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 State law requires MPSC to investigate the method employed 

by utilities to supply electricity and to order improvements 

necessary to secure good service and ensure the safety of the 

public

– Prior to 2000 regulated electric utilities had no annual reporting 

requirements

– 1997 to 1999: three worst storms since 1991with wind speeds exceeding 

80mph

– Impacted one million customers of Detroit Edison

– Increased number of complaints to MPSC
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 Staff developed recommendations regarding 

appropriate measures of service quality, current 

industry standards, and changes in existing methods 

that will improve service reliability.

 Rule Making Process-Commission staff, utility, 

stakeholder, customer input

 2003 Service Quality and Reliability Standard for 

Electric Distribution Systems approved
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Service Quality and Reliability Standard Annual 

Reporting Requirements

 Utility responses can be found annually on MPSC E-Dockets 

 Case:12270

 Summary: In the matter, on the Commission’s own motion, of the investigation 

into the methods to improve the reliability of electric service in Michigan

– http://efile.mpsc.state.mi.us/efile/

 Customer Contacts to Electric Utility

– Call Blockage Factor-factor of less than 5%

– Complaint Response Factor-90% within three business days

– Average Customer Call Answer Time: less than 90 seconds
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Service Quality and Reliability Standard Annual Reporting 

Requirements

 Meter Reading Factor: 85%

 New Service Installation Factor: 90% completed within 15 business days

 Wire-down Relief Factor: 90% within 240 minutes within metropolitan area, 

90% within 360 minutes in non-metropolitan area

 Service Restoration Factor for All Conditions: 90% restored within 36 hours

 Service Restoration Factor for Normal Conditions: 90% restored within 8 

hours

 Service Restoration Factor for Catastrophic Conditions: 90% within 60 

hours

 Description of Catastrophic Conditions Experienced during the year

 Number and Total Dollar Amount of All Customer Credits Provided during 

year

 Summary Table -complied or failed to comply with explanation of steps 

being taken to bring performance to acceptable level
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