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Divis io n  o f Se r vic e  Eva lu a t io n

Bureau of Service 
Quality and 
Reliability

Bureau of Planning 
Research & Rates 

Bureau of 
Pipeline Safety

One Call & 
Metering

Mission:   Ensure that utilities maintain or 
improve the level of reliability, safety and 
service during and after the transition to 
competitive markets.  Ensure that utilities are 
prepared to respond to any contingency, 
hazard or disaster.  
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All Service Quality & 
Reliability Functions

Major Investigations
Minor Investigations
Special Complaints

Customer Complaints 
(300 Written, 200 Verbal) 

Divis io n  o f Se r vice  Eva lu a t io n

Bureau of Service 
Quality and 
Reliability

Bureau of Planning 
Research & Rates 

Bureau of 
Pipeline Safety

One Call & 
Metering

Emergency Management
Field / Accident Investigations
All Outage Reporting
PJM Monitoring 

Utility Security:  Drastically 
increased involvement in utility 
security (anti-terrorism) associated 
with the NJ Domestic Security 
Preparedness Task Force)  
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Divis io n  o f Se r vice  Eva lu a t io n
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One Call & 
Metering

Pipeline Research
Master Meter Program
Federal Initiatives
Limited One Call
LNG Inspections

Pipeline Inspections (596)

Accident Investigations  

Emergency Response

Dockets 
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Membership Issues
One Call Center Liaison
Constituent Relations / 
Outreach

One Call Hit Investigations 
& Enforcement 

Frequent Field Response

4000 Hit Reports Annually 

All Meter 
Testing 
(165)

Divis io n  o f Se r vice  Eva lu a t io n
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Divis io n  o f Se r vice  Eva lu a t io n

Bureau of Service 
Quality and 
Reliability

Bureau of Planning 
Research & Rates 

Bureau of 
Pipeline Safety

One Call & 
Metering

Intradivisional Rate Support
Base Rates (7), LEACs, Tariffs,   
Mergers & Acquisitions, etc.

Municipal Consents (20)

Rulemakings
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The Reliability Formula

N.J.S.A. 48:2-23.  Safe and adequate service.

Recognition that utilities are critical.

Making reliability an imperative – industry and government.

All hazards Disaster Response & Business Continuity planning.

Other: PJM, One-Call, Pipeline Safety. 

“Lessons Learned” mentality.

Since 9/11/01
• Commitment to infrastructure protection.
• Uniform infrastructure assessment & protection measures.
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Utility Reliability - Post-9/11

RecoveryPrevention

Prevention and On-Going 
Reliability Measures:

* Inspection / Maintenance

* Testing

* System Design / Redundancy

* One Call Law

* Contingency Planning

Consequence Management

* Prompt Restoration

* Recovery Coordination

* Effective Communications

* Contingency Response

Security 
Element –

Reassess

New Paradigm 
on Reliability, 
Integrating 
Infrastructure 
Protection
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