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6896 Miller Road 
Brecksville, Ohio 44141 

 
August 8, 2025 

 
Via Email Donald.Leming@puco.ohio.gov 
 
Mr. Donald Leming 
Director, Service Monitoring and Enforcement Division 
Public Utilities Commission of Ohio 
180 E. Broad St. 
Columbus, Ohio 43215 
 
 

Re: Response and Corrective Action Plan 
 
 
Dear Mr. Leming: 
 
 

The Cleveland Electric Illuminating Company (“CEI” or “Company”) has reviewed the 
Notice of Probable Non-Compliance issued by the Staff of the Public Utilities Commission of 
Ohio on July 25, 2025.  

 
CEI remains committed to delivering safe, reliable power and high-quality customer 

service in full compliance with state regulations. In alignment with these responsibilities, the 
Company developed and began implementing a comprehensive reliability improvement plan in 
early 2025 focused on strengthening the electric infrastructure in the city of Lakewood and 
surrounding communities. The plan, developed prior to the issuance of the Notice, includes 
targeted investments to enhance system performance, accelerate restoration efforts and enhance 
the overall customer experience.  

 
Following recent events and in continued collaboration with Staff, the Company has since 

identified opportunities to expand and expedite elements of the plan. CEI is also introducing new 
initiatives to further reinforce system reliability and improve communications and remains 
committed to continued engagement with customers, communities and community leaders as it 
does so.  

 
CEI’s reliability improvement plan is aligned with Staff’s proposed corrective actions. The 

following response to the Notice details CEI’s implementation plans. 
 
 1.  Detailed Reliability Improvement Plan 
 
 Staff proposes that the Company develop a detailed plan to improve reliability of service 
to the city of Lakewood and nearby areas, including specific timelines and costs associated with 
each phase of the proposed project. Staff also proposes that the detailed plan shall describe – to 
the extent applicable – how the Company will ensure that any shifting of funds, equipment or 
staffing to support implementation of the proposed reliability improvements described in the plan 
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does not compromise the reliability and safety of the Company’s infrastructure in other parts of its 
service territory.  
 

The Company’s reliability improvement plan is designed to specifically address the causes 
of the outages experienced by the city of Lakewood and surrounding areas. It outlines equipment 
replacements and repairs identified through thermal scans and prioritizes vegetation management 
of substations and circuits serving the community. The Company has dedicated the resources 
necessary to implement its plan without compromising reliability or safety in other parts of its 
service territory. 
 
 1.1  Substation Equipment Repairs and Replacement  
 

The Lakewood Substation has two transformers, and in June 2025, CEI added the 
replacement of one transformer at the Lakewood Substation to its improvement plan. In July 2025, 
repairs and upgrades were completed on the second transformer at the same substation.  

 
The Company has proactively decided to accelerate the replacement of the second 

transformer and added it to the improvement plan. The Company is actively working to procure 
both transformers through available production slots and exploring opportunities to compress the 
projected installation timeline described below. These replacements will not impact other planned 
transformer projects across the Company’s service territory.  

 
 By the end of August 2025, the Company will install highly sensitive partial discharge 
monitors on both in-service transformers at the Lakewood Substation. These advanced sensors 
detect and analyze partial discharges in components that will enable early detection of potential 
equipment issues, allowing CEI crews to perform proactive maintenance and repairs, minimizing 
outage risks. 

 
1.2  Breaker Replacements at Grovewood Substation     
 
At the Grovewood Substation, CEI replaced the R-19-GW breaker in 2022, the R-20-GW 

breaker in 2024 and the R-16-GW breaker on August 5, 2025, with plans to replace the remaining 
three breakers at the substation. CEI will replace the R-11-GW breaker this year and the other two 
breakers in 2026. 
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The approximate cost and timeline for each project is outlined in the table below.  
 

Substation Project Timeline Cost 
Grovewood R-16-GW Breaker Replacement Completed on August 5, 

2025 
$0.4M 

Grovewood R-11-GW Breaker Replacement Fourth Quarter 2025 $0.4M 
Grovewood R-13-GW Breaker Replacement Fourth Quarter 2026 $0.4M 
Grovewood R-22-GW Breaker Replacement Fourth Quarter 2026 $0.4M 
Lakewood Transformer #42 Replacement Second Quarter 2027 $2.0M 
Lakewood Transformer #41 Replacement Second Quarter 2028 $2.0M 

Total $5.6M 
 

1.3  Thermal Scans and Related Repairs 
 
In addition to replacing equipment, CEI is conducting thermal scans on all 36kV 

Grovewood circuits, with completion expected by the end of September 2025. The scan results 
will guide prioritization of equipment repairs. Thermal scan results to date are shown in the table 
below. 

 
Item Inspection 

Date 
Circuit Number Equipment Site 

Number 
Repair Due Date 

1 July 22, 2025 400780016 CXC-348821 August 21, 2025 
2 July 28, 2025 400780022 CXC-516347 August 27, 2025 
3 July 28, 2025 400780013 CXC-650335 October 26, 2025 
4 July 28, 2025 400780013 CXC-644215 October 26, 2025 
5 July 28, 2025 400780022 CXC-725198 October 26, 2025 
6 July 28, 2025 400780013 CXC-529914 January 24, 2026 
7 July 28, 2025 400780013 CXC-644210 January 24, 2026 
8 July 28, 2025 400780013 CXC-650778 January 24, 2026 
9 July 28, 2025 400780016 CXC-679256 January 24, 2026 
10 July 28, 2025 400780013 CXC-644209 January 24, 2026 
11 July 22, 2025 400780016 CXC-639093 July 22, 2026 
12 July 28, 2025 400780013 CXC-684018 July 28, 2026 
13 July 22, 2025 400780016 CXC-645100 July 22, 2026 
14 July 28, 2025 400780020 CXC-638906 July 28, 2026 
15 July 28, 2025 400780020 CXC-638908 July 28, 2026 
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 1.4  Vegetation Management 
 

The Company will be accelerating planned 2025 maintenance on the Lauderdale and 
Freedom Substations and circuits with an estimated cost of $0.4M. In addition, the Company will 
patrol and prioritize vegetation management around the remaining substations and circuits serving 
these areas which will address dead, dying or diseased trees that pose an imminent reliability threat. 
This work is scheduled for completion by the end of October 2025. 
 
 2.  Outage Notification Protocol  
 

Staff proposes that the Company notify them of any additional outages impacting the 
Lakewood area and further requests that the Company include the outage causes, circuit number 
and identify if the circuit is part of an ongoing action plan to improve its performance.  

 
The Company will provide daily outage reports via email to staff Monday through Friday 

detailing outages affecting the Lakewood area, outage causes, circuit numbers and identification 
of whether the circuit is a part of an ongoing action plan – (Rule 11 or Section 1 above). Weekend 
outages will be included in Monday’s report. No email will be issued if no outages occurred. The 
first report will be available by the end of August 2025. CEI will follow Staff’s guidance regarding 
the duration of reporting protocol. 

 
 3.  Communications Improvement Plan 
 
 Staff proposes that the Company develop a plan to improve communications with 
communities and customers who experience outages. The Company values providing timely and 
accurate communications to customers, local communities and the media. It is our practice for 
CEI’s Local Engagement staff to contact elected officials directly on outages impacting their 
communities with outage size (customer count), estimated time of restoration (ETR), and cause (if 
known).  
 

3.1  Improved ETR Experience 
 

In 2024, FirstEnergy launched an initiative to improve the ETR experience across all 
companies, including CEI. The ETR Experience Team, formed in 2024, has been analyzing 
internal processes, customer feedback and industry peer best practices to identify improvements. 
These collective initiatives – outlined below – will improve the accuracy, consistency and 
timeliness of communications. FirstEnergy expects these programs to be fully implemented by the 
end of 2025.  
   
District-Based Initial ETRs 
The Company is updating the process of assigning an initial ETR to reflect more specific, district-
level restoration patterns, which is expected to improve the accuracy and relevance of outage 
communications.  
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ETA of ETR Messaging 
A new messaging protocol (“ETA of ETR”) will be rolled out to provide customers with a 
timeframe for when they will receive an ETR during multi-day storm events. This will enhance 
transparency during extended outages. These messages will be sent at the discretion of operational 
leaders based on event conditions. 
 
Multi-Day Workplan  
The initiative will improve outage communication by assigning and updating individualized 
ETRs throughout the outage event, with a goal of issuing global ETRs within 24 hours of 
weather exiting the service area. Analysts in local teams will monitor outages, build workplans 
and enhance communication – boosting transparency and enabling more accurate, timely 
restoration updates.  
 
Establish new thresholds by district to suspend system ETRs 
The Company will be able to temporarily halt automated restoration estimates during complex 
outage events to enhance the accuracy of information being shared.  
  
New Customer Outage Survey 
A redesigned outage survey will be issued to approximately 30% of impacted customers two days 
post-restoration.  The survey is designed to provide actionable insights into how customers 
perceive outage communications, specifically the clarity, timeliness, and usefulness of the 
information they receive. This feedback enables the Company to continuously refine its messaging 
and outage engagement. 

 
 3.2  Interactive Voice Response Technology (IVR) 
 
 CEI utilizes Interactive Voice Response (IVR), including Reverse Interactive Voice 
Response (RIVR), to communicate planned and unplanned outages to customers. Through RIVR, 
the Company can send phone messages to impacted customers using the number on their account, 
providing relevant information and updates about a planned outage.   
 

The Company recently added an initiative to enhance its IVR technology to strengthen 
customer engagement during outages. In addition, the Company is currently evaluating its RIVR 
process to identify ways to improve the timeliness of customer communications.  
 
 

* * * 
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CEI appreciates the opportunity to respond to Staff’s Notice and provide detailed 
information about how the Company’s planned improvements align with Staff’s proposed 
corrective actions. The Company will continue to take decisive action to strengthen system 
reliability and improve customer experience in Lakewood and across its service territory. 

Sincerely, 

________________________ 
Torrence L. Hinton 
President, Ohio 
FirstEnergy Ohio 


