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GOVERNMENT OF PUERTO RICO 

PUERTO RICO PUBLIC SERVICE REGULATORY BOARD   

PUERTO RICO ENERGY BUREAU 

 

CASE NO.: NEPR-MI-2019-0007 

SUBJECT: Submission of Information 

Requested During Technical Conference of 

November 4, 2021. 

 

 

 

 

 

MOTION IN COMPLIANCE WITH REQUESTS ISSUED IN TECHNICAL 

CONFERENCE OF NOVEMBER 4, 2021 

 

TO THE PUERTO RICO ENERGY BUREAU: 

 

COME NOW, LUMA ENERGY, LLC as Management Co., and LUMA ENERGY 

SERVCO, LLC (collectively, LUMA), through the undersigned legal counsel and respectfully 

state and request the following:  

1. On November 4, 2021, this Honorable Puerto Rico Energy Bureau (“Energy 

Bureau”) held a Technical Conference to discuss aspects of LUMA’s Quarterly Performance 

Metrics Submission of September 20, 2021 (“September 20th PM Submission”), on several 

statistics involving both the Transmission and Distribution System and the PREPA Generation 

Assets.  

2. During the Technical Conference, the Energy Bureau and Energy Bureau 

consultants issued verbal bench orders for LUMA to provide additional information on or before 

November 9, 2021. As Exhibit 1 to this Motion, LUMA submits its responses to the requests for 

information issued by the Energy Bureau.   

IN RE:  

 

THE PERFORMANCE OF THE PUERTO 

RICO ELECTRIC POWER 

AUTHORITY 

 

NEPR

Received:

Nov 9, 2021

7:49 PM
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3. As LUMA outlined in the presentation offered during the November 4th Technical 

Conference, many of the statistics that were collected by the Puerto Rico Electric Power Authority 

(“PREPA”), lacked standard data collection practices and used inconsistent methodologies. 

Further, for many of PREPA’s statistics there was no supporting documentation or stable 

information technology systems to ensure consistent and accurate data collection and reporting. 

See LUMA November 4th Presentation, slide 3. Overall, PREPA reporting had serious errors and 

in several cases was misleading.  

4. In one instance, during the Technical Conference, PREPA confirmed they had 318 

vehicles across Generation, Hydroelectric and Administration; however, the number previously 

reported to LUMA by PREPA was 9 vehicles. Furthermore, as stated by Mario Hurtado, LUMA 

is unable to verify PREPA’s values. PREPA reported 3,117 vehicles in February 2021, however 

upon commencement, LUMA was unable to locate 894 of said vehicles. Id. These issues have also 

been submitted to the Energy Bureau and its consultants in previous comments made by LUMA 

within this docket, and in some cases the inaccuracy of the data was acknowledged by the Bureau; 

for example, when ordering PREPA to recalculate SAIDI and SAIFI in May 21, 2021 for the 

periods of March 2021 through May 2021.  

5. Thus, comparisons of PREPA’s reported statistics with LUMA’s are premature and 

caution should be used in comparing PREPA’s reported numbers.  

6. Furthermore, consideration should be given to the fact that LUMA is currently in a 

transitionary period with significant efforts to improve processes and procedures throughout the 

organization which may affect statistics with no underlying change in actual performance or 

customer experience. 
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4.  During the November 4th Technical Conference PREB consultants referred to 

LUMA’s activities as “trends” and requested explanation of the observed “trends” over for the 

first three months of LUMA’s operations. These months included the historic transition of 

operations from PREPA, an 80-year-old government entity, to a new private entity. Access to 

many systems and sites were first provided to LUMA on June 1st, 2021 and the onboarding of over 

2,000 new employees occurred on June 1st, 2021. Proper statistical trend analyses require a more 

static operational state and more than three data points to properly imply trends or deduce a cause-

and-effect relationship. It is thus inaccurate to depict LUMA’s first quarter activity as sufficient 

data to support a trend analysis.  

5.  Finally, as LUMA informed in the September 20th PM Submission, it proposes to 

file the Generation Performance Metrics separately from the Transmission and Distribution 

Performance Metrics. LUMA hereby informs that, to further coordination with PREPA connection 

on the submission of the quarterly performance metrics statistics, LUMA shared with PREPA a 

template for reporting of PREPA’s Generation performance metrics. LUMA will continue to work 

collaboratively with PREPA to meet the Energy Bureau’s deadline for submission of Performance 

Metrics statistics and to submit accurate data on generation for all performance categories. 

WHEREFORE, LUMA respectfully requests this Honorable Bureau take notice of the 

aforementioned and deem that LUMA complied with the verbal bench orders that were issued 

during the Technical Conference of November 4, 2021. 

RESPECTFULLY SUBMITTED. 

In San Juan, Puerto Rico, this 9th day of November 2021.  
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I hereby certify that I filed this motion using the electronic filing system of this Energy 

Bureau and that I will send an electronic copy of this motion to the attorneys for PREPA, Joannely 

Marrero-Cruz, jmarrero@diazvaz.law; and Katiuska Bolaños-Lugo, kbolanos@diazvaz.law. 

 

 

 

DLA Piper (Puerto Rico) LLC 

500 Calle de la Tanca, Suite 401 

San Juan, PR 00901-1969 

Tel. 787-945-9107 

Fax 939-697-6147 

 

/s/ Margarita Mercado Echegaray 

Margarita Mercado Echegaray 

RUA NÚM. 16,266 

margarita.mercado@us.dlapiper.com 

 

 

 

 

 

 

 

 

 

 

 

 

mailto:margarita.mercado@us.dlapiper.com
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EXHIBIT 1 
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Distribution System Level Jun (% Contribution)
Clientes Count of Evento Duration_Minutes SAIDI

Outage Category 2021 2021 2021 2021

115kv Transmission Line 0.1% 0.1% 0.1% 0.3%

38kv Transmission Line 1.7% 0.5% 0.2% 0.8%

Animal 2.2% 5.7% 3.9% 2.9%

Atmospheric Disturbance 0.0% 0.0% 0.0% 0.0%

Bad Weather / Lightning / Wet Ash 6.2% 12.6% 12.8% 8.2%

Breaker Transmission 1.0% 0.1% 0.1% 0.7%

Broken Cable 4.4% 1.2% 0.8% 1.4%

Broken Insulator / Pin 5.8% 2.8% 1.9% 3.6%

Broken Joint Or Termination 0.4% 0.3% 0.3% 0.2%

Broken Or Rotted Hardware 0.3% 0.7% 0.8% 0.4%

Defective Cutout 3.3% 7.5% 7.8% 5.3%

Defective Lightning Arresters 1.8% 1.0% 0.9% 1.3%

Defective Pole 2.2% 2.1% 2.7% 2.8%

Defective Switch 3.4% 1.2% 0.3% 1.3%

Faulty Transformer 0.2% 2.4% 5.3% 1.0%

Fire 0.0% 0.0% 0.0% 0.0%

Human Error 1.2% 0.1% 0.0% 0.0%

Miscoordination 0.2% 0.1% 0.1% 0.6%

No Reported Cause 22.7% 13.7% 12.3% 17.7%

Other Causes 0.4% 0.8% 0.7% 0.1%

Overload 0.0% 0.0% 0.0% 0.0%

Power Transformer Failed 0.0% 0.0% 0.0% 0.0%

Secondary Defective Pole 0.0% 0.4% 0.1% 0.0%

Secondary Vegetation 0.1% 1.1% 1.2% 0.1%

Secondary Wire Down 0.3% 6.1% 7.1% 0.8%

Switching Unit 1.1% 0.6% 0.3% 0.3%

Transmission Substation Outage 0.3% 0.2% 0.1% 0.5%

Vegetation 18.7% 24.9% 26.2% 28.3%

Wire Down 22.0% 13.9% 13.9% 21.2%
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Distribution System Level Jul (% Contribution)
Clientes Count of Evento Duration_Minutes SAIDI

Outage Category 2021 2021 2021 2021

115 kV Transmission Line 1.0% 0.2% 0.0% 0.2%

38 kV Transmission Line 2.5% 0.7% 0.4% 1.1%

Animal 5.5% 6.1% 4.6% 5.1%

Bad Weather 5.7% 11.9% 12.1% 8.9%

Breaker (Transmission) 0.3% 0.1% 0.0% 0.1%

Broken Cable 2.0% 1.2% 2.9% 1.5%

Broken Insulator/ Pin 7.2% 3.2% 2.4% 5.8%

Broken Splice/Terminal 1.8% 0.9% 0.5% 1.1%

Broken/ Rusty Hardware 0.1% 0.3% 0.2% 0.1%

Defective Cutout 2.8% 6.1% 6.2% 4.0%

Defective Pole 1.8% 1.9% 1.7% 2.7%

Defective Switch 5.7% 1.6% 0.8% 6.0%

Faulty Power Transformer 0.0% 0.0% 0.0% 0.0%

Faulty Transformer 0.4% 3.0% 4.8% 1.1%

Fire 0.5% 0.1% 0.0% 0.0%

Lightning Arresters 2.5% 1.0% 1.1% 0.9%

Load Shed (Contingency) 0.0% 0.0% 0.0% 0.0%

Miss Coordination 0.5% 0.1% 0.0% 0.1%

No Cause Reported 10.6% 11.1% 10.9% 8.8%

Other Causes 1.5% 0.7% 0.6% 2.0%

Overload 0.1% 0.1% 0.0% 0.0%

Secondary Defective Pole 0.0% 0.5% 0.5% 0.1%

Secondary Vegetation 0.1% 1.6% 1.9% 0.2%

Secondary Wire Down 0.5% 8.1% 8.3% 1.1%

Switch 0.1% 0.1% 0.2% 0.3%

Transmission Substation Bus Outage 0.0% 0.0% 0.0% 0.0%

Vegetation 20.0% 26.0% 27.8% 27.2%

Wire Down 27.1% 13.6% 12.1% 22.3%
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Distribution System Level Aug (% Contribution)
Clientes Count of Evento Duration_Minutes SAIDI

Outage Category 2021 2021 2021 2021
115 kV Transmission Line 0.3% 2.9% 4.5% 0.8%
38 kV Transmission Line 2.0% 0.7% 0.3% 2.7%
Animal 5.5% 6.7% 5.5% 7.0%
Atmospheric Disturbance 0.0% 0.0% 0.0% 0.0%
Automatic Load Transfer 1.1% 0.3% 0.0% 0.1%
Bad Weather 3.5% 10.8% 11.1% 6.3%
Breaker (Transmission) 1.0% 0.1% 0.0% 0.6%
Broken Cable 1.4% 1.4% 2.1% 1.0%
Broken Insulator/ Pin 10.6% 2.8% 2.2% 7.6%
Broken Splice/Terminal 0.6% 0.4% 1.1% 0.5%
Broken/ Rusty Hardware 0.2% 0.4% 0.4% 0.3%
Defective Cutout 4.6% 6.5% 7.0% 6.6%
Defective Pole 3.2% 2.5% 2.7% 4.3%
Defective Switch 8.5% 1.6% 0.6% 4.5%

Faulty Power Transformer 0.0% 0.0% 0.0% 0.0%
Fire 0.0% 0.0% 0.0% 0.0%
Human Error 0.8% 0.2% 0.0% 0.1%
Lightning Arresters 2.1% 1.1% 0.8% 0.9%
Load Shed (Contingency) 3.1% 0.3% 0.0% 0.7%
Miss Coordination 0.3% 0.1% 0.1% 0.3%
No Cause Reported 11.8% 12.7% 12.9% 8.8%
Other Causes 0.1% 0.7% 1.2% 0.1%
Overload 0.1% 0.1% 0.0% 0.1%
Secondary Defective Pole 0.1% 0.8% 0.8% 0.1%
Secondary Vegetation 0.1% 1.1% 1.1% 0.1%
Secondary Wire Down 1.0% 8.5% 8.8% 3.7%
Switch 0.0% 0.1% 0.1% 0.1%

Transmission Substation Bus Outage 0.0% 0.0% 0.0% 0.0%
Vegetation 18.1% 25.3% 24.3% 22.7%
Wire Down 20.2% 11.8% 12.1% 20.2%
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The Performance of the Puerto Rico Electric Power 
Authority – 11/04/21 Technical Conference 
Docket ID:  NEPR-MI-2019-0007 
 
Response: TC-RFI-LUMA-MI-19-0007-211104-PREB-006 

 

Subject: SAIDI / SAIFI Reporting Areas 

Request: PREB’s R&O referenced municipals when discussing SAIDI & SAIFI metrics; 
LUMA clarified that Puerto Rico’s municipals don’t correspond with the areas used for 
reporting due to where the circuits are located. PREB consultants requested the map 
reference to depict the difference.  

Response: 

Please refer to the map found in TC-RFI-LUMA-MI-19-0007-211104-PREB-006_Exhibit 
1.  

  



 Areas for SAIDI & SAIFI



Municipal Area for SAIDI & SAIFI
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The Performance of the Puerto Rico Electric Power 
Authority – 11/04/21 Technical Conference 
Docket ID:  NEPR-MI-2019-0007 
 
Response: TC-RFI-LUMA-MI-19-0007-211104-PREB-008 

 

Subject: Customer Complaints 

Request: PREB consultants asked why the Number of Formal Customer Complaints 
had declined when the Number of Customer Calls had increased. Requested additional 
information on these customer complaint-related metrics.  

Response: 

Number of Formal Customer Complaints  

LUMA was able to confirm by analyzing the previous quarter data, that what is defined 
as “Formal Customer Complaint” in this Quarterly Report is the total Act 57-2014 Claims 
for that period. Therefore, LUMA continued to report the metric using the same 
methodology used by PREPA.  

The data reflected over the first three months during this transitionary period reflects the 
Act 57-2014 customer claims as of June 1st, 2021, aligning with the transition from PREPA 
to LUMA. These claims are tracked with individual tracking numbers and each claim is 
handled according to the date in which it was received.  

 

Number of Customer Calls  

As previously stated, LUMA discovered that Customer Call data previously reported by 
PREPA was not reflective of the valid number of calls that may have been made due to 
PREPA’s truncated system. This system effectively routed only a specific number of calls 
to call centers, all others would be dropped and not recorded consequently invalidating 
the data reported.  

The Number of Customer Calls data reflects the significant call volumes experienced in 
June 2021. In June, LUMA’s transitioned to an open call volume network which allows for 
all calls to be addressed.  Lines which were previously dropped due to the truncated 
system, are now open, allowing for more customer contact points. Customer Call data is 
now all tracked in the cloud-based system.  

 

Correlation Between These Metrics 

Customer calls are not directly correlated to customer complaints. Customers can choose 
to file an Act 57-2014 claim or alternatively, call the customer service center. During 
transitionary periods like the transition from LUMA to PREPA, a number of calls are likely 
related to the transition taking place as opposed to a formal customer complaint.  LUMA 
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has also foundationally changed the way the utility interacts with customers. Call center 
agents and agents in walk-in offices are trained to review a customer account to address 
high bill complaints and solve customer problems directly instead of first sending them to 
Act 57. 


