Exhibit A

DEPARTMENT OF LABOR AND ECONOM C GROMH
PUBLI C SERVI CE COW SSI ON

SERVI CE QUALI TY AND RELI ABI LI TY STANDARDS
FOR ELECTRI C DI STRI BUTI ON SYSTEMsS

Filed with the Secretary of State on
These rul es take effect 7 days after filing with the Secretary
of State

(By authority conferred on the public service comm ssion by
section 10p of 2000 PA 141, section 7 of 1909 PA 106, section
5 of 1919 PA 419, sections 4 and 6 of 1939 PA 3, and sections
3, 9, and 231 of 1965 PA 380, MCL 460. 10p, 460.557, 460, 55,
460, 4, 460.6, 16.103, 16.109, and 16.331)

PART 1. GENERAL PROVI SI ONS

R 460. 701 Application of rules.

Rule 1. (1) These rules apply to electric utilities as
defined by
R 460. 702(k) .

(2) These rules do not relieve an electric utility that is
subject to the jurisdiction of the public service conm ssion
fromany of its duties under the laws of this state, including
all of the requirenents of R 460.3101 to R 460. 3908.

R 460. 702 Definitions.

Rule 2. As used in these rules:

(a) “All conditions” neans conditions reflected by data
derived through the amal gamation of data from both nornal
condi tions and catastrophic conditions. “All conditions” does
not mean only normal conditions or only catastrophic
condi ti ons.

(b) “Answer” neans that a utility representative, voice
response unit, or automated operator systemis ready to render
assi stance or ready to accept information necessary to process
the call. An acknow edgnent that the custoner is waiting on
the |line does not constitute an answer.

(c) “Approved by the conm ssion” neans that a favorable
conm ssi on order has been obt ai ned.

(d) “cCall” neans a neasurable effort by a custoner to
obtain a tel ephone connecti on whether the connection is
conpl eted or not.
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(e) “Call blockage factor” nmeans the percentage of calls
that do not get answered. The call blockage factor is
cal cul ated by nultiplying the remai nder obtained by
subtracting the nunber of answers fromthe nunber of calls,
mul tiplying by 100, and then dividing that value by the total
nunber of calls.

(f) “Catastrophic conditions” neans either of the
fol | ow ng:

(i) Severe weather conditions that result in service
interruptions for 10%or nore of a utility’s customers.

(ii) Events of sufficient nmagnitude that result in issuance
of an official state of energency declaration by the |ocal,
state, or federal governnent.

(g) “Comm ssion” neans the M chigan public service
conmi ssi on.

(h) “Conplaint response” or “response” neans a
communi cation between the utility and the custoner that
identifies the problemand a solution to the conpl aint.

(i) “Conplaint response factor” neans the annual percentage
of the conplaints forwarded to a utility by the comm ssion
that are responded to within the tinme period prescribed by
t hese rul es.

(j) “Conpletion date” nmeans the day on which service at a
new i nstallation is permanently energi zed. The provision of
constructi on power does not affect a determ nation of the
conpl eti on date.

(k) “Electric utility” or “utility” nmeans that term as
defined in section 2(d) of 1995 PA 30, MCL 460.562(d).

(1) “Interruption” neans the full or partial |oss of
service to 1 or nore custoners for longer than 5 mnutes. The
duration of a custoner’s interruption shall be neasured from
the tine that the electric utility is notified or otherw se
becones aware of the full or partial |oss of service to 1 or
nore custoners for |onger than 5 m nutes.

(m “Meter reading factor” means the percentage of neters
read within an approved billing period. An approved billing
period is a “billing nonth” within the nmeaning of R
460. 2102(b) of not |ess than 26 days, nor nore than 35 days,
or sone other tine period approved by the comm ssion.

(n) “Metropolitan statistical area” neans an area within
the state of Mchigan identified by the federal office of
managenent and budget on June 30, 1999. A map of the
nmetropolitan statistical areas was attached to the July 11,
2001, order in Case No. U 12270 as exhibit C and appears on
the website of the United States departnent of commerce,
econom cs and statistics adm nistration, bureau of the census
at http://ww. census. gov/ geo/ ww mapQGal | ery/ st na99. pdf .




(o) “Mnimumbill prorated on a daily basis” neans the
amount that results fromdividing the custoner’s m ni num bi |
amount by the nunber of days in the billing period and then by
nmul ti plying that quotient by the nunber of days during which
t he custonmer remained out of service.

(p) “MSS DGactivities” neans the requirenents inposed
pursuant to 1974 PA 53, as anmended, MCL 460. 701 et seq.

(q) “New service installation factor” nmeans the percent of
new servi ce hookups that are conpleted within the tine period
prescri bed by these rules, fromstart date to conpl etion date.
New servi ce hookups dependent on the construction of a |line
extension other than the service line shall be excluded from
the calculation of this factor.

(r) “Normal conditions” nmeans conditions other than
cat astrophic conditions.

(s) “Same-circuit repetitive interruption” nmeans a groupi ng
of nore than 10 custoners on a circuit who experience nultiple
interruptions under all conditions. At its option, an
electric utility may report on specific identifiable circuit
segnents rather than whole circuits as long as the criteria
for identification of the specific circuit segnents are fully
explained inits report. |If an electric utility lacks the
capability of independently tracking same-circuit repetitive
interruption data, then the utility may rely solely upon
notification provided by its custoners to report the data to
t he commi ssi on.

(t) “Service restoration” neans that the interruption
condi ti on has been corrected and that the interrupted custoner
or custoners have regained the full use of their electric
servi ce.

(u) “Start date for new installations” neans the first
busi ness day after all of the follow ng events have occurred:

(i) Al rights of way, easenents, |icenses, and consents
have been obtai ned and are and renai n physically unencunber ed.

(ii) Al permts have been received.

(iii) Al joint use requirenents have been net.

(iv) Al required inspections have been conpl et ed.

(v) Al conm ssion-approved tariff paynments have been
recei ved.

(vi) Al MSS DG activities have been conpl et ed.

(v) “Wre-down relief factor” neans the annual percentage of
the non-utility enpl oyee guarded downed wres that are
relieved by a utility representative within the tinme period
specified in Rule 23.

R 460. 703 Revision of tariff provisions.
Rule 3. Not nore than 30 days after the effective date of
these rules, an electric utility subject to the conm ssion’s



jurisdiction shall file any revisions of its tariff provisions
necessary to conformw th these rules.

PART 2. UNACCEPTABLE LEVELS OF PERFORVANCE

R 460.721 Duty to plan to avoid unacceptable |evels of
per f or mance.

Rule 21. An electric utility shall plan to operate and
maintain its distribution systemin a manner that will permt
it to provide service to its custoners w thout experiencing an
unaccept abl e | evel of performance as defined by these rules.

R 460. 722 Unacceptabl e | evel s of performance during service
i nterruptions.

Rule 22. 1t is an unacceptable |evel of performance for an
electric utility to fail to nmeet any of the follow ng service
i nterruption standards:

(a) Considering data derived through the amal gamati on of
data from both normal and catastrophic conditions, an electric
utility shall restore service within 36 hours to not |ess than
90% of its custoners experiencing service interruptions.

(b) Considering data including only catastrophic
conditions, an electric utility shall restore service within
60 hours to not |ess than 90% of its custonmers experiencing
service interruptions.

(c) Considering data including only normal conditions, an
electric utility shall restore service within 8 hours to not
| ess than 90% of its custoners experiencing service
I nterruptions.

(d) Considering data derived through the anal gamati on of
data from both normal and catastrophic conditions, an electric
utility shall not experience 5 or nore sanme circuit repetitive
interruptions in a 12-nonth period on nore than 5% of its
circuits.

R 460.723 Wre down relief requests.

Rule 23. (1) It is an unacceptable |Ievel of performance for
an electric utility to fail to respond to a request for relief
of a non-utility enployee guarded downed wire at a location in
a metropolitan statistical area within 240 m nutes after
notification at |east 90% of the tinme under all conditions.

(2) It is an unacceptable |evel of performance for an
electric utility to fail to respond to a request for relief of
a non-utility enpl oyee guarded downed wire at a location in a
non-netropolitan statistical area within 360 m nutes after
notification at |east 90% of the tinme under all conditions.



R 460. 724 Unacceptabl e service quality levels of perfornmance.

Rule 24. It is an unacceptable | evel of performance for an
electric utility to fail to nmeet any of the follow ng service
qual ity standards:

(a) An electric utility shall have an average custoner cal
answer tinme of |ess than 90 seconds.

(b) An electric utility shall have a call bl ockage factor
of 5% or |ess.

(c) An electric utility shall have a conplaint response
factor of 90% or nore within 3 business days.

(d) An electric utility shall have a neter reading factor
of 85% or nore within the approved period, including custoner
reads.

(e) An electric utility shall conplete 90%or nore of its
new service installations within 15 busi ness days.

PART 3. RECCORDS AND REPORTS

R 460. 731 Deadline for filing annual reports.

Rule 31. Not nore than 120 days after the end of the
cal endar year in which these rul es becane effective, an
electric utility shall file an annual report with the
comm ssion regarding the previous cal endar year. For
subsequent cal endar years, an electric utility shall file its
annual report not nore than 75 days after the end of the year.

R 460. 732 Annual report contents.

Rul e 32. The annual report of an electric utility nmade
pursuant to these rules shall contain all of the foll ow ng
i nf ormati on:

(a) The call blockage factor. |If the call blockage factor
Is nore than 5% then the annual report shall contain a
detai |l ed expl anation of the steps that the electric utility is
taking to bring its performance to an acceptable |evel.

(b) The conpl aint response factor. [|f the conplaint
response factor is less than 90% w thin 3 busi ness days, then
t he annual report shall contain a detail ed explanation of the
steps that the electric utility is taking to bring its
performance to an acceptable | evel.

(c) The average custoner call answer tine. |If the average
customer call answer tine is 90 seconds or nore, then the
report shall contain a detail ed explanation of the steps that
the electric utility is taking to bring its performance to an
accept abl e | evel.

(d) The neter reading factor. |If the nmeter reading factor
Is less than 85% then the report shall contain a detailed



expl anation of the steps that the electric utility is taking
to bring its perfornmance to an acceptabl e |evel.

(e) The new service installation factor. |[If the new
service installation factor is |l ess than 90% conpleted within
15 busi ness days, then the report shall contain a detailed
expl anation of the steps that the electric utility is taking
to bring its perfornmance to an acceptabl e |evel.

(f) The wire-down relief factor. |If the wire-down relief
factor is less than 90% wi thin 240 mnutes within netropolitan
statistical areas or less than 90% w thin 360 m nutes in non-
metropolitan statistical areas, then the report shall contain
a detailed explanation of the steps that the electric utility
is taking to bring its performance to an acceptable |evel.

(g) The service restoration factor for all conditions. |If
the service restoration factor for all conditions is |ess than
90% of custonmers restored within 36 hours or less, then the
report shall contain a detail ed explanation of the steps that
the electric utility is taking to bring its perfornmance to an
acceptabl e | evel.

(h) The service restoration factor for normal conditions.
If the service restoration factor for normal conditions is
| ess than 90% of customers restored wthin 8 hours or |ess,
then the report shall contain a detail ed explanation of the
steps that the electric utility is taking to bring its
performance to an acceptable | evel.

(i) The service restoration factor for catastrophic
conditions. |If the service restoration factor for
catastrophic conditions is |ess than 90% of custoners restored
within 60 hours or less, then the report shall contain a
detai |l ed expl anation of the steps that the electric utility is
taking to bring its performance to an acceptable |evel.

(j) The sane-circuit repetitive interruption factor. |If
the same-circuit repetitive interruption factor is nore than
5% of circuits experiencing 5 or nore sane-circuit repetitive
interruptions within a 12-nonth period, then the report shal
contain a detail ed explanation of the steps that the electric
utility is taking to bring its performance to an acceptabl e
| evel .

(k) A description of all catastrophic conditions
experienced during the year.

(1) The nunber and total dollar anmount of all custoner
credits provided during the year, broken down by custoner
class, for its failure to restore service to custonmers within
120 hours of an interruption that occurred during the course
of catastrophic conditions.

(m The nunber and total dollar anmount of all customner
credits provided during the year, broken down by custoner
class, for its failure to restore service to custonmers within



16 hours of an interruption that occurred during nornal
condi ti ons.

(n) The nunber and total dollar anmount of all customner
credits provided during the year, broken down by custoner
class, for sanme-circuit repetitive interruptions.

(o) A summary table indicating whether the electric utility
conplied or failed to conply with each of the standards
establ i shed by these rules.

R 460. 733 Availability of records.

Rule 33. (1) An electric utility shall make available to
the conmi ssion or its staff, upon request, all records,
reports, and other information required to determ ne
conpliance with these rules and to permt the comm ssion and
its staff to investigate and resolve service quality and
reliability issues related to electric distribution service.

(2) An electric utility shall nake records, reports, and
ot her information available to the conm ssion or its staff
within 5 business days, preferably in an electronic format
avai l abl e through the internet, accessible with standard
browser software, identification, and password or as soon
thereafter as feasible.

R 460. 734 Retention of records.

Rule 34. An electric utility shall preserve, in detail, al
records required by these rules for the previous 24 nonths and
shall preserve, in sunmary form all records for not |ess than
4 years, unless otherw se ordered by the comm ssion.

PART 4. FI NANCI AL | NCENTI VES AND PENALTI ES

R 460. 741 Approval of incentives by the comm ssion.

Rule 41. (1) The comm ssion may authorize an electric
utility to receive a financial incentive if it exceeds all of
the service quality and reliability standards adopted by these
rul es.

(2) A request for approval of an incentive mechani sm shal
be made in either of the foll ow ng proceedi ngs and shall be
conducted as a contested case under chapter 4 of 1969 PA 306,
MCL 24.271 et seq.

(a) A rate case proceeding.

(b) A single-issue proceeding filed specifically to address
adoption of an incentive program

(3) An electric utility shall not file an application
seeki ng approval of an incentive nmechanismuntil it has
exceeded all of the service quality and reliability standards



adopted by these rules continuously for a period of not |ess
than 12 nont hs.

R 460.742 Criteria for receipt of an incentive.

Rule 42. (1) If an electric utility qualifies for
I npl enmentation of a previously approved incentive mechani sm
it shall file an application seeking authority to inplenent
the incentive nmechanismat the sane tine that it submts the
annual report required by R 460.732.

(2) An electric utility shall not apply for a financial
I ncentive approved by the conm ssion unless all of the
following criteria were net during the previous 12 nont hs:

(a) Al required reports have been filed in a tinely
manner .

(b) Al required reports fully conply with the requirenents
as determ ned by the conm ssion.

(c) The electric utility s performance shall have exceeded
all of the individual service quality and reliability
st andar ds.

(d) The electric utility shall have fully responded to any
i nquiries about the content of the reports made by the
conm ssion or its staff in a tinmely manner.

R 460. 743 Disqualification.

Rule 43. An electric utility shall be disqualified from
receiving an incentive if the comm ssion issues an order
finding that the electric utility engaged in any type of
anticonpetitive behavior within the 12-nonth period preceding
the filing of an application pursuant to
R 460. 742(1).

R 460. 744 Penalty for failure to restore service after an
Interruption due to catastrophic conditions.

Rule 44. Unless an electric utility requests a waiver
pursuant to part 5 of these rules, an electric utility that
fails to restore service to a custonmer within 120 hours after
an interruption that occurred during the course of
catastrophic conditions shall provide to any affected custoner
that notifies the utility of the interruption with a bil
credit on the customer’s next bill. The anpunt of the credit
provided to a residential custoner shall be the greater of
$25.00 or the custoner’s nonthly custoner charge. The anount
of the credit provided to any other distribution customner
shal |l be the custonmer’s mnimumbill prorated on a daily
basi s.

R 460. 745 Penalty for failure to restore service during
normal conditions.



Rul e 45. Unless an electric utility requests a waiver
pursuant to part 5 of these rules, an electric utility that
fails to restore service to a custoner within 16 hours after
an interruption that occurred during nornmal conditions shal
provide to any affected custoner that notifies the utility of
the interruption a bill credit on the custoner’s next bill.
The anmount of the credit provided to a residential custoner
shall be the greater of $25.00 or the custoner’s nonthly
custoner charge. The anount of the credit provided to any
ot her distribution custonmer shall be the custoner’s m ni nmum
bill prorated on a daily basis.

R 460. 746 Penalty for repetitive interruptions of the sane
circuit.

Rule 46. (1) Unless an electric utility requests a wai ver
pursuant to part 5 of these rules, a custoner of an electric
utility that experiences and notifies the utility of nore than
7 interruptions in a 12-nmonth period due to a same-circuit
repetitive interruption shall be entitled to a billing credit
on the custoner’s next bill. The amount of the credit
provided to a residential custoner shall be the greater of
$25.00 or the custoner’s nonthly custoner charge. The anount
of the credit provided to any other distribution custoner

shall be the customer’s mnimumbill prorated on a daily
basi s.
(2) Follow ng provision of the billing credit to a custoner

experiencing nore than 7 interruptions in a 12-nonth period
due to a same-circuit repetitive interruption, the electric
utility’ s interruption counter shall be reset to zero to
ensure that another credit to the custonmer will be processed
only after the occurrence of another 8 interruptions in a
12-nont h peri od.

R 460.747 Miltiple billing credits all owed.

Rule 47. An electric utility’ s obligation to provide a
custoner with a billing credit for one reason does not excuse
the obligation to provide an additional billing credit in the
same nonth for another reason.

R 460. 748 Effect in other proceedings.

Rule 48. (1) The paynent or nonpaynent of a custoner
credit or an incentive award shall not affect the rights of a
custoner or an electric utility in any proceedi ng before the
comm ssion or in any action in a court of |aw

(2) The finding of a violation of a service quality or
reliability standard adopted in these rules shall not affect
the rights of a custonmer or an electric utility in any
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proceedi ng before the conm ssion or in any action in a court
of | aw.

PART 5. WAI VERS AND EXCEPTI ONS

R 460. 751 Wivers and exceptions by electric utilities.

Rule 51. (1) An electric utility nmay petition the
comm ssion for a permanent or tenporary waiver or exception
fromthese rul es when specific circunstances beyond the
control of the utility render conpliance inpossible or when
conpl i ance woul d be unduly econom cal |y burdensone or
technol ogical ly infeasible.

(2) An electric utility may request a tenporary waiver in
order to have sufficient tine to inplenent procedures and
systens to conply with these rules.

(3) An electric utility need not neet the standards or
grant the credits required by parts 2 and 4 of these rules
under any of the follow ng circunstances:

(a) The problem was caused by the custoner.

(b) There was a work stoppage or other work action by the
electric utility' s enpl oyees, beyond the control of the
utility, that caused a significant reduction in enployee hours
wor ked.

(c) The problemwas caused by an “act of God.” The term
“act of God” nmeans an event due to extraordinary natura
causes so exceptionally unanticipated and devoid of human
agency that reasonable care would not avoid the consequences
and i ncludes any of the follow ng:

(i) Flood.

(ii) Tornado.
(ii1) Earthquake.
(iv) Fire.

(d) The problemwas due to a nmajor systemfailure

attributable to any of the foll ow ng:
(i) An accident.
(ii) A man-made di saster.
(ii1) Aterrorist attack.
(iv) An act of war.

R 460. 752 Proceedi ngs for waivers and exceptions.

Rule 52. (1) A petition for a waiver of a customer credit
provision filed by an electric utility shall be handled as a
contested case proceeding. The burden of going forward with a
request for a waiver shall be on the electric utility. To be
tinely, a petition for a waiver of a custoner credit provision
of these rules shall be filed not nore than 14 cal endar days
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after conclusion of the outage giving rise to application of
the custoner credit provision.

(2) A petition for any other waiver or exception may be
granted by the commi ssion w thout notice or hearing.



