Wi, .
A" Connecticut 107 Selden Street, Borlin, CT 06037

%]/Ah\\ Light & Power The Connecticut Light and Power Company

A Northeast Utilities Company &g;fﬁ;’izgg 061410270

(860) 665-3761 {direct)
{860) 665-3730 {fax)
F-mai: quinlwi@nu.com
www.cl-p.com

=

William J. Quinlan
Vice President — Customer Solutions

September 26, 2011

Good afternoon, my name is Bill Quinlan and I am the Vice President of Customer
Solutions at The Connecticut Light and Power Company. | am joined here today by Bob
Hybsch, our Vice President of Customer Operations.

We are pleased to be here today and want to thank the legislature for holding these
informative sessions. We have listened closely to the constructive feedback that has been
shared, particularly from our customers and the towns that we serve. As we continue to

receive such feedback, we are factoring it into our plans for improving our performance in
the future.

During and afier the storm, we have been broadly soliciting feedback from other key
stakeholders, including from the hundreds of our employees who were on the front lines
during our restoration efforts. These self-critiques of our own performance provide
invaluable lessons learned and help us drive continuous improvements.

We have also conducted comprehensive surveys of both our customers and municipal
leaders. Last week, we launched a state-wide outreach program that will include a series
of forums with all 149 towns and cities in our service tetritory. We are working with
legislative leaders and the Connecticut Conference of Municipalities to make these
sessions as constructive as possible. Through this process, we hope to develop and
implement specific actions that will enhance our communications and coordination with
the municipalities. Improvement in these critical areas is essential to forging stronger
partnerships for the future.

While our post-storm critique process is still in process, we have already identified several
areas that need improvement and work is underway. We would like to share with you our
progress thus far and then we are available to answer any questions that you may have.
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