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1.0 Highlights 
June 2021 was LUMA’s first month of operations of the Puerto Rico transmission and 
distribution system.  LUMA faced significant challenges during the month of June, which 
were very disruptive and resulted in unanticipated barriers to service and increased costs. 
Among the issues are a large backlog of uncompleted work, and significant active 
litigation, hearings, and inquiries, all of which occupied significant management 
attention. During June, LUMA listened to feedback from customers, made adjustments and 
began the process of improvement to more reliable service and more responsive customer 
experience. 

• Began service operations on June 
1, 2021 – LUMA achieved numerous 
requirements to move into service 
commencement on June 1st. The Mi 
LUMA website went live, LUMA moved 
fleet into place and the 1-844-888-
5862 (LUMA) service phone line 
became active during the early hours 
of June 1. LUMA also launched the Mi 
LUMA app, marking the first time that 
electric customers in Puerto Rico have 
access to a smartphone application for 
electric service. LUMA’s security and 
operations teams had the first of many 
very early mornings in order to begin 
to serve customers 

• Seamless system operations 
transition – The system operations 
teams that work 24 X 7 at the control 
center, continued to operate the 
system seamlessly through the 
evening shift from May 31 to June 1. 

• Onboarded 2,000 plus employees – a significant portion of new employees began their 
work with LUMA at the San Juan Convention Center during the first days of June. During 
the month, LUMA employees registered for benefits, received their first paychecks, 
gained access to facilities, systems, computers and other equipment, and very quickly 
contributed to our teams in multiple offices and technical centers across Puerto Rico.  

• No significant Health, Safety and Environment (HSE) incidents – Oriented teams on 
LUMA's expectations, values, policies and practices, delivered training on key safety 
programs.  

• Started to serve LUMA Customers – During June, LUMA served over 183,000 
customers in regional offices and received over 500,000 customer calls. Additionally, 
almost 430,000 customers signed up via Mi LUMA website, and 250,000 downloaded 
the Mi LUMA app.  
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• Faced significant security and access challenges – During the first two weeks, 
access to many facilities was either not provided or was blocked and increased security 
was required in order to ensure the safety of our employees.  LUMA was required to go 
to court (several times) and with the support of the Puerto Rico Police we ultimately 
gained access to our central warehouse and fleet vehicles. 

• Stabilized Mi LUMA website despite attacks and fraud campaigns – LUMA faced 
two targeted Distributed Denial of Service attacks to the Mi LUMA platform and website, 
as well as a targeted email & telephone fraud campaign. No data breaches were 
recorded, and the IT teams worked 24X7 to re-establish the platform and provide 
additional security in order to continue to serve customers. LUMA reported the attacks to 
law enforcement and Federal agencies.  

• Responded to two major outage events impacting over 1.1 million customers – On 
June 10th, a significant outage event at the Monacillo Transmission Center impacted 
approximately 900,000 customers.  LUMA’s teams worked safely and in a coordinated 
manner to restore all customers within 27 hours.  LUMA demonstrated its ability to work 
safely, effectively, promptly and in coordination with generators. On June 16 Costa Sur 
Unit 6 tripped, and the resulting generation shortfall and related issues caused an 
outage of 330,000 customers.  

• Responded to multiple ongoing legislative inquiries – LUMA has provided 
thousands of pages of documentation and filings related to ongoing legislative inquiries. 
The tone, timing and reach of these inquiries go beyond ordinary course of business, put 
employee and public safety at risk, and ultimately are detrimental to customers. LUMA 
continues to work through these inquiries in a constructive fashion that will allow the 
recovery and transformation of the Puerto Rico T&D System. 

• Received approval of System Remediation Plan – The Energy Bureau approved the 
System Remediation Plan (SRP), LUMA’s focused plan to address the highest risk 
deficiencies in the T&D System operations and assets. The SRP will be implemented 
together with the other improvement programs included in the budget approved by the 
Energy Bureau on May 31. 

2.0 Monthly Demand and Sales Summary 
• Total energy consumption was 1,350 GWh, roughly the same as May and in line with 

June 2020.  
• Fuel costs rose sharply from the same period last year, roughly 60%, largely due to an 

increase in global oil prices but also a result of fuel costs for EcoElectrica being 
transferred from the purchase power charge adjustment to the fuel charge adjustment 
due to updated contractual agreements. 

Table 2-1. Comparison of energy consumption by customer segment1 
Consumption (GWh) Residential Commercial Industrial Others Total 
2021 June 577.5 607.4 136.1 27.5 1,348.5 
2021 May 560.0 604.4 158.8 27.2 1,350.4 
2020 June 605.9 553.7 170.3 30.0 1,359.9 
2020 May 569.7 491.4 156.2 30.1 1,247.4 
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Table 2-2. Comparison of energy sales by rate component1 
Energy Sales ($M) Base FCA2 PPCA3 CILT & 

Subsidies4 
Total 

2021 June 92.4 127.8 39.6 19.3 279.2 
2021 May 96.3 128.1 39.8 19.3 283.5 
2020 June 93.7 79.6 63.7 17.4 254.5 
2020 May 81.3 125.7 56.5 15.9 279.4 

Table 2-3. Comparison of energy sales by customer segment1 
Energy Sales ($M) Residential Commercial Industrial Others Total 

2021 June 114.1 130.2 26.4 8.6 279.2 
2021 May 112.8 132.0 30.2 8.5 283.5 
2020 June 108.4 107.8 29.6 8.7 254.5 
2020 May 124.6 111.3 33.6 10.0 279.4 
 
Footnotes 

1: As billed.   
2: FCA: Fuel Charge Adjustment 
3: PPCA: Purchased Power Charge Adjustment 
4: CILT: Contributed In Lieu of Taxes 

3.0 Customer Experience 
• LUMA experienced high call volumes upon commencement and during outage events. 

Call volumes greatly exceeded PREPA historical data.  
• Leveraged business partners and updated team governance to improve overall 

performance, resulting in contact center 
average wait times dropping from 45 
minutes to well under 10 minutes, a 75% 
reduction. Average outage queue wait 
times were under 2 minutes by the end 
of June. 

• Performance of outsourced contact 
centers improved by 50% due to 
improved governance. 

• All Customer Experience offices were 
opened in June except for Culebra and 
Vieques which are expected to open in 
July and August, respectively.  

• Over 500,000 calls received, outages 
were updated using Interactive Voice 
Response system to proactively inform 
customers.  

• Quality assurance process initiated, and trends were identified to respond to customer 
questions.  

• First J.D. Power survey released under LUMA’s brand. 
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4.0 Health, Safety, and Environment 
• Close coordination with Puerto Rico Police Bureau to ensure safe access for LUMA 

employees to workplaces, which included synchronized dispatching of crews with private 
security guards to ensure safety of line workers. 

• Continued to work closely with FEMA on Emergency Response Preparedness and 
alignment of preparedness and response activities, including: 

o Participated in 2021 Hurricane Season Readiness Partners and Stakeholders 
Engagement Meeting led by FEMA. 

o LUMA representatives appointed in the PREMB Regional Emergency Response 
Centers. 

• Began Public Safety program on June 29 with Department of Public Safety. 600 First 
Responders will be trained on 7 Steps to Electrical Safety. 

• Launched software system for tracking safety and environmental incidents and 
inspections. 

• Began periodic inspections at operational sites and facilities to ensure plans were 
established for OSHA compliance. 

• Disposal of materials and cleanup following Monacillo substation fire. 
• Coordination and cleanup of garbage at facilities and began the inventory of other 

wastes at work sites. 

5.0 Operations 
• When LUMA began on June 1, there were pre-existing outages on the electrical system 

affecting service to approximately 30,000 customers.  
• Successfully supplied vehicles for Day 1 operations that met safety requirements and 

adhered to Department of Transportation and OSHA regulation. 
• Fleet team continues to inspect / certify and take control of fleet across the island. 
• Focused on outage response and 

vegetation management activities 
with approximately 4,500 
restorations and 13,000 customer 
service orders completed during 
the month, including coordination 
between multiple teams and 
departments. 

• Outage response improved and 
stabilized, the team targeted 
maximum outage duration of 48 
hours by the end of June. 

• Task force began work to improve accuracy and quality of data from outage 
management system. 
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• Outage planning process was redesigned. 
• Began management of the distributed generation interconnection queue, which at 

commencement had approximately 7,000 applications in queue. LUMA maintained the 
current portal and prepared to implement improvements. 

• Set up coordination and process for technical studies for renewable energy Request for 
Proposals Tranche 1.  

• On capital projects, developed multiple Initial Statements of Work for additional projects 
to be submitted to the Energy Bureau and FEMA.  

Table 5-1 Significant Generation Outages 
Date Description of outage 
06-Jun-21 San Juan Units 5 and 6 tripped at 16:05 on June 6 causing automatic load shed 
10-Jun-21 The fire in Monacillo caused the following units to trip: SJ5, SJ6, SJ9, PS4, ECO, 

AES2 
15-Jun-21 Aguirre 1 was shut down after the peak for emergency maintenance 
16-Jun-21 Costa Sur 6 tripped at 19:22 causing automatic load shed through the night 
18-Jun-21 Costa Sur 5 with reduced capacity to 130 MW 
21-Jun-21 San Juan 5 tripped at 14:43 at 198 MW. Caused an underfrequency load shed. 

Aguirre 1 temporary reduced capacity to 315 MW. 
22-Jun-21 San Juan 5 (steam only) was temporarily out of service. Costa Sur 6 had a 

limitation to 165 MW. 
23-Jun-21 Costa Sur 6 limitation continued until the peak hour when it was restored to 

nominal capacity 
29-Jun-21 Aguirre Unit 1 had a limitation to 280 MW. Palo Seco 3 return to service did not 

work. 

Figure 5-2 Significant Transmission Outages 
Date Description of outage 
10-Jun-21 Transformer fire in Monacillo Transmission Center caused outage affecting 

approximately 900,000 customers. Event started at 18h08 and the bulk of the 
load was restored around 01h30 on 11 June. 

18-Jun-21 Line 51000 230 kV between Aguirre and Aguas Buenas out of service. 
21-Jun-21 Transmission Line 8100-38 kV out of service which affected customers in 

Arecibo, Mayaguez, and Ponce. 
22-Jun-21 Viaducto substation outage at 10h28. Majority of load was restored remotely in 10 

minutes. Substations Condado and Minillas were out of service until crews 
repaired line. 

23-Jun-21 Line 3000 Monacillo – Bairoa and Monacillo 38 kV Bus #2 tripped. Tree on line 
3000 segment. Approximately 20,000 customers impacted for 2 hours. 

24-Jun-21 Line 50100 230 kV between Cambalache and Manati out of service, causing a 
generation re-dispatch. 

25-Jun-21 Line 50100 230 kV between Cambalache and Manati out of service, causing a 
generation re-dispatch 

30-Jun-21 Line 3000 Monacillo – Bairoa and Monacillos 38 kV tripped affecting 
approximately 9,000 customers  



6 
 

  

6.0 Support Services 
• Rebranded 16 facilities across Puerto Rico and ongoing relocation of teams. 
• Increased communications to customers on social media with 800 social media posts; 

LUMA’s Facebook page reached 1.4 million accounts and had 91,000 likes; Twitter 
account reached 750 people and had 27,000 likes; Instagram account reached 38,000 
people and had 10,000 likes. 

• Communicated with customers and public through TV advertisements, radio spots, TV 
and radio interviews, newspaper ads, billboards, press releases, media roundtables, and 
in-person meetings with regional leaders. 

• Information and Operational Technology focused on overall transition and stabilization of 
business applications and operating technologies; stabilized Mi LUMA website. 

• Began to process and paid a large backlog of invoices dating back several months that 
had gone unpaid prior to commencement. 

• Completed fiscal year 2021 on June 30, 2021 and prepared for transition to fiscal year 
2022 including going live with two major systems and upgrading a third system without 
major issue.  

• Focused on contract assignments and the development of new contracts to ensure 
continuity of service.  

• De-cluttered over 2,500 workspaces, removed obsolete and broken equipment and 
furniture, identified further critical upgrades, and established replacement timelines.  

• Continued to relocate work teams to designated spaces and rekeyed 3,600 interior and 
exterior doors. 

Arecibo Technical Center           Arecibo Technical Center 
Shortly after commencement          After clean up 
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7.0 Commercial, Regulatory & Legal 
• Assumed responsibility for over 15 open proceedings with the Energy Bureau and filed 

over 30 submissions to the Energy Bureau, including annual Compensation In Lieu of 
Taxes and subsidy riders, and quarterly Fuel Clause Adjustment, Fuel Oil Subsidy and 
Purchased Power Clause Adjustment riders which were accepted without revision by the 
Energy Bureau. 

• Began work with teams on right-of-way administration and permits processes for new 
capital projects. 

• Evidence of insurance coverage provided to P3A for outstanding coverages. One waiver 
submitted to P3A for additional time due to market conditions.  

• Received communication from P3A that GridCo-GenCo separation is progressing. No 
action from LUMA requested during June. Discussions regarding GridCo-GenCo 
Operating Agreement with P3A and PREPA continued in June. 

• Participated in nine active litigation cases in different courts under different rules and 
jurisdictions, including the following plaintiffs:  

o UTIER 
o SREAEE 
o Dalmau (President of the Senate) 
o Luis Raul Torres 
o LUMA v. UTIER (Injunction) 
o UTIER consolidated with Comité Diálogo Ambiental et al. 
o UTIER, SREAEE (In the 1st Circuit US Courts of Appeals in Boston) – 21-1446 
o UTIER, SREAEE – (in the 1st Circuit US Courts of Appeals in Boston) – 20-2041 
o UTIER and Third-party plaintiff: GS Fajardo Solar (in the 1st Circuit US Courts of 

Appeals in Boston) (20-1685 consolidated with 20-1709 and 20-1710) 
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