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E VI U IMP VE 

SWBPCO conrms that maintenance ofits electric system and. improvement of the quality _ 

and reliability of service provided to its Louisiana customers, remains a priority. -SWEPCO 

commits that it shallcontinue to undertake rensonohle elform to maintain .or improve the quality and 

reliability of service. SWEPCO also merged with and acquired Valley Electric Membership 

Corporation (Valley) in 2010 and this Order will now also encompass this territory known as the 

Valley District and inclurles the former Valley employees. 

In "keeping with this cornrnitment, SWEPCO agrees to adopt this Service. Quality 

"Improvement Program ("SQIP"). In order to assure the Louisiana Public Service_ Commission 

(“Cornmission"_) and‘ Louisiana. ratepayers of continued excellent service quality. SWEPCO 

commits and rtgrees to the ifollowing:' 

I. For a period‘ of 2. years, ending December 31, 2017, there shall be no -reduction in the 

number of eld personnel. Field personnel shall be dened as follows: 

a. .Linernen/Network Linemen; 

b. Troublemen; 

e.. Manager/Supervisors; 

d. Et1gtn¢,etingPersonnel;_ 

_e.. Forestry; 

1'. Customer Service Reps; 

 

1 Uolcss otherwise indicated, ‘levels of employees, services provided, physical locations’ and 

expenditures all refer to Louisiamjurisdictional operations. 
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Meter Operation Personnel; 

1'-‘ield Revenue Specialist: 

Station-Personnel: 

Customer Solution Center 

All. SWEPCO Louisiana employees, including’ Louisiana generation personnel, 
will be accounted for in Exhibit A. "SWEPCO -Lottlniana Employee 
Reconciliation," which will be attached to the annual ling‘. 

To the. extent that the Company outsource: or automates a parlieulartnction (e.'g., meter 

reading) it shall notify the Commission at least 90 days in advance ofthe proposed change. Such 

notication shall include the proposed date of the change, the reasons for the change, the expected 

cost savings from such a change, the relocation of the impacted employees and the anticipated 

impact on. the quality of service provided. If SWEPCO outsource: a function on an emergency or 

tomporary (less than 60 days) basis, then the Company slmll.make an informational ling describing 

the service that was ouuourccd, the reasons for the outsourcing, and the cast of the outsourcing‘. 

II.. The number of linentenlnctworl: linemen slrallbe maintained at a  of l l 9 positions 

for the duration of the SQIP.. 

Ill. SWEPCO agrees tomaintnin in place an Apprcnllce Program to train linemen and to ensure‘ 

that an adequate number of linemen and line servlcers are stalled to adequately serve the 

needs'ofLoulsian3 customers. The Apprentice Program shall be reasonably monitored so as 

to maintain the minimum number of linemen as set l'_o,n.h in ll above. 

IV. SWEPCO-agreesto continueto maintain and support an overall reliability program designed 

......_ ,........ 1. ...... 
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to ensure reliable service in SWEPCO Louisiana service territory. This program will 

include capital spendirtg opportunities as well -as targeted -reliability activities. such as 

‘underground conversion where appropriate, inspections and replacements of facilities and a 

 base level of mding for vegetation management. SWEPCO agrees to comrrtitto 

a base level Perfonnaneensed vegetation management program with an annual minimum 

spending level of $10,000,000 through the term_ of the SQIP agreement, subject to 

modication or adjustments recommended by SWEPCO in consultation with the LPSC 

Staff and approved by the Commission In addition to the base leveL and recognizing the 

acquisition of Valley, SWEPCO agrees to spend up to an additional $8 million, over and 

above the base level for vegetation management during the term of the revised SQIP, in 

accordance with the February 2016 Settlement Term Sheet‘. The vegetation costs to 

comply with. the Service Quality Improvement Program. "shall be included in SWEPCO-'5 

cost of service and with the Valley District-related incremental spend to be recoverable 

through-the iel adjustment clause, subject to any prospective changesby the Commission. 

SWEPCO has indicated that a Performance Based approach is more eieient and 

allows" SWEPCO to address the clrcui_ts-inmost need of vegetation management rather than 

the traditional cycle a-irnntlng approach. SWEPCO ‘will engage in a ‘well-planned 

vegetation management program which contains specific-worleplans for the upcoming years 

that will address, among other things: 

- Location oftreatment and reasons for selection of locations; 

0 Type of treatment (mechanical, manual, herbicide) which shall be chosen based 

upon vegetation and environmental conditions; 
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- Prioritization and specic scheduling by linelcircuit; 

0 Cost oftreatment. 

SWl’:'PCO’s Forestry staff and contractors will work‘ continuously to ensure that the 

appropriate vegetation management is being utilized so as to maximize effectiveness and 

cfciency while maintaining reliability. Tree-related data, including SAIFI iudices, 

customer outage minutes. and customer quality of service complaints will be considered 

in preparing the vegetation management plans, on an ongoing basis. SWEPCO‘ also 

agree: to report to ‘Staff, on an annual basis. with its proposed tree vegetation and 

management plan. 

V. SWEPCO agrees to continue to strive to ='aBide by all of the provisions of the .Cornmission’s. 

General Orders and Rules related to maintaining and impmvingthe quality and reliability of 

'electric service to their Louisiana customers. SWEPCO remains committed to maintaining- 

and where necessary. improving the quality and‘ reliability ofelectric service’ to its Lorrisiana 

customers. In that regard, SWEl’-C0.eommil$ to devote reasonable efforts to ensuring that 

its 2016-20l7 SAIDI and 'SAlFi values for its Louisiana operations shall be maintained or 

improved ovcr time (subject to-tlxejbrce mqfeure ‘provisions contained in the Corrsnrissionls 

General ‘Order-and Regulations In -re: Ensuring Rsliqbie Electric Service, Docket No U- 

223 89 (Adopted April 30, 1998 and subject to. the provisions belowns to the Valley Service 

'l‘em‘tory.. The parties aclmowledge and agree that the SWEPCO vegetation management 

program was not in place at Valley, before the_.0ctobcr 2010 acquisition and therefore, the 

sum: 
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reliability metrics are not applicable-to the Valley District, but with SWEPCO providing 

reports to _Staffon.its progress in the Service Quality docket. 

 SWEPCO currently utilizes a l0-year cycle for the inspection (and repair as necessary) oi? 

the entire SWEPCO/Lo‘uisiana system. SWEPCO -commits to. maintain .and, if possible, 

improve the 10-year. inspection program, which includes reasonable pole, cross-arm and 

related equipment inspection. .SWl-ZPCO will report theinspeetion program costs each year 

for the inspection. reinforcement, refurbishment and replacement of the distribution poles, 

transmission poles and downtown Shreveport underground network in their annual report. 

VII. SWEPCO agrees that it will continue, and, if possible, ‘improve upon SWEPCO's policies of 

addressing the worst 5% of distribution feeders. The company will undertake all reasonable 

expenditures to achieve the goal of. limiting customer outages. SWEPCO1 will report the 

estimated cost to‘ comply related to these 5% worst feeders in its annual-report to the 

Commission for cost related to patrol ling. tree trimming, poleinspcction, pole hardware and 

animal guards. 

VIII, SWEPCO agrees to maintain the SWEPCO Customer Solution Center in Shreveport, 

Louisiana from-the date of the Order approving this SQEP through at least December 31, 

2017. During this period, if SWEPCO determines that a customer solution center is no 

longer the most eicient means to handle communications with its customers. and 

SWEPCO desires to replace the current customer solution center with some other system. 

at-6299/I 
- 5 . ammo 

. .. _-......._....... ». - . 
.......-...........-..,.....,.._.~_....... ..._.,_._.... .....,.. . 

..._.,._..-......~. 
._ . 

.....u._...._...a...w..a.:;:.v.a....ur.:_=..aa.u......-..u..».. 
.- 

LPSC. Order.No. U-34200-A 

-Attachment "A" 

, ,...._ 9-¢4p—-1 _... . 

‘oer ND. U-auzu-It 

tacltmcnt 
" 

1"‘ 

Attachment A 
‘ 

reliability metrics are not applicable-to the Valley District, but with SWEPCO providing 

reports to _Staffon.its progress in the Service Quality docket. 

 SWEPCO currently utilizes a l0-year cycle for the inspection (and repair as necessary) oi? 

the entire SWEPCO/Lo‘uisiana system. SWEPCO -commits to. maintain .and, if possible, 

improve the 10-year. inspection program, which includes reasonable pole, cross-arm and 

related equipment inspection. .SWl-ZPCO will report theinspeetion program costs each year 

for the inspection. reinforcement, refurbishment and replacement of the distribution poles, 

transmission poles and downtown Shreveport underground network in their annual report. 

VII. SWEPCO agrees that it will continue, and, if possible, ‘improve upon SWEPCO's policies of 

addressing the worst 5% of distribution feeders. The company will undertake all reasonable 

expenditures to achieve the goal of. limiting customer outages. SWEPCO1 will report the 

estimated cost to‘ comply related to these 5% worst feeders in its annual-report to the 

Commission for cost related to patrol ling. tree trimming, poleinspcction, pole hardware and 

animal guards. 

VIII, SWEPCO agrees to maintain the SWEPCO Customer Solution Center in Shreveport, 

Louisiana from-the date of the Order approving this SQEP through at least December 31, 

2017. During this period, if SWEPCO determines that a customer solution center is no 

longer the most eicient means to handle communications with its customers. and 

SWEPCO desires to replace the current customer solution center with some other system. 

at-6299/I 
- 5 . ammo 

. .. _-......._....... ». - . 
.......-...........-..,.....,.._.~_....... ..._.,_._.... .....,.. . 

..._.,._..-......~. 
._ . 

.....u._...._...a...w..a.:;:.v.a....ur.:_=..aa.u......-..u..».. 
.- 



l.PS_C Order No. U-3-I200-A 
Attachment "A" 

._.u. ......_... u... .. .. . A ..4:..-..u. u......: .....u. .... .».. .... .-..,... .~. . .....: ... ... .,.... _ 4'-ID! .. ... .....-. ......... . -....... .....,....-... 

‘OCT N0. U'J1[AU-A 

toehmcnt 
" 

l 
" 

Attachment A 

.._ -.«~.._. .._.. 

then SWEPCO must file with the Commission a detailed description of the proposed 

systern,'the reasons the proposed system is; believed to be more eicient than the customer 

solutioneenter, the net. difference in cost of the proposed system, and the anticipated eeets 

on SWEPCO‘s ability to receive, process, and address customer communications. The 

Commission will, within 90 days. rule on whether SWEPCO may replace the customer 

solution center with the new system; This provision is not intended to allow SWEPCO or 

American Electric Power Company (“AEP") simply to establish a new customer solution 

center at another location, not eliminate the customer solution center entirely for its 

oombioed operations; 

SWEPCO. agrees to maintain the SWEPCO Tr-ansrnlssion and Distribution.Cl‘&D) Dispatch 

Center in Shreveport from the date of the Order approving this SQIP through at’ least 

December 31, 2017. During thisperiod. if SWEPCO determines that a T & D Dispatch 

Center is no longer the most eeient means to handle the .ftmcl_ions‘ currently handled by the 

T & D Dispatch Center. and swar>co= desires to replace the 1‘ 3: DZ Dispatch Center with 

some other system, then SWEPCO must t"1le‘wlth the Commission a detailed description of 

the proposed system, the net dllferenee -in the cost of the proposed system, the reasons the 

proposed system is expected to be an improvement over the 1‘ ac D Dispatch Center, and the 

anticipated ebct on SWEPCO's ability to address the functions currently handled by the T 

8: D ‘Dispatch Center.. The Cornmisslon will, '90 days. rule on whether SWELPCO 

may replace the T 8:. D Dispatch. Center with the new system. This-provision is not interrded 

to allow SWEPCO or AEP simply to establish a new T 3: D Dispatch Center at another 
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location nor eliminate the ‘RED Dispatch Center entirely for its‘ combined operations. 

X. SWEPCO agrees to maintain the availability of SWEPCOILouisiana pay stations. 

-Specically, SWEPCO commits to maintain in place the pay station located-at 416 '1‘;-avis 

Street. Shrevepott, La. from the date of the Order approving this SQKP through at least 

December 31. 2017. In addition, SWEPCO will continue to evaluate all reasonable 

alternatives to provide SWEl"COlLouisiana ratepayers with the widest range of options by 

which to pay their electric bills. 

X]. SWEPCO agrees to  the current number of SWEPCO Distxibution Operation 

Centers in Louisiana. from the date of the Order approving the SQIP through at least 

December 31-. 2017-. 

"XII. SWEPCO also cornmitsto continue to attempt to improve reliability and the foliowingis a 

repon on the status ofsnbstation and transmission projects: 

a. Swan Lakeslation (new construction)‘ 

1:. Cnplis Station = 

c, Browulee Rd. Station (upgrade of-substation) 

d. Dogwood Station (upgrade of guhstation) 

1:. Red Point Station (COMPLETED) 

f. "Port Robson Station (COMPLETED) 

g. Sligo Rd. Station (COMPLETED) 
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Centers in Louisiana. from the date of the Order approving the SQIP through at least 

December 31-. 2017-. 

"XII. SWEPCO also cornmitsto continue to attempt to improve reliability and the foliowingis a 

repon on the status ofsnbstation and transmission projects: 

a. Swan Lakeslation (new construction)‘ 

1:. Cnplis Station = 

c, Browulee Rd. Station (upgrade of-substation) 

d. Dogwood Station (upgrade of guhstation) 

1:. Red Point Station (COMPLETED) 

f. "Port Robson Station (COMPLETED) 

g. Sligo Rd. Station (COMPLETED) 
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h. Linton Rd. Station (COMPLETED) 

l. Shreveport Downtown Network (rehab of major network‘ serving 

downtown Shreveport) 

j. Bodcau Stntlon (COMPLETED) 

Deco Point Station‘ (COMPLETED) 

l. 138 KW Transmission line Construction (COMPLETED) 

As SWEPCO has completed nugny o£'rhe foregoing projects. no future 

reporting is required or necessary ‘as to the completed 'projccts.. SWEPCO will 

report to Staff on the status of future projects, as well as auy'mo‘clifications or 

cbanges to these projects in its annual repon filed on April l” of each year and 

dlsoussed in the following paragraph; or more frequently as it deems necessary, or 

I 

as requested by Staff. 

XIII. In addition to the reporting requirements contained in the Commission’: April 30, 1998 

General. Order In re: Ensuring Reliable Electric Service (Docket No.~U-22389). the 

company agrees to subniit n cornpn:he_nsive report to the Commission by April 1 of each 

year (the "current year"), regarding mults of operations in-tho previous calendar year (the 

"prior year") containing the-fotlowlng information: 

(1) The number of eld personnel in the prior year; 

(2) The projected number of eld personnel for the current year; 

(3) Thetamount spent on its vegetation management program in the prior 
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approve expcndimms for service and reliability needs with a threshold not less than 

$3,000,000 without further approval. SWEPCO and AB? commit ftuther to maintain in 

Louisiana .n suicient management team to ensure that safe. reliable, and eicicnt electric 

service is provided and .to respond to the needs and inquiries of Louisiana ratepayers. 

Specically. SWEPCO shall maintain Louisiana management personnel in, sufcient 

numbers to pert”orrn.the functions currently performed by the personnel on the SWEPCO 

Louisiana Employee Reconciliation attached hereto as Exhibit "A" and identied in a 

SWEPCO organizational chart‘ attached hereto" as Exhibit “B”, to be included in. the annual 

ling. 

Any reduction in work force below the baseline, -if any. shall be identied in Exhibit 

A and the reason for suchrcduction stated. This does not preclude SWEPCO. from “netting" 

positions upon review by the Commission Stall, "Netting" is dened as eliminating one 

employee position for eiclency pur'pos,es and lling a comparable position in another area 

of‘ the eomparry to meet a specic need. -Upon receipt of the filing, the Comrnissionmay 

take all appropriate nations to ensure that proposed management changes do not adversely 

ntfeetthc provision, reliabllity.»a_nd cost of service to muisinna ratepayers. Ifretail access is‘ 

mandated by the Cornmission or through‘ action by the Federal Energy Regulatory 

Commission or i'edera1,legislaliotr.'the Company must submit any proposed management 

-changes to the Commission no less than 120 days in advancc:of.the.e'ectiverdate of such 

changes. 

All prudent costs incurred to comply with the terms of this Seruice Quality Improvement 
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Louisiana Employee Reconciliation attached hereto as Exhibit "A" and identied in a 

SWEPCO organizational chart‘ attached hereto" as Exhibit “B”, to be included in. the annual 

ling. 

Any reduction in work force below the baseline, -if any. shall be identied in Exhibit 

A and the reason for suchrcduction stated. This does not preclude SWEPCO. from “netting" 

positions upon review by the Commission Stall, "Netting" is dened as eliminating one 

employee position for eiclency pur'pos,es and lling a comparable position in another area 

of‘ the eomparry to meet a specic need. -Upon receipt of the filing, the Comrnissionmay 

take all appropriate nations to ensure that proposed management changes do not adversely 

ntfeetthc provision, reliabllity.»a_nd cost of service to muisinna ratepayers. Ifretail access is‘ 

mandated by the Cornmission or through‘ action by the Federal Energy Regulatory 
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All prudent costs incurred to comply with the terms of this Seruice Quality Improvement 
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Program shall be recoverable in accordance with the Commission’: traditional ratcmalting. 

principles and procedures , through recognition of these costs in -its revenue requirement in 

any future rate reviews, and including the current Formula Rate Plan (FRP) or a‘ny'.rturc 

FRI’, except for the Valley District incremental vegetation management spend, which shall 

be recoverable as provided on paragraph IV above. 

XVI. ll’ ret_ail- access is mandated by the Commission, or through action by the Federal Energy 

Regulatory Commission or federal legislation, or if other force majcure event occur, then 

SWEPCO-La. shallhave the right .to petition the Commission for modification: to this 

‘Service Quality Improvement Program. Further, in the event of future technological 

_deve_lopments or improvemcnm that improve. sigiticantly the provision of service, 

SWEPCO may petition the Commission for modlcaon of this Service Quality 

Improvement Program. Any such petition -must» establish the necessity of the proposed 

modications and provide appropriate protectiomr to ensure that SWEPC0-LL‘:-quality of 

service will not decline and that a snicient number of employees, including a management 

team, remain in place in Louisiana. The Commission will act upon the petition in 

accordance with its normal rules and procedures. 

1142991! 
Juzma 

-< 
nn---- 

- 
-1--.: r .. ....<..._.— 

LPSC Order No. U-34200-A 

Attachment “A” 

an N.6.:.&_J u4.W.‘._...... 
_..... 

_..t.......c....e_r....e._.._....._..-...____ ..... ..- ,._ .. ..-.-....r _-........ -. 

tachmcnt "l" 

Attaclunent A 

Program shall be recoverable in accordance with the Commission’: traditional ratcmalting. 

principles and procedures , through recognition of these costs in -its revenue requirement in 

any future rate reviews, and including the current Formula Rate Plan (FRP) or a‘ny'.rturc 

FRI’, except for the Valley District incremental vegetation management spend, which shall 

be recoverable as provided on paragraph IV above. 

XVI. ll’ ret_ail- access is mandated by the Commission, or through action by the Federal Energy 

Regulatory Commission or federal legislation, or if other force majcure event occur, then 

SWEPCO-La. shallhave the right .to petition the Commission for modification: to this 

‘Service Quality Improvement Program. Further, in the event of future technological 

_deve_lopments or improvemcnm that improve. sigiticantly the provision of service, 

SWEPCO may petition the Commission for modlcaon of this Service Quality 

Improvement Program. Any such petition -must» establish the necessity of the proposed 

modications and provide appropriate protectiomr to ensure that SWEPC0-LL‘:-quality of 

service will not decline and that a snicient number of employees, including a management 

team, remain in place in Louisiana. The Commission will act upon the petition in 

accordance with its normal rules and procedures. 

1142991! 
Juzma 

-< 
nn---- 

- 
-1--.: r .. ....<..._.— 



LPSC Order No. U-J-8200’-1\ 

Attachment "A" 

...._.. ....._...A... .. .... .|..u».4 . 

met. no. u-uuv-A 

uxchmcnt. 
" 

I 
" 

o.'—»«.. _  

..._.j-....;.-.-...._...........__ 

. -, ............,.-—n-v»~,.,... .._..,................_....... 
. _._..._.,. . 

.........‘ -.... ,.. . 

LPSC Order No. U-J-8200’-1\ 

Attachment "A" 

...._.. ....._...A... .. .... .|..u».4 . 

met. no. u-uuv-A 

uxchmcnt. 
" 

I 
" 

o.'—»«.. _  

..._.j-....;.-.-...._...........__ 

. -, ............,.-—n-v»~,.,... .._..,................_....... 
. _._..._.,. . 

.........‘ -.... ,.. . 


