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2017 KPI-P2 
Performance 

Payout

6.96%

Estimated Financial Impact

$ 2,072,855.51

1.55%
Power Quality and Reliability

Gold

1.80%
Cost and Price

Gold

0.75%
Billing and Payment

Gold

0.60%
Corporate Citizenship

Silver

1.00%
Communications

Platinum

0.63%
Customer Service

No Rating

0.63%
Safety and Security

No Rating





2018 – First Contact Resolution

• JD Power sample size under 50 per KPI Period

• TSE Survey uses similar methodology, approximately 500  surveys per 
KPI period

• Recommend 2018 calculation as a weighted average of scores from 
both surveys 

• Internal customer satisfaction survey site to be launched in late Q1



2018 – Safety Awareness

2017 Performance
TCIR
• 2017 – 3.83

• Silver target < 1.0

DART
• 2017 – 3.83

• Silver target < 0.3

Preventable Accidents
• 2017 – 3.83

• Silver target < 6

Improvement Plan

• Focus on safety training

• Awareness campaign

• Improve communication

• Focus on protective gear


