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Introduction 

In their November 22, 2022 Joint Partial Settlement Agreement and Stipulation 

(“Stipulation”), Carolina Water Service, Inc. of North Carolina (“CWSNC” or 

“Company”) and the Public Staff – North Carolina Utilities Commission (“Public 

Staff”, together, the “Parties”) agreed to certain performance metrics and 

committed to work together to develop incentives and/or penalties to accompany 

certain such metrics. Further, CWSNC and the Public Staff agreed to file and 

request North Carolina Utilities Commission (“Commission” or “NCUC”) approval 

of any adjusted and agreed-upon performance metrics and incentives and/or 

penalties on or before March 17, 2023. The Stipulation provides that if agreement 

between the parties cannot be reached, the parties shall notify the Commission by 

that same date of their respective recommendations. 

While the Parties have come to substantial agreement in their discussions, despite 

good faith negotiations and due diligence, CWSNC and the Public Staff have been 

unable to fully agree upon incentives and penalties to accompany the previously 

stipulated performance metrics. Accordingly, CWSNC respectfully submits the 
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following recommendations for incentives and penalties to accompany the agreed-

upon performance metrics. 

Relevant Statutory, Regulatory, and Policy Principles 

§ 62-133.1B(a) of the North Carolina Public Utilities Act (“WSIP Statute”) provides 

that “[a] Water and Sewer Investment Plan, as filed by a water or sewer utility, shall 

include performance-based metrics that benefit customers and ensure the 

provision of safe, reliable, and cost-effective service by the water or sewer utility.” 

§ 62-133.1B(i) provides that [t]he Commission shall adopt rules to implement the 

requirements of this section, including rules to: . . . (2) [r]equire reporting on an 

annual basis of performance-based metrics and evaluation of those metrics' 

results to ensure the utility continues to perform in a safe, reliable, and cost-

effective manner.” 

 

NCUC Rule R1-17A(b)(1) defines “performance metrics” as follows: 

“Performance-based metrics" shall mean standards to measure utility 

operations and management, including the management of capital 

investment projects, intended to benefit customers by ensuring the 

provision of safe, reliable, and cost-effective service by the utility. Metrics 

may also be standards that are intended to drive utility performance or 

support Commission policy goals provided that they benefit customers by 

ensuring the provision of safe, reliable, and cost-effective service. In 

establishing performance-based metrics, the Commission may consider, at 

a minimum, operational compliance, customer service, service reliability, 

and workplace health and safety. Performance-based metrics shall be 

clearly defined, measurable, and easily verified by stakeholders. The 

Commission may approve penalties or incentives based on the results of 

approved metrics. Some metrics may be tracking metrics with or without 

targets or benchmarks to measure utility achievement.  
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The Water and Sewer Investment Plan (“WSIP”) Statute and Rule R1-17A (“WSIP 

Rule”) thus establish the following principles and considerations relating to the 

design of performance metrics: 

 The performance metrics should be designed to benefit customers. 

 The metrics should seek to ensure the provision of safe, reliable, and cost-

effective utility service. 

 The metrics should address utility operations and management, including 

management of capital investment projects. 

 Metrics can also be designed to drive utility performance or support 

Commission policy goals, provided they are consistent with ensuring the 

provision of safe, reliable, and cost-effective service. 

 With respect to performance metrics, at a minimum, the Commission should 

consider operational compliance, customer service, service reliability, and 

workplace health and safety. 

 Metrics should be clearly defined, measurable, and easily verifiable by 

stakeholders. 

 Incentives or penalties may be attached to approved metrics, but some 

metrics may be tracking metrics, with or without targets or benchmarks. 

Regulatory policy indicates that the following principles should also be followed 

when designing performance metrics1: 

 In order to avoid either confiscation or a windfall to the utility, any incentives 

or penalties should provide the utility with an opportunity to earn a return 

within a range of reasonable returns sufficient to attract capital. 

 
1 Supportive literature for these policy considerations includes: Assessing The Applicability Of 
Selected Financial Incentive Regulation Methods For Water Utility Regulation, Patrick Carvel 
Mann, The National Regulatory Research Institute, February 1997, page 32 - 
https://pubs.naruc.org/pub/FA85F61B-F2E7-EC25-C736-3F9299F6B298; Utility Performance 
Incentive Mechanisms – A Handbook for Regulators, Synapse Energy Economics, Inc., March 9, 
2015, page 2-4 - https://www.synapse-
energy.com/sites/default/files/Utility%20Performance%20Incentive%20Mechanisms%2014-
098_0.pdf. 

https://pubs.naruc.org/pub/FA85F61B-F2E7-EC25-C736-3F9299F6B298
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 To the extent practicable, incentives and penalties should be symmetrical, 

on a metric-by-metric basis or in aggregate. 

 Performance metrics should address items that are within the control of the 

utility. 

 The metrics, including related incentives or penalties, should not create 

perverse financial incentives that result in inefficient or counterproductive 

behavior by the utility.  

 The metrics should be sufficiently comprehensive so that the utility has 

minimal potential for influencing the performance measure. 

 The metrics should minimize regulatory burden, being efficient to compile, 

monitor, and administer. 

 Any targets or benchmarks of the metrics should be based on sound data 

and evidence and be reasonably attainable by the utility in the period for 

which they are in place. 

CWSNC’s Recommended Performance Metrics, Incentives, and Penalties2 

Metrics #1 and #2 – Safe Drinking Water Compliance, Clean Water Act 

Compliance (Category: Operational Compliance) 

After the Company proposed the Safe Drinking Water and Clean Wastewater 

Compliance metrics in its initial filing, the Parties agreed in the Stipulation to 

include the metrics in the agreed-upon WSIP3.  The Company recommends 

establishing a benchmark based on the most recent three calendar years’ results 

(here, using 2020-2022 data), and calculating a standard deviation based on the 

three years of results.  This helps clearly frame the Company’s recent results in 

these areas and sets a reasonable basis for expected future performance.  In 

addition, the Company proposes to implement an incentive/penalty structure 

whereby the Company’s high-end band for earned ROE can be adjusted for each 

 
2 A complete table of CWSNC’s Recommended Performance Metrics and Details is attached hereto 
as Attachment A. 
3 Please note the name of Metric #2 has been slightly modified from the Stipulation in this proposal. 
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Rate Year’s earnings test in the Annual Review filing.  The proposed 10 basis point 

(BP) adjustments are consistent with the scale of the Public Staff’s direct testimony 

position.  The Company acknowledges that, as its recent results for Metric #1 are 

within one standard deviation of 100% compliance, the Company can only receive 

an incentive under its proposal by reaching 100% compliance. 

The Company notes that there are overlapping jurisdictional considerations for 

these metrics, as the North Carolina Department of Environmental Quality 

(NCDEQ) has authority to monitor utility performance, initiate investigations, and 

issue fines and penalties for non-compliance (which would not be recoverable from 

customers).  Despite the potential for a form of double jeopardy, the Company is 

amenable to implementing an incentive/penalty structure to highlight the particular 

importance of broad compliance due to the myriad customer and environmental 

health considerations.  While the Company recognizes the goal of 100% 

compliance at all times, the reality is violations can occur due to circumstances 

outside of the Company’s control, such as a radiological exceedance at a well 

system due to environmental changes or a wastewater commercial customer 

dumping toxic chemicals into the sewer system causing an exceedance violation.  

These issues may arise without warning and, although the Company may act 

timely and prudently to address the issue, the resulting temporary lack of 

compliance would be captured in these metrics.  The Company therefore believes 

the proposed metrics, benchmarks, benchmark bounds, and incentive/penalty 

structures identify a valuable, clearly understandable measure of the Company’s 

operations and reasonably consider the efforts to provide safe and reliable service. 

Metric #3 – Timely Answering of Customer Calls (Category: Customer Service) 

After the Company proposed the Timely Answering of Customer Calls metric in its 

initial filing, the Parties agreed in the Stipulation to include the metric in the agreed-

upon WSIP.  The Company recommends establishing a benchmark based on the 

most recent three calendar years’ results (here, using 2020-2022 data), and 

calculating a standard deviation based on the three years of results.  As with 
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Metrics #1 and #2, this helps clearly frame the Company’s recent results in this 

area and sets a reasonable basis for expected future performance.  In addition, 

the Company proposes to implement an incentive/penalty structure whereby the 

Company’s high-end band for earned ROE can be adjusted for each Rate Year’s 

earnings test in the Annual Review filing.  The proposed 10 BP adjustment 

modifies the proposal from the Public Staff’s direct testimony, utilizing a more 

impactful structure that covers the entire Rate Year, consistent with the Annual 

Review reporting cycle.   

The metric was developed based on readily available data already tracked by the 

customer service team.  The Company believes this metric addresses a 

subcategory of customer service - the responsiveness of the customer service 

team and its processes.  This is an important feature of the Company’s service to 

its customers as CWSNC continually strives to meet their expectations.   

Metric #4 – Water Service Quality Customer Complaints (Category: Customer 

Service) 

After the Company proposed the Non-Bill Related Customer Complaints metric in 

its initial filing, the Parties agreed in the Stipulation to include this metric in the 

agreed-upon WSIP.  The Company recommends establishing a benchmark based 

on the most recent three calendar years’ results (here, using 2020-2022 data), and 

calculating a standard deviation based on the three years of results.  As with the 

previous metrics, this helps clearly frame the Company’s recent results in this area 

and sets a reasonable basis for expected future performance.   

This metric is proposed to be established as a tracking, or monitoring, metric, 

which is consistent with the Public Staff’s direct testimony position.  CWSNC 

understands it is in agreement with the Public Staff as to the implementation of this 

metric.  The Company believes this metric addresses a separate subcategory of 

customer service – service quality of operations – that is a natural complement to 
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Metric #3 and provides a broad but important data point in demonstrating the 

Company’s operational performance. 

Metrics #5 and #6 – Water Service Disruptions, Sewer Overflows (Category: 

Service Reliability) 

After the Company proposed the Unplanned Water Service Disruptions and Sewer 

Overflows metrics in its initial filing, the Parties agreed in the Stipulation to include 

these metrics in the agreed-upon WSIP.  The Company recommends establishing 

a benchmark based on the most recent three calendar years’ results (here, using 

2020-2022 data), and calculating a standard deviation based on the three years of 

results.  As with the previous metrics, this helps clearly frame the Company’s 

recent results in these areas and sets a reasonable basis for expected future 

performance.   

These metrics are proposed to be established as tracking, or monitoring, metrics, 

which is consistent with the Public Staff’s direct testimony position.  CWSNC 

understands it is in agreement with the Public Staff as to the implementation of 

these metrics.  The Company believes these complementary metrics create a 

broadly effective measure that directly addresses the reliability of the Company’s 

water and wastewater service to customers, while effectively supplementing the 

Customer Service and other metrics in presenting a clear and encompassing view 

of the Company’s operational performance. 

Metric #7 – Employee Safety (Category: Workforce Health and Safety) 

After the Company proposed the OSHA Incident Rate metric in its initial filing, the 

Parties agreed in the Stipulation to include this metric in the agreed-upon WSIP.  

The Company recommends establishing a benchmark based on the most recent 

three calendar years’ results (here, using 2020-2022 data), and calculating a 
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standard deviation based on the three years of results4.  As with the previous 

metrics, this helps clearly frame the Company’s recent results in this area and sets 

a reasonable basis for expected future performance.   

This metric is proposed to be established as a tracking, or monitoring, metric, 

which is consistent with the Public Staff’s direct testimony position.  CWSNC 

understands it is in agreement with the Public Staff as to the implementation of this 

metric.  The Company believes this metric creates a broadly effective and 

commonly used measure that clearly relates to workforce health and safety and 

properly compliments Metric #8’s focus on training, which can mitigate risk of 

incidents. 

Metric #8 – Employee Safety Training (Category: Workforce Health and Safety) 

After the Company proposed the Employee Training metric in its initial filing, the 

Parties agreed in the Stipulation to include this metric in the agreed-upon WSIP.  

As the Company does not have historical data readily available for this metric, a 

benchmark cannot be established at this time.  However, the Company expects to 

implement a tracking and compiling methodology by April 1, 2023, the start of the 

agreed-upon WSIP Rate Year 1.  The Company further clarifies that “training” 

means structured, organized training (as opposed to peer-to-peer training), and 

that “field employee” is defined as an employee with a job title listed below, or its 

equivalent: 

Field Tech I 

Field Tech II 

Field Tech III 

Water-Wastewater Operator I 

Water-Wastewater Operator II 

Water-Wastewater Operator III 

 
4 Please note that the Measure formula has been modified to accommodate annual calculations 
and reporting.  The Company understands Public Staff is in agreement on this modification to the 
metric as presented in the Stipulation. 
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Lead Water-Wastewater Operator 

Area Manager 

Director, State Operations 

This metric is proposed to be established as a tracking, or monitoring, metric, 

which is consistent with the Public Staff’s direct testimony position.  CWSNC 

understands it is generally in agreement with the Public Staff as to the 

implementation of this metric, and the modifications and clarifications to the metric 

as presented in the Stipulation.  The Company believes this metric properly 

complements Metric #7 and identifies an important measure to track employee 

knowledge of health and safety protocols to ensure a workforce that is capable of 

providing safe, reliable service to customers for the long term. 

Metric #9 – Timely Completion of Capital Improvement Plan (CIP) Projects 

(Category: Capital Projects) 

The Company agreed with the Public Staff to include a Timely Completion of CIP 

Projects metric in the Stipulation of the WSIP.  The Company has also agreed to 

a penalty-only structure for the metric, as was proposed in the Public Staff’s direct 

testimony, despite a lack of history directly applicable to the measurement formula 

in this metric.  The Company herein clarifies and enhances the metric in certain 

ways, to ensure the metric accounts for the necessary and expected changes in 

project timing and execution that will occur over the WSIP period, a dynamic that 

has been described to the Commission previously and is in the evidentiary record 

of this proceeding.  (See Tr. Vol. 7, p. 108, Denton Rebuttal, discussing the 

inherent uncertainties regarding schedules and costs in virtually every project, 

which are outside the Company’s control).  For example, the Company added 

language to account for “net movement” in the number of projects placed in-service 

in a Rate Year.  The Company also clarified that the thresholds for net movement 

of projects should be considered on a cumulative basis, such that the Company’s 

net movement is limited to no more than approximately 10% of its project count 

per year, on average, or 30% over the three-year WSIP period.  This is an 

important feature that allows for the accumulation of adjustments the Company 
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expects will occur over the WSIP period.  This metric provides clarity as to the 

accuracy of Company projections and tracks the dynamic previously described, 

while holding CWSNC accountable to executing a degree of capital investment 

that is contemplated in the WSIP period. 

CWSNC emphasizes for the Commission that this metric as well as Metric #10 are 

dependent on an approved and agreed-upon final project list that reflects all 

projects included in the approved WSIP for rate recovery.  Without the approved, 

WSIP-recovered project list, these two metrics – as well as the quarterly and 

annual compliance filings required per the WSIP Rule - cannot be calculated.  As 

the final project list is dependent on determinations on disputed WSIP issues, the 

final list must be confirmed along with or shortly after a Final Order by the 

Commission authorizing a WSIP. 

Metric #10 – Completion of CIP Projects on Budget (Category: Capital Projects) 

The Company agreed with the Public Staff to include a Completion of CIP Projects 

on Budget metric in the Stipulation of the WSIP.  The Company does not agree to 

a penalty/incentive structure for this metric, in part due to a lack of history directly 

applicable to the measurement formula in this metric.  In addition, the Company 

believes that, to the extent project costs exceed levels approved in rates, the utility 

will absorb the difference in the form of a lower earned ROE (all else equal).  A 

utility also has a natural incentive to keep the costs of capital projects down, and 

therefore a codified incentive would likewise be redundant.   

The drivers for project costs to exceed estimates can arise in various ways, many 

of which are outside of the utility’s control, such as: 1) administrative delays 

including long permitting timelines; 2) supply shortages for critical materials; 3) 

necessary scope changes and contingencies on the project to consolidate efforts 

with other operational needs or address unforeseen issues; 4) inflation or other 

economic factors; and 5) availability of capable contractors.  Therefore, while the 

Company acknowledges the value in tracking estimated costs versus actual 
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results, individual projects (and possibly the bulk of a capital plan) can be upended, 

and management may be limited in its ability to reasonably accommodate these 

issues in relation to the WSIP.   

Metric #11 – Utilization of the State Revolving Fund (SRF) Program (Category: 

Capital Projects) 

The Company agreed with the Public Staff to include a Utilization of SRF Program 

metric in the Stipulation of the WSIP.  The Company has also agreed with the 

Public Staff on a reasonable penalty/incentive structure that holds the Company 

accountable to pursuing SRF funding, while providing incentive to obtain low-cost 

capital.  CWSNC understands it is generally in agreement with the Public Staff as 

to the implementation of this metric.  The Company has agreed to a list of SRF-

eligible projects that are included for WSIP recovery (noted in both the Company’s 

and the Public Staff’s Proposed Orders and included in their respective revenue 

requirements) that will allow for clearly defined and easily verifiable measurement 

of this metric.  The structure of the measure also allows for potential project timing 

fluctuations, as noted in discussion of Metric #9 above. 

Metric #12 – Expense Efficiency (Category: Expense Efficiency) 

The Company agreed with the Public Staff to include an Expense Efficiency metric 

in the Stipulation of the WSIP.  The Company has also agreed to an incentive-only 

structure for the metric, as was proposed in the Public Staff’s direct testimony.  

CWSNC understands it is generally in agreement with the Public Staff as to the 

implementation of this metric. Should the Company’s expenses exceed the 

approved levels, the utility will absorb the difference, resulting in a lower earned 

ROE (all else equal). Alternatively, a reduction in expenses would promote a 

sharing of benefits with customers and result in lower ongoing revenue 

requirement needs.  The Company sees no need for specific benchmarks or 

bounds, as the comparison for the incentive is the authorized WSIP expense 
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levels.  The Company herein clarifies slightly the metric measurement as 

presented in the Stipulation.   

Metric #13 – Water Loss (Category: Operational Efficiency) 

The Company agreed with the Public Staff to include a Water Loss metric in the 

Stipulation of the WSIP.  This metric is proposed to be established as a tracking, 

or monitoring, metric, which is consistent with the Public Staff’s direct testimony 

position.  Tracking this data will allow trends to be identified and progress to be 

more readily measured and quantified.  The Company understands it is generally 

in agreement with the Public Staff as to the implementation of this metric.  The 

Company believes this metric identifies an important measure to track as a gauge 

of operational efficiency in supporting its capability in providing safe, reliable 

service to customers. 

Metric #14 – Employee Turnover (Category: Workforce Development) 

The Company agreed with the Public Staff to include an Employee Turnover metric 

in the Stipulation of the WSIP.  This metric is proposed to be established as a 

tracking, or monitoring, metric, which is consistent with the Public Staff’s direct 

testimony position.  Tracking this data will allow any trends to be presented and 

potential concerns or issues to be readily identified.  The Company understands it 

is generally in agreement with the Public Staff as to the implementation of this 

metric.  Attaching incentives or penalties to this metric has the potential to create 

perverse incentives, such as offering top-of-market compensation packages in 

order to retain employees.  CWSNC clarifies that the scope of employees should 

be limited to employees focused on North Carolina operations, as listed in Metric 

#8, as regional or shared service employees can be more readily redeployed within 

the larger organization, such as through promotion or resource 

management/allocation practices.  The Company believes this metric creates an 

important measure to track as a gauge of its ability to maintain a competent, skilled 

workforce to ensure the provision of safe, reliable service to customers. 
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Rationale for CWSNC’s Recommendations 

The Company believes its recommendations present a significant movement from 

its as-filed position this proceeding, and notes that it has presented a proposal 

herein that is highly correlated with the Public Staff’s testified proposal.  The 

recommendations focus on enhancing the agreed-upon metrics per the Stipulation 

by including incentives and penalties based on performance that are reasonably 

attainable by a well-run utility and that consider activities that are within the 

Company's control.   

The proposed metrics provide broad coverage of water/wastewater utility priorities 

while providing insight into key indicators of utility performance, and provide a 

cohesive package of incentives and penalties across important utility performance 

areas to encourage management to balance its priorities and focus across its 

operations.  These metrics avoid being too high-level or simplistic as to be devoid 

of meaning, value or benefit to customers.  CWSNC cautions against expansion 

or creation of metrics that result in material overlap of the focus and coverage of 

pertinent issues when combined with the stipulated metrics.  The bounds on 

benchmarks account for uncertainty and volatility inherent in these measured 

activities, while creating a simple, objective, and understandable basis for 

managing the incentive/penalty structure going forward.  The benchmarks and 

penalty/incentive structures are also realistic, balanced, and reachable.  If 

otherwise, the motivation to reach targets or avoid penalty may lead to incurring 

costs in excess of the benefit gained. Customers may be unwilling to pay for a poor 

cost/benefit trade off, and while rewards should not offset the benefit to ratepayers, 

penalties should not be disproportionate to the costs and benefits of the desired 

outcome. 

Although the water and wastewater industry has not yet established a paradigm or 

a coordinated track record for public metrics and benchmarks (in contrast to the 

energy industry), the Company's proposal provides wide-ranging, enhanced 

transparency and meaningful impacts based on performance, without 
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overstepping in transitioning to a new model for regulation in North Carolina.  The 

Company’s proposal provides a strong initial basis for establishing a WSIP, upon 

which future WSIPs can hone, modify, or otherwise improve upon as deemed 

reasonable and in the public interest.  This incremental approach also allows 

utilities and regulators to gain experience with a mechanism and manage any 

unforeseen consequences of the incentive without large impacts on customers. As 

experience allows parties to gain more confidence that a given mechanism does 

not suffer from any major flaws, the scope and scale of the metric component of a 

WSIP can be modified, if needed.   

Conclusion 

CWSNC believes that its recommended performance metrics, incentives, and 

penalties are consistent with North Carolina law, the Commission’s rules, 

principles of operational and management efficiency, requirements of compliance, 

securing benefits to customers, enhancing accountability and transparency of the 

utility, and sound regulatory policy.  

CWSNC’s recommendation focuses on the provision of safe, reliable, and cost-

effective utility service. As described above, safety and reliability are addressed 

directly or indirectly by all of the metrics, and the Capital Project and Expense 

Efficiency metrics are focused on providing service cost-effectively. 

CWSNC’s recommendations are designed to produce benefits for customers – 

both qualitatively and quantitatively. By measuring, monitoring, and rewarding or 

penalizing the utility’s performance with metrics focused on compliance, reliability, 

and customer service, CWSNC is incented to maintain or improve its provision of 

high quality, compliant, reliable water and wastewater service to its customers. In 

addition, the focus of several metrics on capital management – with accompanying 

reasonable penalties and incentives – will serve to further discipline the utility with 

respect to completing capital projects on time and on-budget. And if the utility can 

obtain state revolving funds for any of its capital projects, that will further benefit 
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customers in terms of lower project costs. Finally, to the extent CWSNC were to 

fail to meet any of the metrics with penalties, customers will benefit through a 

lowering of the ROE band and a commensurate lowering of the threshold for 

sharing earnings with customers. 

Although many of the metrics are accompanied by incentives and/or penalties, 

some are tracking metrics, which is permitted by the WSIP Statute. In addition, the 

recommended metrics are clearly defined, measurable, and easily verifiable by 

stakeholders. CWSNC’s recommendation contains metrics that are largely within 

the control of the utility, which is appropriate for performance-based ratemaking. 

CWSNC’s recommendations will result in a maximum reduction in the ROE band 

(above the top of which customers will receive a share of the utility’s earnings) of 

50 basis points, and a maximum increase in the ROE band of 40 basis points. 

While this is somewhat asymmetrical, it is to the benefit of customers, and should 

fall within a reasonable range of returns – as exhibited by the settled ROE bands 

- so as to avoid either confiscation from or a windfall to the utility.  

CWSNC appreciates the opportunity to continue to work with the Public Staff on 

this topic and to expand on the progress evident in the Stipulation. The Company 

requests that the Commission authorize the filing of reply comments within 20 days 

of this filing, or otherwise schedule a hearing by that date, at the Commission’s 

discretion and preference. 

[Signatures Follow on Next Page] 
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Respectfully submitted,  
 
SANFORD LAW OFFICE, PLLC 
 
Electronically Submitted 
/s/ Jo Anne Sanford 
State Bar No. 6831 
Post Office Box 28085  
Raleigh, North Carolina 27611  
T: 919-210-4900 
E-mail: sanford@sanfordlawoffice.com 
 
 
/s/ Kay Pashos, Pro Hac Vice 
Ice Miller LLP 
One American Square, Ste. 2900 
Indianapolis, Indiana 46282-0200 
T: 317-236-2208 
Email: kay.pashos@icemiller.com  
 
/s/ Mark Alson, Pro Hac Vice 
Ice Miller LLP 
One American Square, Ste. 2900 
Indianapolis, Indiana 46282-0200 
T: 317-236-2263 
E-Mail: mark.alson@icemiller.com  
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# Metric Description Measure Category
3 Year Standard 

Deviation
3 Year Average 

(Benchmark)
Lower 
Bound

Upper 
Bound Penalty Incentive

1 Safe Drinking 
Water

Compliance

% days in compliance (sum of all days – sum of all days 
out of compliance) / sum of all 
days
Sum of all days = No. of systems x 
365 days

Operational 
Compliance

1.35% 98.84% 97.49% 100.00% 10 Basis Point (BP) ROE reduction 
to the high-end of the band

10 BP ROE increase to the high-end of the 
band if Upper Bound is attained

2 Clean Water Act 
Compliance 

% days in compliance (sum of all days – sum of all days 
out of compliance) / sum of all 
days

Operational 
Compliance

2.48% 96.22% 93.73% 98.70% 10 BP ROE reduction to the high-
end of the band

10 BP ROE increase to the high-end of the 
band

3 Timely 
Answering of 

Customer Calls

Telephone service factor calls answered within 60 seconds 
/ total calls answered (tracked by 
quarter)

Customer Service 2.72% 80.70% 77.98% 83.42% 10 BP ROE reduction to the high-
end of the band

10 BP ROE increase to the high-end of the 
band

4 Water Service 
Quality

Customer 
Complaints

Technical service complaints in 
specific categories.  Underlying 
data should incorporate 
subdivision and system name.

(complaints for no water, air in 
water, discolored water, high/low 
pressure, mineral amount, 
taste/odor, and water quality) / 
(active accounts / 1,000)

Customer Service 1.21 16.12 N/A N/A No Penalty No Incentive

5 Water Service 
Disruptions 

Unplanned water service 
disruption

recorded Lucity water main 
breaks / 1,000 accounts

Service Reliability 0.5982 2.0410 N/A N/A No Penalty No Incentive

6 Sewer Overflows Number of sanitary sewer 
overflows (SSOs)

wastewater SSOs / 100 miles of 
gravity line

Service Reliability 2.3157 4.9748 N/A N/A No Penalty No Incentive

7 Employee Safety OSHA incident rate (number of injuries and illnesses 
*200,000) / employee hours 
worked

Workforce Health 
and Safety

0.5278 3.77 N/A N/A No Penalty No Incentive

8 Employee Safety 
Training 

Field Employee safety training 
hours / Field Employee

Field employee means employee 
with job title listed below, or 
equivalent:
Field Tech I
Field Tech II
Field Tech III
Water-Wastewater Operator I
Water-Wastewater Operator II
Water-Wastewater Operator III
Lead Water-Wastewater Operator
Area Manager
Director, State Operations

Training means structured and 
organized training (not peer to 
peer training)

Workforce Health 
and Safety;  
Workforce 

Development

N/A No Benchmark N/A N/A No Penalty No Incentive

9 Timely 
Completion of 

CIP Projects

Percentage of CIP Program 
projects in the approved WSIP 
incomplete during the planned 
Rate Year on a Company basis

Total projects placed in-service / 
Total Projects approved.  
Calculated cummulatively for each 
Rate Year in WSIP period.

Capital Projects N/A No Benchmark N/A N/A 10 BP Reduction to the high end 
of the band if net movement 
results in 10% fewer projects 
being completed in RY1, 20% 

fewer projects in RY2, 30% fewer 
projects in RY3

No Incentive

Carolina Water Service, Inc. of North Carolina
Docket No. W-354 Sub 400
Performance Metrics APPENDIX A
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# Metric Description Measure Category
3 Year Standard 

Deviation
3 Year Average 

(Benchmark)
Lower 
Bound

Upper 
Bound Penalty Incentive

10 Completion of 
CIP Projects on

Budget

Percentage of CIP Program 
projects that cost in excess of 
110% of the estimate in the 
approved WSIP on a Company 
basis

Total projects placed in-service 
with costs in excess of 110% of 
approved amount / Total projects 
placed in-service.  Calculated 
cummulatively for each Rate Year 
in WSIP period. 

Capital Projects N/A No Benchmark N/A N/A No Penalty No Incentive

11 Utilization of the 
SRF Program 

Whether the Company applied 
for SRF funds for certain 
eligible projects listed in the 
Commission’s Order and 
approved in the WSIP in or 
before the Rate Year of the 
project’s in service date.

Applications submitted to 
Department of Environmental 
Quality

Capital Projects N/A No Benchmark N/A N/A 10 BP ROE reduction to high-end 
of the Commission-approved 

band for failure to submit 
applications as required by the 

measure.

One-half BP increase to the high-end of the 
Commission-approved band for every 

$500K in funding the Company is awarded.

12 Expense 
Efficiency 

Operation & Maintenance 
expense per Equivalent 
Residential Connection (ERC) 
on a Rate Division and 
Company basis, excluding 
Purchased Water / Sewer 
Treatment and Purchased 
Power

(Total Operation & Maintenance 
expense - Purchased 
Water/Sewer Treatment and 
Purchased Power) / ERCs

Expense Efficiency N/A No Benchmark N/A N/A No Penalty If, on a Company basis, the actual O&M 
expense level is reduced by at least $1/ERC 
in comparison to the authorized level, then 

a two BP increase to the high end of the 
band would be awarded. For each 
additional $0.4K/ERC in savings, an 

additional one BP increase would be 
awarded, up to a cumulative maximum of 

10 BPs.

13 Water Loss Level of water loss on a 
Company basis

(Water produced and purchased – 
water sold) / water produced and 
purchased

Operational 
Efficiency

N/A No Benchmark N/A N/A No Penalty No Incentive

14 Employee 
Turnover 

Turnover rate Number of North Carolina 
employees that leave / total 
number of North Carolina 
employees for same period 
(excluding transfers and/or 
pormotions within Corix or an 
affiliate)

Workforce 
Development

N/A No Benchmark N/A N/A No Penalty No Incentive

50 Basis Points 40 Basis Points, plus SRFTotal Aggregate Penalty/Incentive
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VERIFICATION

Dante M. DeStefano, being duly sworn, deposes and says: that he is the

Director of Regulatory Affairs for the subsidiaries of Corix Infrastructure, Inc. (“CM”);

that he is familiar with the facts set out in the attached Recommendations, filed in

NCUC Docket No. W-354 Sub 400; that he has read the foregoing

Recommendations and knows the contents thereof; and that the same is true of

his knowledge except as to those matters stated therein on information and belief,

and as to those he believes them to be true.

Dante M. DeStefano, \ :
\'s'

VNN
7 -̂ Sworn tds&nd subscribed before me this

> the-^7^dav of March. 2023

;V„ - Notaryp^lrc (J
\

SS888|OFFICIAL SEAL
DENISE E. MAZZEO

NOTARY PUBLIC - NEW JERSEY
My Comm.Expires July 17, 2023My Commission Expires:



 

CERTIFICATE OF SERVICE 

The undersigned hereby certifies that a copy of the foregoing 

Recommendations, filed by Carolina Water Service, Inc. of North Carolina in 

Docket No. W-354, Sub 400, has been served on the Public Staff.  I further certify 

that a Word version of the attached Recommendations is being provided to the 

North Carolina Utilities Commission at briefs@ncuc.net . 

This the 17th  day of March, 2023. 

Electronically Submitted 

/s/Jo Anne Sanford 
North Carolina State Bar No. 6831 
Sanford Law Office, PLLC 
Post Office Box 28085 
Raleigh, North Carolina 27611-8085 
Telephone: 919.210.4900 
Email:  sanford@sanfordlawoffice.com 

mailto:briefs@ncuc.net
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