is installed, require NV Energy e
procedures for the meter exchange usgd

e days; (3) added
salls into the center; (4)

meters that will fretqgently réach out into the community and use multiple channels to reach
customers more effectively. Such a media plan should be designed to better inform customers
about when and how smart meter installation will take place, including the form and content of

notices that NV Energy will provide its customers prior to installing a smart meter (e.g., outreach

events, letters, phone calls, door hangers, etc.). Publishing a deployment schedule on NV
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Energy’s website will also enable customers to check when NV Energy will be installing smart
meters in their neighborhoods in the event they did not receive the 30-day notification letter that
NV Energy sends through the mail. These additional efforts will help to ensure that the first
notice customers receive is not a knock on the door or a door hanger after a smart meter has

already been installed. (Tr. at 181.)

14. NV Energy should provide additional training to j allation vendor regarding

appropriate ResolutiofrCenter and requesting to be put on the postponement list. NV Energy
should instruct CSRs to inform a customer that does not want a smart meter installed of the
postponement list. NV Energy should take all necessary steps to ensure that its installers know

what customers are on the postponement list and should not have a smart meter installed. The

(
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postponement list is only temporary until the Commission issues its final report in this docket.
At this time, the Commission has not approved NV Energy allowing any customer to opt-out of
the smart meter program.

THEREFORE, it is ORDERED that:

er service issues

1. The Commission approves the recommendations on cust

related to smart meter implementation as outlined in pafagraphs 12-16 of this Interim Order. NV

Compliances

e with
the Commission in this docket a media plan, outreach ® ployment
schedule to the extent currently available, Scope Services t report addressing customer
communications, NV Energy field emplo
procedures, NV Energy customer service rep
postponement list, and te fiters in Northern and Southern

issuanceof this Order.

By the Commission,

ALAINA BURTENSHAW, Chairman

REBECCA D. WAGNER, Commissioner
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Attest:
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DAVID NOBLE, Commissioner

BREANNE POTTER,
Assistant Commission Secretary

Dated: Carson City, Nevada

(SEAL)



