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SWEPCO confirms that maintenance of its eleciric system and impravemeéat of the quality
und reliability of scrvice provided to its Louisiana customiers remains a priority. SWEPCO
commits that it shall-contiiue to underiake reasonnble efforts to mainlain.or improve (he quality and
reliability of service. SWEPCO also merged with and acquired Valley Electric Membership
Corporation (Valley) in 2010 and this Order Will now aiso cncompass this territory known a3 the
Valley District and includes the former Valley emplayces.

In keeping with this commitment, SWEPCO agrees to adopl this Service Quality
Improvement Program (“SQIP”). In order to assure fhe Louisiana Public Service: Commission
(“Commission™) and Lovisiana ratepayers of continued excelleat service quality, SWEPCO
commits and agrees to the following:'

L For a period of 2 years, ending December 31, 2017, there shall be no reduction in tho
nurnber of field personnel. Field personnel shall be defined as follows:
Linemen/Network Linemen;
b. Troublemen;
C. Manager/Supervisors;
d Engineering Personnel;
e. Forestry;
1. Customer Service Reps;

1 Ubless otherwise indicated, Jevels of employees, services provided, physical locations and
expenditures all refer to Louisiana jurisdictional operations,
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2 ‘Meter Operation Personnel;

TField Revenue Specialist:
i.  StationPersonmel;
i Customer Solution Center
All SWEPCOQ. Louisiana employees, including Lovisiaria generation personnel,
will be accounted for in Exhibit A, “SWEPCO Louisiana Employee
Reconciliation,” which will be attached to the annual filing.

To the. extent that the Comipany outsources or automates a particular function (e.g., meter
reading) it shall notify the Commission at lcast 90 days in advance of the proposed change, Such
notification shall include the proposed date of the change, the reasons for the change, the expected
cost savings from such a change, tha relocation of the impacted employees and the asticipated
impact on the quality of service provided. If SWEPCQ outsources a function on an emesgency or
tomporary (less than 60 days) basis, thicn the Company shall make an informational filing describing
the service that was outsourced, the reasons for the outsourcing, and the cost of the outsourcing.

. The number of linemen/network lincmen shall be maintained at a minimum of 119 positions

for the duration of the SQIP..

M. SWEPCO agrees to maintain in place an Apprentice Program to train linemen and 1o ensure
that an. adaquate number of linemen and line servicers arc staffed to adequately serve the
needs of Loulsitia customers. The Apprentice Program shall be reasonably monitored s6 as

to maintain the minimum number of inemen as set forth in I above,

IV.  SWEPCO-agrees to continue to maintain and support an overall reliability prograro designed
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to ensure reliable service in SWEPCO Louisiana service territory.  This program will

include capilal spending opportunities as well -as fargeted reliability activities, such as

‘underground: conveérsion where appropriate, inspections and roplacemerits of facilities and a

minimum base level of funding for vegetation management. SWEPCO agrees to commit 10
a base fevel Performance Based vegetation management program with an annual minimum
spending level of $10,000,000 through the term of the SQIP agreement, subject to
modification or adjustments fecommended by SWEPCO in consultation with the LPSC
Staff and approved by the Commission. In addition to the basc 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 Settloment Tetm Sheet,  ‘The vegetation costs to
comply with the Service Quality Improvement Program shall be included in SWEPCO's
cost of service and with the Valley District-related incremental spend to be recoverable
through the firel adjustment clause, subject fo any prospective changes by the Commiission.
SWEPCO has indicated that a Performance Based approach is more efficient and

allows SWEPCO to address the clrcuits in most need of vegetalion management rather than
the traditional cycle trimming approach. SWEPCO ‘will engage in a “well-planned
vegetation management program which contains specific work plans for the upcoming years
that will address, amiong cther things:

e Location of treatment and reasons for selection of locations;

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

upon vegetation and environmental conditions;
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o Prioritization und specific scheduling by liné/circuit;

» Cost of treatment.
SWEPCQ’s Forestry staff and contractors will work continuously to ensure that the
appropriate vegetation management Is being utilized so as to maximize effcctiveness and
cfficiency while maintaining rcliability. Tree-related data, including SAIFI indices,
customer oulage minutes, and customer quality of service complaints will be considered
in preparing the vegetation management plans, on an ongoing basis, SWEPCO- also
agrees to report to ‘Staff, on an annual basis, with its proposed free vegetation and

management plan.

SWEPCO agrees to cantinue 1o strive toabide by all of the provisions of the Commission's.
General Orders and Rules related to maintaining and improving the quality and xeliability of
electric service to their Louisiana customers. SWEPCO remains committed to malntaining:
and where necessary, improving the quality and reliability of electric service to its Louisiana
customers. In that regard, SWEPCO commits to devote reasonable efforts to ensuring that
its 2016-2017 SAIDI and SAIFI values for its Louisiana opcrations shall be maintained or
improved over time (subject to-the force majewre provisions contained in the Commission’s
General Order and Regulations Jn-re: Ensuring Reliable Electric Service, Docket No.‘ U-.
22389 (Adopted April 30, 1998 and subject (o the provisions below as to the Valley Service
Territory. The partics acknowledge and agree that the SWEPCO vegetation management

program was not in place at Valley, before the Qctober 2010 acquisition and therefore, the
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reliability metrics arc not applicable to the Valley District, but with SWEPCO providing

reports to Stafl on its progress in the Service Quality docket.

SWEPCO currently utilizes a 10-year cytle for the inspection (and repalr as necessary) of
the entire SWEPCO/Ldtisiana system. SWEPCO commits 0. maintain and, if possible,
improve the. 10-yeas inspectiou program, which includes reasonable pole, cross-arm and
related equipment inspection. SWEPCO will report the inspection program tosts each year
for the inspection, reinforcement, refurbishment and replacement of the distibution poles,

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

SWEPCO sgrees that it will continue, and, if possible, improve upon SWEPCO's policies of
addressing the worst 5% of distribution feeders. The companty will undettake all reasonable
expenditures 1o achieve the goal of Jimiting customer outages, SWEPCO' will report the
estimated cost td comply tclated to these 5% worst fecders in its annual zeport to the
Commission for cost related to patrolling, tree trimming, pole inspection, pole hardware and
animal guards.

SWEPCO agtees to maintain the SWEPCO Customer Solution Center in Shreveport,
Louisiana from the date of the Order approving this SQIP through st least December 31,
2017. During this period, if SWEPCO determines that a customer solution center is no
longer the most efficient means to bandle communications with ils customers, and
SWEPCO desires to replace the current customer solution center with some other system,
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then SWEPCO must file with the Commissiont a detailed deseription of the propesed
syster, the reasons the proposed system is believed to be more efficient than the customer
solution center, the net difference in cost of the proposed system, and the anticipated effects
on SWEPCO's ability 1o receive, process, and address customer communications. The
Commission will, within 90 days, nule 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, nor eliminate the customer solution center entirely for its

combined operations:

SWEPCO. agrees to maintain the SWEPCO Transmission and Distribution (T&D) Dispatch
Cenler in Shreveport from the date of the Order approving this SQIP through at least
December 31, 2017, During this period, if SWEPCO determines that a T & D Dispatch
Center is nolonger the most éfficient means 16 handle the finctions currently handled by the
T & D Dispatch Center, and SWEPCO desires to replace the T & D. Dispatch Center with
some other system, then SWEPCO must file with the Commission 2 detailed description of
the proposed system, the net difference in the cost of the proposed system, the reasons the
proposcd system is expeoted to be an improvement over the T & D Dispatch Center, and the
anticipated effect on SWEPCO's ability to address the functions currently handled by the T
& D Dispatch Ceater. The Commission will, within 90 days, rule on whether SWEPCO
may.replace the T & D Dispatch Center with the new system. This provision is not intended
to allow SWEPCO or AEP simply to establish a new T & D Dispatch Center at another
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location nor eliminate the T&D Dispatch Center entirely for its combined operations.

SWEPCO agrees 1o maintain the availability of SWEPCO/Louisiana pay stations.
Specifically, SWEPCO commits to maintain in place the pay station located at 416 Travis
Street, Shreveport, La. from the date of the Order approving this SQIP through at least
December 31, 2017. In addition, SWEPCO will continue to evaluate all reasonable
alternatives to provide SWEPCO/Louisiana ratepayers with the widest range-of options by

which to pay their electric bills.

SWEPCO agrees to maintain the current number of SWEPCO Distribution Operation
Centers in Louisiana. from the date of the Order approving the SQIP through at least
December 31,2017,

SWEPCO-also comnits to continue to aitempl 1o improve reliability and the following is a
téport on the status of substation and transmission projects:

a Swan Lake Station (new construétion)

b, Caplis Station (COMPLETED)

< Brownlee Rd. Station (upgrade of substation)

d. Dogwood Station (upgrads of substation)

¢.  Red Point Station (COMPLETED)

)3 Port Robson Station (COMPLETED)

8 Sligo Rd. Station (COMPLETED)
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Linton Rd. Station (COMPLETED)

Shreveport Downtown Network (rehab of major network serving
downiown Shreveport)

Bodcau Station (COMPLETED)

Deen Point Station (COMPLETED)

138 KW Transmission line Construction (COMPLETED)

As SWEPCO has completed many of the foregoing projects, na future

reporting is required or necessary as to the completed projects.. SWEPCO will

repoti to Staff on the status of future projects, as well as any modifications or

changes to these projects in its annual report filed on April 1* of each year and

discussed in the following paragraph, or more frequently as it deems necéssary, or

‘ as requested by Staff..

XL In addition to the reporling reqiirements contained in the Commission's April 30, 1998

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

company mgrees 1o submit a comprehensive report to the Commission by April 1 of each

year (the "current year"), regarding results of operations in the previous calendar year (the

"prior year") containing the followlnp information:

)
@
@

“The number of field personnel in the prior year;
The projected number of field personnel for the current year;
“The:amount spent on its vegetalion management program in tlie prior
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$3,000,000 without further approval. SWEPCO and AEP commit further to maintain in
Louisiana a sufficient management {eam to ensure that safe, relieble, and efficient electric
service is provided and fo respond to the needs .and inguiries of Louisiana ratepayers.
Specifically, SWEPCO shall maintain Louisinna management personnel in. sufficient
numbers 1o perform. the functions currently performed by the personnel va the SWEPCO
Louisiana Employee Reconciliation attached hereto as Exhibit "A" and identified in a
SWEPCO organizational chart attached hereto as Exhibit “B”, to be included in. the suriual
filing.

Any reduction in work force belaw the baseline, i any, shall be identified in Exhibit
A and the reason for such reduction stated. This does not preclude SWEPCO from “netting”
positions upon review by the Commission Staff.. *Netting” is defined as eliminating one
employee position for efficiency purposes and filling a comparable position in another area
of {lie company to meet & spetific need. Upon receipt of the filing, the Commission. may
tako all appropriatc actions to easure that proposed management changes do not adversely
affect the provision, reliability, &nd cost of service to Louisiana ratepayers. 1f retail access is'
mandated by the Commission or through action by the Federal Energy Regulatory
Commission or federal Jegislation, the Company must submit any proposed management
changes 10 the Commission no less than 120 days in advance of the effective date of such

changes.

XV. All prudent costs inourred to comply with the terms of this Service Quality Improvement
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Program shall be recoverable in accordance with the Commission's traditional ratemaking,
principles and procedures , through recognition of these costs in its revenue requirement in
any fiiture rafc reviews, and including the current Formula Rate Plan (FRP) or any future
FRP, excep! for the Valley District inctemental vegetation management spend, which shall

be recoverable as provided on paragraph IV above.

. IF retail access is mandated by the Commission, or through action by the Federal Energy

Regulatory Comimission or federal legislation, or if other force majeure. event occur, then
SWEPCO-La. shall have the right o petition the Commission for modifications to this

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

developments or improvemenis that improve. significantly the provision of service,

SWEPCO may petition the Commission for modification of this Service Quality
Improvement Program. Any such petition must establish the necessity of the proposed
modificitions and provide appropriaté protections to ensure that SWEPCO-La's-quality of'
service will not decline and that a sufficient number of employees, including a management
team, temain in place in Louisiana. The Commission will act upon the petition in

accordance with its normal rules and procedures.
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