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Chairman Sturla and members of the Committee:  Thank you for the opportunity 

to provide testimony on the Public Utility Commission’s (PUC) role in ensuring electric 

reliability throughout the Commonwealth.  This issue is especially relevant considering 

the three weather-related incidents that caused widespread utility outages in the second 

half of 2011 – Hurricane Irene, Tropical Storm Lee, and the October snowstorm.   

The PUC takes very seriously its duty to ensure safe and reliable utility service 

and we are concerned about the long-term outages that resulted from these incidents.  

As a result, in the wake of the 2011 storms, the PUC has taken extensive measures to 

improve the response to long-term service outages in the state.  These measures 

include meeting with the affected utilities, seeking feedback from the public, requiring 

the utilities to report on corrective actions, revising our outage reporting regulations, and 

issuing an outage policy statement.  These steps will address the problems experienced 

during the 2011 storm response, including one of the biggest failures, which was the 

breakdown in communication between the utilities and their customers.   

While the PUC is taking definitive action to improve how we respond to power 

outages in the state, it is important to keep in mind how reliable our electric system is 

the majority of the time.  As residents of North America and members of the PJM 

Interconnection, we are fortunate to have one the most reliable electric systems in the 

world.  With very few exceptions, if we flip a switch or push a button, the lights turn on 

and the computer powers up without a problem. 

The storms that hit our area in 2011 presented a rare challenge for our electric 

industry.  These storms were unique not only in terms of their magnitude and the 

damaged they caused, but also in terms of their effect (from high winds, to flooding, to 
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snow) and their timing (three consecutive storms in eight weeks).  No electric system 

can be built to endure all types of severe weather, and even if such a system could 

exist, it would not be cost effective.  The amount of money it would take to create an 

electric system that could withstand the occasional severe weather incidents that cause 

long-term outages would increase everyone’s electric rates to an unaffordable amount.  

The PUC must keep this in mind when it is regulating the state’s electric utilities and 

assessing their storm response.  Our mission at the PUC is to balance the needs of 

consumers and utilities to ensure safe and reliable utility service at reasonable rates – 

not at any cost.   

This does not mean the PUC is not constantly striving to improve electric 

reliability and storm response within the Commonwealth.  As outlined above and in 

greater detail later in the testimony, the PUC has taken numerous steps to ensure 

utilities respond to electricity outages in a safe and efficient manner.  However, before 

sharing the details of these efforts with you, I would like to explain the reliability 

standards the state’s electric utilities are required to meet at all times, and not only 

during severe weather. 

PUC’s Reliability Standards 

Pursuant to the Electricity Generation Customer Choice and Competition Act of 

1996 (Competition Act), the state’s electric utilities must maintain the same level of 

reliability in the new competitive market as existed prior to electric restructuring.  The 

Competition Act charges the PUC with ensuring the utilities meet this standard.  As a 

result, the PUC has adopted reliability reporting requirements for utilities designed to 

ensure the continuing safety and adequacy of the transmission and distribution of 
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electricity in the Commonwealth.  The PUC has also established reliability benchmarks 

and standards to measure the performance of each electric utility.  These reliability 

indices allow the PUC to assess the performance of electric utilities’ transmission and 

distribution systems in terms of the frequency and duration of unplanned electric service 

outages to ensure the levels of reliability that existed prior to retail competition do not 

deteriorate.  

The benchmarks established by the PUC are based on the reliability 

performance indices adopted by the Institute of Electrical and Electronic Engineers 

(IEEE).  Two examples of these benchmarks are the Customer Average Interruption 

Duration Index (CAIDI) and the System Average Interruption Frequency Index (SAIFI).  

The first of these, CAIDI, represents the average duration of sustained interruptions for 

those customers who experience interruptions during the service period.  In other 

words, CAIDI measures the average time required to restore service to the average 

customer per sustained interruption.  The second benchmark, SAIFI, measures the 

average frequency of sustained interruptions per customer occurring the analysis 

period.  

Given the uncertainty of weather and other events that can affect reliability 

performance, the PUC has stated that electric utilities should set goals to achieve the 

reliability benchmarks  in order to prepare for those times when unforeseen 

circumstances push the indices above the benchmark.  If electric utilities fall below the 

set benchmarks, they are subject to additional scrutiny by the PUC and potential PUC 

compliance or enforcement actions.  At the very least, electric utilities that fail to meet 
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reliability standards must either justify their poor performance or provide corrective 

measures to improve performance. 

2011 Electric Service Reliability Report 

Each year in June, the PUC prepares a report that summarizes the reliability 

performance of the electric utilities operating under the Commission’s jurisdiction for 

that year based upon the standards and benchmarks described above.  The data in the 

report comes from the quarterly and annual reliability filings the electric utilities submit to 

the PUC pursuant to the Commission’s regulations.  The PUC’s annual reliability report 

provides an overall assessment of electric service reliability in the state, as well as an 

assessment of reliability in each service territory. 

The most recent report issued by the PUC found that in 2010, ten of the eleven 

electric utilities achieved compliance with the 12-month CAIDI performance standard for 

duration of service outages.  Moreover, ten of the eleven electric utilities achieved 

compliance with the 12-month SAIFI performance standards for the average frequency 

of service outages per customer.  The report also concluded that over a three-year 

period, the average reliability performance of the electric utilities as a whole has 

improved.  One utility (Pike County) failed to meet its rolling three-year CAIDI 

performance standard by 31 minutes and one utility (Met-Ed) failed to meet its rolling 

three-year SAIFI performance standard by 0.09.       

While generally satisfied with the outcome of the 2010 report, the PUC continues 

to encourage better performance from the Commonwealth’s electric utilities to ensure 

service in Pennsylvania remains reliable.  Moreover, if utilities routinely miss the 
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reliability benchmarks and standards, the PUC will take action by initiating enforcement 

proceedings and working with the utilities to return their reliability to acceptable levels.  

The PUC is also aware that despite the reliability benchmarks and standards it 

sets for electric utilities, unexpected weather events always pose a significant threat to 

reliability.  Pennsylvania witnessed this firsthand in 2011.  As a result, the PUC has 

taken additional steps to improve utilities’ responses to unplanned weather-related 

outages in an effort to further maintain electric reliability in the Commonwealth.  

PUC’s Role:  Immediate Storm Response 

Pennsylvania experienced three weather-related incidents that caused 

widespread utility outages in the second half of 2011.  When events like these occur, 

the PUC does everything it can to ensure utilities are acting in a safe and efficient 

manner to restore service as quickly as possible.  As described below, the PUC treats 

every storm event seriously and takes extensive measures to mitigate the impact of 

these incidents on utility customers.   

When dealing with a severe weather incident, the PUC staff remains in constant 

contact with the utilities.  The PUC gathers outage data and restoration estimates from 

the utilities and conveys that information to Pennsylvania Emergency Management 

Agency (PEMA) and the State Emergency Operations Center (SEOC).  The PUC also 

provides staff liaisons to the SEOC to help with the storm response.   

Power outages often have secondary effects, such as outages at water and 

wastewater facilities, road closings, and phone outages.  As a result, the PUC staff 

works with electric utilities to prioritize restoration to key infrastructure such as water 

and wastewater plants, as well as to critical customers such as hospitals, nursing 
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homes, and prisons.  The PUC also coordinates with water utilities to provide potable 

water tankers to communities in need.  In addition, PUC staff assists utilities when they 

have a resource request, such as need for a generator, help clearing roads, or a list of 

road closures.  

As discussed in detail below, the PUC engaged in all of these efforts during the 

three storms that hit Pennsylvania in 2011. 

Hurricane Irene 

Hurricane Irene was a large and powerful Atlantic hurricane that left extensive 

flood and wind damage along its path through the Caribbean, up the east coast of the 

United States, and as far north as Canada.  Hurricane Irene brought with it 10 inches of 

torrential rains and more than 24 hours of winds gusting up to 75 mph.   According to 

the U.S. Department of Energy, the storm left nearly 7 million customers without power 

in 14 states. 

Locally, high winds and heavy rain began to affect southeastern Pennsylvania 

during the late afternoon of August 27, 2011, and by midnight, approximately 220,000 

customers were without power.  The high winds continued to expand and began 

affecting the eastern third of the Commonwealth during the overnight and morning 

hours of August 28, 2011.  By 5:00 p.m. that day, electrical outages reached their peak 

of more than 768,000 customers without power.  Overall, more than 1.3 million 

Pennsylvanians lost power at some point during the storm.  That number represents 23 

percent of the state’s 5.6 million electric customers. 

At PEMA’s request, PUC staff reported to the SEOC early in the afternoon on 

August 27, 2011, and continued with 24-hour staffing until late evening on August 28, 
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2011.  The PUC then went on a 24-hour, on-call status, responding to utility resource 

requests, gathering outage status reports, and generally providing assistance as 

needed.  Throughout the storm, the PUC also conducted conference calls with the 

utilities, which keep us abreast of the situation and identify where mutual assistance 

was needed. 

As an example of the number of outages and damage that Hurricane Irene 

caused, more than 511,000 customers were without power in the PECO territory alone 

over the course of the storm.  The damage caused by the storm required the 

replacement of 316 poles, 1,509 cross arms, 278 transformers, 90 miles of wire, 5,019 

insulators, and 11,001 fuses in the PECO territory.  Hurricane Irene caused service 

disruptions in the FirstEnergy Companies’ territory for more than 285,000 customers, as 

well as the replacement of 173 poles, 343 cross arms, 140 transformers, and 21 miles 

of wire.  By any benchmark, Hurricane Irene caused an extensive number of outages 

and a widespread amount of damage to which the state’s electric utilities had to 

respond.   

Tropical Storm Lee  

The remnants of Tropical Storm Lee hit Pennsylvania late on September 5, 2011, 

and the heavy rain continued for the next several days.  The flooding that resulted from 

the storm stretched late into the weekend.  Fortunately, the winds associated with 

Tropical Storm Lee were not as severe as those accompanying Hurricane Irene.  As a 

result, statewide electrical outages peaked at 42,000 customers (compared to 768,000 

customers with Hurricane Irene) on the evening of September 8, 2011, and were largely 

restored by the evening of September 11, 2011.   
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While the number of service outages resulting from Tropical Storm Lee was far 

less than from Hurricane Irene, the flooding associated with Lee caused severe damage 

to thousands of homes throughout the state. In the areas of the state that experienced 

severe flooding, such as Bloomsburg, Wilkes-Barre, and Harrisburg, there were several 

thousand natural gas, telephone, and water outages, in addition to power outages.  

Those outages took longer to restore because utilities had to wait for the flood waters to 

recede and for customers to assess the damage to their homes and businesses before 

commencing repair work.   

Throughout the storm, the PUC staff worked with utilities on outage and flooding 

reporting, as well as prioritizing the restoration of critical customers.  The PUC also 

worked with water utilities to provide alternate sources of potable water and assisted the 

Rural Water Association in identifying troubled water systems.  In addition, the PUC 

Gas Safety Division deployed staff to monitor the natural gas utilities as they restored 

service customers. 

October 2011 Snowstorm  

On October 29, 2011, a rare October snowfall dumped more than a foot of snow 

in some parts of the state causing widespread utility outages.  The unusually early 

snowstorm brought heavy, wet snow and left as many as 2.3 million customers without 

power in the Northeast.  Approximately 1 million of these outages were in central 

Pennsylvania, and most occurred when leaf-laden tree limbs broke under the weight of 

the snow and fell on power lines and poles.  The number of outages in Pennsylvania 

peaked at 5 p.m. on October 29, 2011 at 517,668 customers.  While the utilities 
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resolved a majority of the outages by November 2, 2011, the remaining 10 percent of 

outages were not remedied until November 7, 2011. 

In some respects, this storm was worse than Hurricane Irene because it caused 

significant damage to electric transmission facilities, as well as distribution facilities.  

Also, most of the impacts from this storm occurred in heavily wooded and remote areas 

of the state, which are difficult for utilities to access to conduct repairs.  Moreover, much 

of the damage was caused by fallen trees located out of utilities’ rights-of-ways and 

there was a high incidence of tree limbs falling and impacting multiple points along a 

single line.  All of these factors made the repair work for this storm more difficult  than 

usual.   

In an effort to address the outages as quickly as possible, utilities brought repair 

crews in from affiliate companies and other jurisdictions to help local workers restore 

power.  For example, in the PPL territory, while about 1,000 workers on 250 crews 

responded to outages, an additional 150 crews from western Pennsylvania, Ohio, 

Indiana, Michigan, North Carolina, West Virginia, Virginia, Kentucky and Tennessee 

joined the restoration effort.  PPL reported replacing over 340 cross arms and 33.5 

miles of wire, while Med Ed replaced 900 cross arms and over 18 miles of wire.   

Throughout the restoration effort, the PUC worked with the affected utilities to 

gather outage updates and prioritize the restoration of the critical facilities identified by 

PEMA and the water companies.  The PUC also helped facilitate the issuance of 

emergency permits for oversized equipment brought in from other states. Although the 

SEOC did not activate to a Level II (the level that requires PUC personnel to report to 
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the SEOC), the PUC remained in contact with the SEOC and PEMA throughout the 

restoration effort to address any critical issues brought to our attention. 

PUC’s Role:  Post-Storm Wrap Up 

While the PUC takes an active role during severe weather-related incidents to 

mitigate the impact of power outages, once the storms clear, the PUC remains engaged 

in evaluating whether the storm response was successful.  As part of this process, the 

PUC often gathers data from the utilities to ascertain precisely what happened, seeks 

input from the public to hear their perspective, and if necessary, revises its regulations 

or issues guidance documents to help the restoration process go more smoothly in the 

future.   

As described in greater detail below, this was the PUC’s approach in the 

aftermath of last year’s storms.  The PUC is confident that the steps it has taken will 

help improve the storm response in Pennsylvania and resolve some of the issues that 

utilities and consumers encountered during last year’s storms.  The PUC understands 

the frustrations of those who were without power for many days because of these 

storms, especially if they tried with little or no success to get accurate information from 

their electric utility.  After examining the response to the storm outages, the PUC has 

discovered that customer communication during outages is an ongoing issue with 

electric utilities.  This is one of several issues the PUC intends to remedy with the 

actions discussed below.  

Regulatory Changes 

On September 22, 2011, the PUC passed new regulations designed to improve 

utility responses to outages and minimize the impacts of future storm-related incidents.  
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The goals of this rulemaking were to ensure that our state’s utilities respond effectively 

to unscheduled outages and to establish a uniform approach for reporting standards 

among industries in the event of an outage.  The amendments to the regulations in this 

rulemaking include:  

 Expanding outage reporting requirements so that utilities are required to report to 
the PUC the number of (1) total sustained outages; (2) outages broken down by 
county; and (3) outages exceeding six hours in duration. 
 

 Expanding outage reporting requirements so that utilities are required to report 
the number of (1) utility workers; (2) contract workers; and (3) mutual aid workers 
responding to the incident. 

 

 Expanding the reporting requirements regarding accidents involving persons 
injured during outages.  

 

 Expanding the regulations to capture more reportable events, such as cyber 
security attacks and events that involve damages to a utility company by another 
utility company.  
 

The changes in this rulemaking will keep the PUC more informed about utilities’ 

restoration efforts during unscheduled service outages which, in turn, will result in a 

more effective response to these incidents.   

Special Electric Reliability Forum 

In the wake of Hurricane Irene and Tropical Storm Lee, the PUC convened a 

Special Electric Reliability Forum on October 12, 2011.  The purpose of this forum was 

to assess the response of the state’s electric utilities to the recent storms to identify 

areas that need improvement.  The utilities participating in the forum unanimously 

reported that Hurricane Irene was one of the worst storms of all time to hit their service 

territories – not only in terms of the number of customers who lost power, but also the 

duration of the storm and the amount of infrastructure damage.  The utilities shared the 

following strengths with respect to their storm response: 
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 Staging materials and equipment ahead of time helped reduce outage times. 
 

 Preplanning for the storm by securing additional line crews and practicing drills 
increased the efficiency of the outage response.  
 

 Safety training paid off by ensuring the crews in the field remained safe while 
working to restore power. 
 

 Entering into mutual aid agreements with other utilities in advance of the storm 
helped local utilities secure additional staff and aid as needed. 

 
Utilities also reported the following “lessons learned” from their storm response: 

 Systems for handling customer phone calls during outages need improvement. 
 

 Methods for notifying customers during outages should be more technologically-
friendly (i.e., e-mail alerts, mobile-friendly web access, and social media). 
 

 The number of mutual aid agreements with other utilities and organizations that 
can provide assistance during outages should be increased. 
 

 Weather forecasting should be improved. 
 

Overall, the Special Electric Reliability Forum was a successful tool for examining 

utilities’ responses to the 2011 storm outages.  The information the PUC gathered 

during the forum will help our staff provide better guidance to utilities regarding prompt 

restoration during service interruptions. 

Outage Policy Statement  

On December 15, 2011, the PUC issued a policy statement that identifies the 

best practices utilities should employ to ensure effective communication during service 

outages.  The PUC believes this guidance document will help utilities avoid the 

communication problems they experienced during last year’s storms. 

The proposed policy statement recommends that electric utilities communicate 

with customers and the news media in a consistent fashion during services outages and 
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establish a schedule for the regular release of information to the news media through a 

single point of contact.  The policy statement also encourages utilities to develop a 

written crisis communication plan and establish a joint information system or center to 

coordinate responses when multiple utilities in the same region are affected by an 

incident.  The policy statement also touches on topics like using social media and new 

technology to keep customers informed during outages and improving communications 

with local government officials.  

Utility Reporting Requirements  

With three major storms in eight weeks, the utilities had little time to implement 

many of the identified changes before the next storm hit.  However, since that time, the 

PUC has required utilities to report all corrective action either taken, or planned, in order 

to address the communication issues that arose during those events.  Specifically, the 

PUC required the utilities to describe the steps they have taken to ensure customer 

calls are received during high-volume timeframes and to ensure customers receive 

more accurate restoration information from the automated phone systems.   

The PUC also required electric utilities to identify circuits that have experienced 

outages for more than 24 hours during the last six months, restoration activities 

associated with these circuits during outages, and corrective actions planned to reduce 

the frequency and duration of outages on these worst performing circuits.  Gathering 

this information from utilities will help the PUC hone in on each utility’s problem areas. 

Other PUC Actions 

In addition to these major actions, the PUC has taken other steps to improve 

storm response in Pennsylvania.  The PUC has participated in several exercises 
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throughout the year to help utilities address their communication issues and to 

encourage best practices during outages.  These events have included emergency 

planning drills and tabletop exercises.  There have been four such exercises since the 

storms and others are scheduled for the spring.  The PUC also convened a “lessons 

learned” session with representatives from the electric utilities and PEMA on November 

29, 2011.   

The PUC is in the process of preparing three reports on the information it 

gathered from utilities in the wake of the 2011 storms.  The first is a storm report on 

Hurricane Irene, the storm that resulted in the most problems for utilities.  The second 

report addresses the corrective actions utilities have taken to improve communication 

during outages, specifically with respect to customer calls and restoration messaging.  

This report will also include information on the severe weather and reportable storms 

that have occurred in Pennsylvania over the past 3 years and will contain the PUC’s 

recommendations to the utilities regarding future storm proofing.  The final report will 

examine utility data regarding the last customers restored during the service outages 

over the past six months.  In addition to preparing these reports, the PUC intends 

incorporate the data on these storms in its next electric reliability report, which the PUC 

will issue in June 2012.   

Finally, the PUC has made arrangements to work with the Public Utility Research 

Center at the University of Florida on storm hardening and storm recovery.  The PUC 

intends to incorporate the university’s storm response expertise into the industry best 

practices committee in Pennsylvania.    
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Conclusion 

The PUC understands the frustration customers experience when their power 

goes out.  The novelty of living everyday life without electricity wears off quickly.  

Moreover, power outages that last for an extended period can cause both physical and 

financial hardships.  As a result, the PUC takes very seriously its duty to ensure safe 

and reliable electricity service throughout the state. 

In the wake of Hurricane Irene, Tropical Storm Lee, and the October snowstorm, 

the story we have to tell is in many ways a positive one, with hundreds of thousands of 

customers having their power restored within 72 hours.  This response by the utilities is 

particularly notable considering the severity and the consecutive nature of these three 

storms.  However, the PUC is aware that many other customers were left without 

electric service for up to 10 days.   

Accordingly, the PUC has taken this opportunity to conduct a full and thorough 

review of the utilities’ responses to the storms.  With the information we gathered, the 

PUC has made changes to its regulations, issued guidance documents for the utilities, 

and is preparing a series of reports on the storms.  The PUC is confident these steps 

will help the Commonwealth’s utilities improve their responses to future unplanned, 

long-term outages.  

Thank you again for the opportunity to speak this morning.  I welcome any 

questions you may have. 



(Updated January 12, 2012)

In response to the weather related outages this year, the Pennsylvania Public Utility Commission (PUC) 
has undertaken a series of actions designed to better understand the specific circumstances of the 
electricity outages experienced by hundreds of thousands of Pennsylvania households and businesses. 
It is hoped with these very specific actions that the total number and duration of future outages will be 
reduced and that related communications with consumers will be improved. The PUC takes each storm 
incident seriously and will continue to make changes to our regulations as appropriate.

We appreciate a discussion of the performance of electric utilities, as well as any other utilities that we 
regulate – especially during these types of events that we have recently experienced. The following is a 
rundown of our major (or more notable) actions related to the long-term outages:

Storm Response Meetings:

• Held a Special Electric Reliability Forum on October 12, 2011 with affected utilities where participants 
discussed what worked and what did not work during the Hurricane Irene and Tropical Storm Lee 
outages.

• Convened all affected utilities for post-storm assessments of responses to each storm.

• Conducted its annual electric distribution company (EDC) emergency coordinators committee on 
November 29, 2011 at PEMA. 

• Partnered with the Energy Association of Pennsylvania to initiate an industry best practices committee 
meeting on November 29, 2011 in conjunction with the emergency coordinators meeting at PEMA.

Drills and Exercises: 

• Participated in PPL Electric’s emergency operations tabletop exercise on December 12, 2011.  PUC 
Emergency Preparedness staff plans to participate in additional utility and PEMA drills during the spring 
of 2012.

Regulatory:

• Finalized revised regulations on Sept. 22, 2011, that are designed to improve service outage response 
and restoration practices. These regulations revised 52 Pa. Code Chapters 57, 59, 65 and 67.  

• Issued a policy statement on Dec. 15, 2011, that addressed best practices that utilities should utilize to 
ensure effective communication during service outages.  This policy statement touched on topics such 
as the use of social media and new technology to keep customers informed.

Actions on Storm-Related Electricity Outages

Chairman Robert F. Powelson ● Vice Chairman John F. Coleman Jr. ●  Commissioners Wayne E. Gardner, James H. Cawley and Pamela A. Witmer
June Perry, Director of Legislative Affairs ● 717-787-3256 ● Tom Charles, Director of Communications ● 717-787-9504 ● www.puc.state.pa.us



Data and Reports:

• Evaluated required reports from utilities affected by Hurricane Irene, Tropical Storm Lee and the 	    	
   October snowstorm.

• Requested additional information from EDCs to support and clarify the reports required following 	   	
   Hurricane Irene, Tropical Storm Lee and the October snowstorm.

• Directed EDCs to provide detailed information on outages on specific circuits over the past six months, 	
   including information on whether they were among their worst-performing 5 percent of circuits; on 	       	
   outage restoration for any outages over 24 hours; and on any corrective actions regarding the circuits 	   	
   that experienced outage of over 24 hours.

• Directed all EDCs to submit information on historic weather information and customer call center/	    	
   interactive voice response system improvement plans.

Future actions:

• Provide an analysis of the utility response and lessons learned associated with last year’s utility storm  	
   response, an understanding of historical and projected severe weather trends, and information on the 	
   last customers restored in each of those storms last year.

• Incorporate additional discussion and action items regarding EDC major event response into the 	     	
   annual PUC Electric Reliability Report issued in June of each year. 

• Work with the University of Florida’s Public Utility Research Center to secure a partnership regarding 	       	
   storm hardening and storm recovery, with the intention of incorporating the university’s expertise into 	
   the industry best practices committee.  

The PUC continues to evaluate the data that is being provided by the EDCs. Our top finding, to date, is 
that customer communication during outages is an ongoing issue with the electric utilities.  We remain 
committed to working to ensure safe, reliable, affordable utility service for customers and will continue 
to conduct our evaluations in a manner that will yield constructive results.

Write	

PA Public Utility Commission 
Bureau of Consumer Services                                    
P.O. Box 3265                                 
Harrisburg, PA 17105-3265

Call

1-800-692-7380                       
For people with speech 
or hearing loss, dial 7-1-1 
(Telecommunications Relay 
Service)

Visit our website

www.puc.state.pa.us

For further information, contact the Public Utility Commission:
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Chairman Sturla and members of the House Democratic Policy Committee. 

 

I appreciate the opportunity to provide information regarding the response of 

Metropolitan Edison Company (“Met-Ed”) to three major weather events that hit our 

service area, including Hurricane Irene and Tropical Storm Lee, with a focus on the 

massive snowstorm that reached our service area on October 29, 2011.   

 

My testimony will address key issues, including our planning and preparation in advance 

of the storm, the scale and scope of our service restoration efforts, as well as our 

communications outreach to customers, state and local officials and the media.  I also will 

discuss the substantial capital investments and ongoing operating and maintenance 

activities in Met-Ed’s energy delivery infrastructure, and touch on how these significant 

investments have enabled us to improve our service reliability performance over the last 

five years. 

 

Just ten weeks after making major repairs to our electric system following the widespread 

damage caused by Irene and Lee, we responded to another historic weather event – a rare 

October snowstorm that battered our 13-county service area with gusting winds and 

heavy, wet snow that weighed down trees and branches still laden with leaves.  

 

As measured by customers affected, the number and duration of outages and damage to 

power lines and electrical equipment, Hurricane Irene and the October snowstorm were 

among the worst storms in Met-Ed’s history.  Irene, which disrupted service to 

approximately 225,000 customers, or 41 percent of Met-Ed’s customers, was followed 

just days later by Tropical Storm Lee, which disrupted service to approximately 56,000 

Met-Ed customers.  The massive October snowstorm, however, had the greatest impact 
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on our service area, disrupting service to approximately 275,000, or 50 percent, of our 

customers.   

 

Before I discuss our efforts specific to the October snowstorm, I will provide a brief 

overview of the Company’s storm restoration process, which is recognized by the Edison 

Electric Institute as one of the best in the industry, and was implemented by Met-Ed in 

response to the October snowstorm as well as Irene and Lee. 

 

I’ll begin by emphasizing that safety is essential to all activities at Met-Ed, and 

throughout every stage of our service restoration process, safety is our first priority.  We 

ensure employees have information, procedures and the tools necessary to perform their 

duties in a manner that helps ensure safety for themselves, their coworkers, our customers 

and the public.   

 

Another important element of our service restoration process is the planning, preparation 

and pre-staging work that we initiate days before a storm strikes.  As part of those efforts, 

our in-house meteorologists closely monitor weather data and track storms to assess the 

potential impact on our electrical system and service area. 

 

If we determine that a storm could potentially disrupt service, company leadership and 

operations managers hold conference calls and conduct meetings to evaluate the need for 

hazard responders, damage assessors and line crews as well as supplies and equipment.  

This core management team also evaluates the need for additional crews from other 

FirstEnergy operating companies, and outside utilities and contractors. 

 

Depending on the magnitude of the storm, we organize staging areas to prepare for the 

efficient deployment of crews and equipment.  At the same time, our External Affairs 

managers establish communications with emergency management agencies, local 

officials and regulators to keep them apprised of our preparation and planning efforts.  

Our Communications representatives also contact the media to enlist their help in 
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encouraging customers to prepare for the likely storm event and provide information on 

who to call if they lose power. 

 

In the early stages of service restoration, hazard responders go into the field to assess 

damage to the electric system and identify electric hazards – such as downed and 

potentially energized wires – and then remain at those locations to protect the public until 

linemen safely isolate or clear the hazard.  This “isolate and make safe” process enables 

us to separate trouble locations, make them safe, efficiently restore service and move on 

to the next location. 

 

Next, forestry crews clear fallen trees and branches as well as other debris so utility 

workers can repair and re-energize power lines.  This clearing and cleanup effort 

represents a significant portion of our work after a storm. 

 

Once debris has been cleared from the affected areas, crews focus on restoring service on 

a high-priority basis to hospitals, critical care and life-support facilities, fire departments 

and other first responders.  Service is initially restored to high-voltage transmission 

equipment, lines and substations, because they supply power for local distribution 

systems.  After that, we make repairs that will bring the greatest number of customers 

back in service.  Next, repairs that restore service to individual customers occur.  To 

reinforce our safety procedures and practices throughout this process, FirstEnergy safety 

representatives work alongside our crews as they make repairs to lines, substations and 

other equipment. 

 

We also implement an integrated communications strategy for reaching customers, local 

officials and media outlets.  Our communications materials include news releases, media 

advisories and website content.  And, as a result of our “lessons learned” from Hurricane 

Irene, we now include a social media component – Twitter feeds – to our 

communications efforts that provide timely information on the number of customers 

restored to service, the number of customers remaining without power, our restoration 

efforts and electrical safety.  These efforts and face-to-face outreach are closely aligned 
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with our service restoration efforts, and include safety messages that run in newspapers, 

on the radio and as online banner ads. 

 

To help manage the potentially large number of calls from customers during and after a 

storm, we increase the staffing levels at our call centers where customer service 

representatives and our interactive voice response system provide outage information and 

estimated service restoration times to customers.  

 

Now, I would like to provide information specific to Met-Ed’s planning, preparation and 

service restoration efforts in response to the massive, unprecedented snowstorm that hit 

our service area on October 29.  (Please note that information regarding all three storms 

– Irene, Lee and the October snowstorm – is shown on Attachment A.) 

 

We began closely monitoring weather forecasts prepared by company meteorologists on 

Thursday, October 27, when it became more apparent that the storm had the potential to 

bring severe weather to our service area as it gathered strength along the East Coast.  

When forecasts indicated that heavy snow would likely fall in the Met-Ed area, we began 

our planning and preparation efforts in accordance with Met-Ed’s service restoration 

process. 

 

By Friday, October 28 – even before the snow began falling – all available Met-Ed line, 

forestry, hazard, system operations and support personnel were pre-scheduled to begin 

working on Saturday, October 29.  Approximately one-third of Met-Ed’s line crews 

began working at 7:00 a.m.  Hazard and forestry organizations and the remaining line 

workers were scheduled to be fully staffed and operational by noon.  At the same time, 

company leadership and operations managers from across the company held conference 

calls and meetings to confirm logistics and receive updates from our meteorologists on 

the timing, direction and potential impact of the storm. 

 

Also on October 28, convoys of utility crews were deployed from other FirstEnergy 

operating companies – including The Illuminating Company, Ohio Edison, Toledo 
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Edison, Penelec and West Penn Power – to the Met-Ed service area.  In addition to  

205 Met-Ed linemen, our service restoration efforts included the deployment of  

225 linemen from other FirstEnergy operating companies as well as 180 external mutual 

assistance workers and contractors.  Also deployed to assist in our service restoration 

efforts were 1,159 personnel in support roles, including hazard responders, service and 

line dispatchers and substation workers from Met-Ed and other FirstEnergy companies.  

And, with the addition of 284 line and 381 forestry contractors, there were a total of  

2,434 utility workers deployed to restore power to Met-Ed customers. 

 

While the clearing and cleanup of tree branches and other debris represents a significant 

portion of our work after a major storm, in this instance, these efforts were greatly 

hampered by the amount of heavy, wet snow that fell in the area.  Fallen trees and limbs 

on icy, treacherous roadways also made our service restoration efforts unusually difficult 

and time-consuming. 

 

To put the extent of the snowstorm’s destruction into perspective, we responded to more 

than 42,000 work orders and contended with more than 12,700 locations with downed 

wires.  Due to the massive damage caused by scores of toppled trees and fallen limbs, we 

repaired or replaced 319 poles, 528 cross arms and 136 transformers.  And, we replaced 

28 miles of wire, in addition to the miles of wire that were reattached to poles.   

 

In fact, the amount of equipment and miles of wire we repaired or replaced are equivalent 

to what would be required to build a brand-new electric system for a community the size 

of Hershey.  And, although the storm disrupted service to approximately 275,000 

customers, over the duration of the storm, approximately 171,000 customers – or  

62 percent – experienced an outage duration of 24 hours or less. 

 

Although we brought in additional crews to assist us in restoring service following the 

October snowstorm, we’re confident that our regular staffing levels are appropriate for 

conducting day-to-day operations.  In fact, Met-Ed, has consistently maintained a 

workforce of approximately 224 line workers employed across our service area over the 
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past five years – with the exception of a slight drop in headcount in 2009 due to line 

workers’ response to an early retirement package. 

 

Turning to our communications efforts, keeping customers and others informed before, 

during and after a storm of this magnitude is essential.  To that end, communications by 

the Met-Ed management team, External Affairs and Communications staff to customers, 

local officials, emergency management officials, media outlets and the Commission 

emphasized the status of our restoration efforts and the procedures we were employing to 

safely and quickly restore service to customers.   

 

Across the FirstEnergy system, we produced 22 news releases and media advisories that 

were distributed to numerous media outlets.  We responded to more than 300 media 

inquiries and conducted several on-camera television interviews and radio interviews in 

Pennsylvania alone.   

 

We also launched a Met-Ed Twitter account that enabled us to provide fast, accurate and 

direct communication with our customers, including outage and service restoration 

information.  Along those lines, we also are exploring the use of other social media 

channels to communicate with customers, as well as deploying additional employees 

from other FirstEnergy companies to assist with future storm communications efforts. 

 

On the FirstEnergy website, we created a comprehensive October snowstorm page that 

was updated daily with the latest news and restoration estimates.  It also provided safety 

tips, information on free water and ice availability, and an overview of our storm 

restoration process, along with links to the Company's news releases, outage maps and 

Twitter accounts.  And, our customer contact centers handled approximately  

225,000 outage-related calls from Met-Ed customers from October 29 to November 6. 

 

In addition to the safety message mentioned earlier, our communications outreach 

included print and radio ads featuring a service restoration message and a “thank you” 
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message when restoration was complete.  These ads ran in major newspapers, including 

print and online editions, and on the radio across the Met-Ed service area. 

 

The October snowstorm presented us with many challenges – and we performed well in a 

number of important areas.  For example, despite working under hazardous conditions, 

we had very good safety results, with no significant injuries to our crews or customers.  

These solid safety results are a tribute to the skill, focus and discipline of our workers 

who make safety our first priority. 

 

In addition, our ability to plan and prepare an efficient and effective response consistent 

with Met-Ed’s service restoration process was instrumental to our success.  Another key 

success factor was the assistance and support we received from other FirstEnergy utility 

companies and additionally the external mutual assistance crews from unaffiliated 

companies who worked alongside our workers to restore service quickly and safely. 

 

Our effective use of helicopter patrols to inspect the most heavily damaged transmission 

and distribution lines in otherwise inaccessible areas helped us get those lines re-

energized and back in service sooner.  And, our “isolate and make safe” process, which I 

mentioned earlier, enabled us to address thousands of trouble locations, make them safe, 

restore service and move on to the next location. 

 

Although our response to the October snowstorm was sound and put into practice lessons 

learned following Hurricane Irene, we understand the frustration of customers who were 

without power and we know there are always opportunities to enhance our performance.  

To that end, consistent with our practice following significant storm events, we held 

internal meetings to discuss what we could have done differently and identify areas to 

focus on in future storms. 

 

For example, we are working to ensure more consistent and accurate communications 

with customers and communities, especially regarding the extent of the damage to our 

electric system.  We also have implemented daily communications with local officials 
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during major storm events to provide updates with respect to our service restoration 

efforts. 

 

Beyond the extensive rebuilding we completed in response to Hurricane Irene and the 

October snowstorm, we continue to make significant investments in our transmission and 

distribution system to enhance service reliability now and well into the future.  Over the 

past five years, Met-Ed has invested nearly $660 million in capital improvement projects 

and O&M activities, including expenditures on a wide range of infrastructure 

enhancements.  We also have installed new technologies that benefit customer service 

and system performance, including an advanced storm-detection system to help safeguard 

distribution equipment during severe weather.   

 

To help prevent vegetation from interfering with our power lines and potentially 

disrupting service, we completed vegetation inspection activities on 2,874 distribution 

circuit miles and 79 transmission circuit miles in 2011. 

 

As a result of our significant investment in people, technology and equipment, we have 

improved our service reliability performance over the past five years as measured by the 

Benchmarks and Standards prescribed by the PUC.  For example, since 2006, we have 

improved by 14 percent our five-year average for SAIFI, which measures how often 

customers experience a service outage.  And, over the same period, we have seen a  

19 percent improvement in SAIDI, which indicates the average outage duration for all 

customers.  Put another way, on average over the past five years, nearly 132,000 fewer 

customers experienced an outage, and for those who did experience service interruptions, 

the duration of those outages was reduced by nearly eight minutes, compared with 2006. 

 

In closing, while Hurricane Irene, Tropical Storm Lee and the October snowstorm 

inflicted extensive damage to our energy delivery system, our response to these storms 

was well-planned, effective and safe.  We know there’s always room for enhancement, so 

we are committed to making further changes to our service restoration process that 

should serve our customers and us well in future storm-related outages.   
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I would like to thank our customers for their patience and understanding as we called 

upon every available resource – including thousands of employees – to restore service 

safely and as quickly as possible following two of the most challenging and destructive 

storms in Met-Ed’s history.  I also would like to extend a special thanks to 

Pennsylvania’s emergency management agencies as well as state and local officials for 

their invaluable efforts during the storms. 

 

Thank you. 
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Attachment A 

                 Hurricane Irene   Tropical Storm Lee   October Snowstorm 

 

Time period    Aug. 27–Sept. 5  Sept. 5–13 Oct. 29–Nov. 6  

Number of Met-Ed customers affected  225,000  56,000  275,000 
(approximate) 

Percentage of Met-Ed customers affected  41  10  50 

Trouble locations     6,889  1,620  21,937 

Number of utility workers and others in  
supporting roles: 
 Met-Ed     669  323  685 
 Other FirstEnergy companies  611  0  904 
 Mutual assistance    123   0  180 

Line contractors    41   76  284 
Forestry contractors   340  123  381 

  Total    1,784  522  2,434 
 
Outage-related calls from Met-Ed customers  140,000  19,000  225,000 
(approximate) 
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Hurricane Irene, August 27, 2011 
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Snowstorm, October 29, 2011 
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individual repair tasks that awaited us. Then, we focused our attention first and foremost 
on the jobs that would bring the largest numbers of customers back into service as 
quickly as possible. Unfortunately, there were a few hundred outage cases in these major 
storms that involved only a single customer or a handful of customers and their outages 
lingered the longest. Generally, despite the low customer count, the damage and electrical 
repairs were often just as labor-intensive and time-consuming as larger jobs.  
 
Earlier this year, the House passed House Bill 1294, an important piece of legislation that 
we consider part of the solution to maintain system reliability. This bill would give the 
PUC the authority to consider alternative ratemaking methods that could streamline the 
process of financing system improvements, save customers money and encourage 
investment in electric delivery networks, as well as bring jobs to Pennsylvania. We thank 
the House for its support of this important policy initiative to address the state's aging 
infrastructure and strengthen service reliability.  
 
In closing, thank you again for an opportunity to discuss some of the steps we take to 
maintain and improve reliable electric service. I would be glad to answer any questions at 
the appropriate time. 
 
 
 
 























Handout from Rep. Tom Caltagirone 
Pennsylvania’s Electric Utilities 
Rates and Profits? Up. 
Employment? Down. 
Executive Compensation? Up. 
Reliability Scores? Down. 
 

Rates and Profits 
 

The airwaves were saturated with the news and the advertisements, either one year ago, or two, 
depending on which electric company is the default provider in a given area. Consumers could now 
supposedly shop around and select their own power generation supplier. Rates either were about to, or 
had already exploded by 30% or more. Consumers had to shop around to lessen the impact of those rate 
hikes. But the distribution function of electric utilities remains a monopoly. Rate payers can opt for 
another generator, but they are dependent on a single utility for distribution and maintenance of the 
infrastructure of their electric service. And 2011 has been a rough year for the reliability of, and timely 
repair of, our electricity distribution infrastructure. 

 
Rates are now up, and profits are climbing healthily again, after declining slightly during the rate 

caps. 
 

Employment 
 

It is indisputable that most Pennsylvanians are served by an Electric Distribution Company that 
has slashed its workforce. An example is shown below. 

 

 



 
It is only fair to ask whether such draconian decreases in staff have negatively impacted the 

ability of this utility to adequately address weather emergencies when they happen. 
 
 

Executive Compensation 
 

Not all trends on graphs are downward, however. According to SEC filings, the compensation of 
just the four top executives at First Energy, parent company of Met-Ed, totaled $22.5 million. The 
compensation of Anthony J. Alexander, President & CEO of First Energy, totals over $11.6 million. The 
President of the Met-Ed operating company, First Energy Senior Vice President Charles E. Jones, earned 
almost $2.9 million. 

 
Ironically, one of the performance bonuses that these executives did not earn was the attainment 

of goals on system availability and reliability. 
 
 

Reliability Scores 
 

The main measures of system reliability are SAIFI, dealing with outage frequency, and SAIDI, 
dealing with the duration of outages. Many Pennsylvania EDC’s have issues with one or the other, or both 
measures. All available data shows that there were challenges even before the storms of 2011. The scores 
are not likely to improve soon. 

 
In addition to two types of scores, there are two standards, one called a “standard”, the other a 

“benchmark”. The benchmark measures against the 5 years preceding electric deregulation, the goal being 
to not have deregulation negatively affect reliability. The performance “standard” is more lenient. It is a 
statistical percentage of the whole history of a distribution company’s past performance. 

 

  



We Can’t See The Electricity For The Trees 
 

Each year the Pennsylvania PUC puts out an annual report on Electric Service Reliability in 
Pennsylvania. In the 2010 report, all 11 Pennsylvania EDC’s reported the causes of its power 
interruptions. Figure 14 on page 19 of the 2010 report is reproduced below: 

 

 
 

The four lines here tell a story. As would be expected, the brown line, representing “Animals” 
varies significantly, but exhibits no long-term trend. Similarly the purple “Unknown” line varies widely 
but shows no trend. 

 
Conversely, the red “Equipment Failure” line shows a discernible upward trend. This is a 

troubling trend given the First Energy proposal to lengthen inspection cycles. But as troubling as the red 
trend is, the green “Trees – Non-Preventable” line shows a more alarming upward trend. It is 
unmistakable. A five year trend like this suggests that tree amelioration has taken a back seat at Met-Ed, 
and the nature of the 2011 outages suggests this even more strongly. 

 
Is it time for Met-Ed, and other utilities, to take a more serious look at the tree issue? It seems so. 


