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Attachment A 

Substantive Changes from Model Service Quality Guidelines in D.P.U. 12-120-D 

Redline Comparison Page Change Made 
 

Throughout (not redlined) Removed references to gas company metrics, 
revised generic language to be company 
specific. 

Page 3, “Critical Facility” Aligned the definition of “critical facility” with 
D.P.U. 12-120-D, Order (“Order”) at 35. 

Page 4, “Downed-Wire Response” Removed the reference to “downed-wire” to 
clarify that Priority 1-3 is used for all public 
safety agency calls. 

Page 9, Service Appointments Removed “with the assent of the customer” to 
clarify that the Company’s ability to cancel the 
appointment is not contingent on the 
customer’s assent; rather, the rescheduling of 
the appointment requires the customer’s assent 
since a “Service Appointment” is defined as a 
mutual agreement by the Company and a 
customer.  See D.P.U. 12-120-D Guidelines at 
6. 

Page 14, Circuit Level Reliability Added “for Chronic Circuits that were not 
remediated by the end of the third year” to 
clarify that the mean test will be applied to 
Chronic Circuits that have not be remediated 
pursuant to the Order at 21, 25. 

Page 14, Circuit Level Reliability 
 

Added and removed select language to clarify 
the calculation of the mean and comparison 
test. 

Page 16, CEMI and CELID Added “a status report about its ability to 
calculate CEMI and CELID” for clarification 
purposes. 

 


