RESPONSE





QUESTION NO. CR-289





Provide all customer service and system reliability benchmarking studies concerning the AEP and/or CSW companies, whether prepared internally or by consultants, within the last five years.  The rest includes but is not limited to participation in the Theodore Barry and Associates Annual Benchmarking survey.





RESPONSE NO. CR-289





Documents responsive to this request are voluminous, and portions of this document are confidential as well as highly sensitive.  These documents are available for review under the terms of the Protective Order entered in this Case in the voluminous room at the Austin offices of Central and South West (CSW), 400 West 15th Street, Suite 610, Austin, Texas  78701, telephone number (512) 481�4547, during normal business hours.





Included in the voluminous response are the Theodore Barry and Associates reports for the years 1996 and 1997.  The numbers in these reports that identify AEP are:





For the Annual Utility Customer Services Best Practices Survey:





AEP97 (96YE)�
Primary:�
3�
Alternate: N/A (Report focused on Customer Services only.)�
�
AEP96 (95YE)�
Primary:�
8�
Alternate: N/A (Report focused on Customer Services only.)�
�



For the Utility Benchmarking Survey:





Primary = Customer Demographics/Customer Services.


Alternate = Transmission and Distribution





AEP97 (96YE)�
Primary:�
17�
Alternate: 19�
�



CSW companies have not prepared an internal Reliability or Customer Service Benchmarking study regarding Customer Service or Reliability.





CSW has participated in the Theodore Barry and Associates Annual utility Benchmarking surveys for the years 1995-1997.





While reviewing the TB&A survey results provided in the voluminous response, please use the following respective Company ID’s:





CSW 97 (96 YE)�(First and last time reported)�
Regular:  17�
Alternate:  49�
�



CPL 97 (96YE)�
Regular:  41�
Alternate:  41�
�
CPL 96 (95YE)�
Regular:  21�
Alternate:  25�
�
CPL 95 (94YE)�
Regular:  25�
Alternate:  23�
�



SWEPCO 97 (96YE)�
Regular:  33�
Alternate:  51�
�
SWEPCO 96 (95YE)�
Regular:  23�
Alternate:  28�
�
SWEPCO 95 (94YE)�
Regular:  26�
Alternate:  22�
�



WTU 97 (96YE)�
Regular:  25�
Alternate:  48�
�
WTU 96 (95YE)�
Regular:  25�
Alternate:  24�
�
WTU 95 (94YE)�
Regular:  27�
Alternate:  20�
�



Pursuant to agreement with General Counsel, Applicants refer to the response to Commercial Consumer Group, Inc.’s Second Request for Information, Question Nos. 45 and 46 for customer service studies.





Applicants have an additional report that is copy righted and will be available under the terms of an acceptable agreement within the reports prepared.





For 1997 CSW participated in the Annual/Best Practices Survey:





CSW (96YE)�
Primary:�
6�
Alternate: N/A �
�
�
�
�
�
�
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