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STATEMENT OF CHAIRMAN GLEN R. THOMAS

Today’s action represents a significant step in the evolution of the Philadelphia Gas Works (“PGW”).  Since receiving jurisdiction on July 1, 2000, the Commission has taken many important steps towards bringing PGW closer to operating consistent with natural gas industry standards and improving the quality of service provided to its consumers.  Working together with PGW and other stakeholders, the efforts are beginning to yield results and PGW is becoming a more efficient, responsive and effective utility operation.
For instance, the number of consumer complaints in 2002 decreased by 24 percent from 2001.  PGW has closed several costly and unnecessary customer service centers pursuant to a recommendation from the Commission’s Bureau of Audits.  The closure of the centers has allowed greater resources to be dedicated to the call center.  The most recent call center answer speed was 24 seconds (compared to 337 seconds in 2001) and there was only a 3% call abandonment rate (compared to 35% in 2001).  PGW has responded to 98% of emergency calls within one hour.  PGW now has advanced meter reading ("AMR") technology on 95% percent of its accounts and has proposed allowing payment by credit card.  Additionally, PGW has taken significant steps to limit service theft, fraud, and non-payment.

This restructuring proceeding will further the efforts to improve the operations and administration of the Gas Works, while providing Philadelphians with the ability to choose their natural gas suppliers.  The Commission’s action today unbundles rates and services, establishes a customer choice program design, sets forth customer protection standards, provides for consumer education, and addresses universal service issues.  Furthermore, by adopting the planned phase out of the Senior Citizen Discount, PGW ratepayers will have the comfort of knowing that they are only subsidizing the rates of those who demonstrate need.

Moving forward, there is still significant work to be done.  PGW’s infrastructure is aging quickly and deteriorating cast iron pipes exist throughout the system.  These pipes represent a risk to public safety and should be replaced in a timely manner.  Routine service response is also an area that needs improvement.  Recent statistics indicate that PGW technicians complete only 60-65% of their appointments.  Likewise, the reading of non-AMR meters must be improved to meet industry standards.

The leadership of PGW should be commended for the progress that has been made and I am confident that the trend of improvement will continue in the areas that still need to be addressed.  It is my sincere hope that PGW will soon provide natural gas services equal to, or better than, the services provided by other companies operating within this Commonwealth. Moreover, I hope that competition and customer choice flourish for the benefit of Philadelphians.
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