Kea Sherman

Vice President of Customer Service &
Economic Development

Entergy New Orleans

713-899-40093 | Ksherm2@entergy.com

1600 Perdido Street, New Orleans, LA 70112

MARCH 18,2026

Via EMAIL

Ms. Erin Spears

Chief of Staff Council Utilities Regulatory Office
1300 Perdido Street, Room 6EQ7

New Orleans, LA 70112

Re:  CNO Docket No. UD-25-01 Customer Protections
Resolution & Order Establishing a New Docket and Procedural Schedule to Revise
Chapter 158 of the Code of Ordinances

Dear Ms. Spears,

It has come to our attention that Resolution No, R-26-501, will be discussed and voted on at a
special UCTTC meeting scheduled for March 24, 2026 at 10:00 a.m. Entergy New Orleans
(“ENO”) has previously expressed concerns about two proposed amendments to the Customer
Service Regulations that are expected to be considered and voted on at the above referenced
meeting. Specifically, ENO is concerned with changes to the outage notification provisions that
would require the following: (1) Council notification for any outage affecting more than 100
customers, materially reduced from the current threshold of 2,500 customers, and (2) Council
notification for any outage impacting over 50 customers during a declared state-of-emergency or
extreme weather conditions. Implementing the lower notification threshold (from 2,500 to 100)
would be overly burdensome given ENO’s currently available resources and could erode the
quality and timeliness of outage notifications ENO currently provides to the Council. Compliance
could require additional personnel and administrative effort to monitor and report even those
outages that affect a small number of customers and are short-lived. The incremental costs of these
additional resources will be borne by customers.

Under current Customer Service Regulations, ENO is legally required to inform CURO and the
Council of any outages affecting more than 2,500 customers. Notwithstanding that legal threshold,
ENO already follows a substantially more stringent protocol for notifying Councilmembers of
outages. Consistent with that practice, and following a technical conference, ENO proposed in its
Reply Comments filed on May 3, 2024 in this docket, to reduce the Council notification threshold
to 500 customers. That proposal reflects a reasonable and workable standard. By contrast, the
proposed reduction to 100 customers would materially expand administrative reporting obligations
for outages that are limited in scope and duration.

It is also critical to distinguish between Council notifications and customer communications. The
proposed notice changes relate only to the threshold for council member notifications. They do




not alter ENO’s practice of providing direct outage notifications to affected customers, regardless
of the number of customers impacted.

Currently, and after ENO proposed its changes to the Regulations, Customer Service Managers
(CSMs) began notifying Council members of any outage impacting more than 500 customers
(ENO’s internal protocol). For context, the outage notification process is manual and originates
from either our Distribution Operations Center (“DOC”) or a field crew member of our Operations
Team. The highest and best use of these team members is the safe restoration of power to our
customers. However, because we do not have an automated notification process, ENO’s current
protocol requires that these team members pause restoration work to collect and send outage
notifications information to CSMs, so information can in turn be communicated to
Councilmembers on an expedited basis. This information generally includes the time of the outage,
estimated restoration time, number of customers impacted and cause (as information is known).
The CSM for the respective council district then sends a group text with this information to the

council member whose district is impacted, the two At-Large Council members and their staff, as
well as CURO.

Safely restoring power remains ENO’s highest priority. At the same time, ENO values the
importance of timely communication, which is why it voluntarily implemented the 500-customer
notification threshold for Council members. Reducing the threshold further to 100 customers
would be burdensome and impractical to administer. Additionally, this information is already
available through existing communication channels. ENO’s outage map provides this information
in near real time, and ENQ’s quarterly reliability reports provide this information post-outage.

Finally, in the event a Councilmember is contacted by a customer about an outage, whether it be
one customer or hundreds who are impacted, CSMs will continue to coordinate with the network
and DOC to provide requested information. ENO remains committed to maintaining a high

standard of communication with regulators.

Thank you, in advance, for your consideration of the challenges that I have highlighted and please
let me know if you have any questions.

Sincerejy,

Kea Sherman, Vice President of Customer Service & Economic Development Entergy New
Orleans
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