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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

In re: Review of the Retail Rates of FPL DOCKET NO. 001 148-El 

Submitted for Filing: 
March 4, 2002 

DIRECT TESTIMONY OF 
TIMOTHY E. FYFFE ON BEHALF OF 

PUBLIX SUPER MARKETS, INC. 

Q: 

A: 

Please state your name, address and occupation. 

My name is Timothy E. Fyffe. My address is 16751 Southwest 5gth Court, 

Southwest Ranches, Florida 33331. I am employed by Publix as a Facility 

Service Manager for the Miami Division. 

Q: Please describe your educational background and work experience. 

A: I have completed a four year carpenter apprenticeship certified by the 

State of Florida , Department of Labor and also hold my state certified 

general contractors license. I started working with Publix in 1983 and 

have held numerous positions. I started as a carpenter, was promoted to 

foreman, then promoted to Assistant Department Manager, then 

Department Manager. During my tenure with Publix, I have had 

experience in building and setting up new stores, supervising and 

coordinating remodeling of stores, and nineteen years of experience in 

dealing with issues related to the repair and maintenance of supermarket 

facilities. I have held the position of Facility Service Manager since 1993. 
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As a Facility Service Manager, I oversee, set the direction, and manage 

execution of processes and systems necessary to support our new store 

programs, remodeling programs, repair and maintenance programs, and 

other related activities necessary to support 194 Publix Retail Stores in the 

Miami division. This support is accomplished through the coordination 

and interface with numerous outside service suppliers and internal Publix 

resources. 

What is the purpose of your testimony? 

I have been asked to provide testimony regarding my experience in 

working with Florida Power & Light and other electric service providers to 

the Publix retail stores in my capacity as Facility Service Manager. The 

focus of my testimony relates to the customer service, communication, 

and reliability of the electric service providers that serve Publix retail 

stores. 

Please identify any exhibits that accompany your testimony. 

I have attached as Exhibits TEF-1 and TEF-2 the storm related and non- 

storm related disaster plans between Publix and FPL. In addition, I have 

included as Exhibit TEF-3 a copy of an FPL five year transformer 

inspection and replacement plan document, and Exhibits TEF-4 through 

TEF-12 which show relative outage information among the electric service 

provider to the various Publix divisions. 

In your capacity as Facility Service Manager, is it part of your job duties to 

handle electric service issues for the Publix retail stores in your division? 
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Yes. To the extent there is a problem with electric service to a Publix 

retail store in my division, I am in charge of finding quick and accurate 

solutions to any electric service problems. 

In the Miami division, how do you normally interface with an electric 

service provider when you have a store without power or other electric 

service issue? 

With electric suppliers other than FPL we have no special processes. We 

simply call the service provider and ask that the issue be resolved. With 

FPL it has become necessary to have an Account Manager and formal 

communication process. 

You state in your answer that your communications with FPL is through an 

account representative. What is the current account representative’s 

name? 

Chris Cooke. 

How long have you been dealing with Chris Cooke? 

Only for approximately 2 1/2 years. Since I have been a Facility Service 

Manager for Publix, we have had five different FPL account 

representatives. 

What is your understanding of the role that these account representatives 

play in providing service to Publix? 

Our account manager is our single point of contact to assist us with any 

energy related needs such as energy rebates, responding to power quality 
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issues, power outages, transformer problems, and emergency disaster 

support. 

Do you feel that the FPL account representatives have been effective at 

providing the services they are supposed to provide? 

No. Each of these account representatives seems to have been focused 

more on sales than customer service. Their communications, 

accountability, and information sharing is poor at best. Our current 

account representative, Chris Cooke, is the best account representative 

we have experienced since 1993. Even so, we continue to work very hard 

with Chris to get the level of communications, information sharing, and 

customer service that we need as a national account customer. 

Can you elaborate on the type of communications and information issues 

you have with FPL? 

We have to work very hard to get information from FPL. This includes 

information as basic as reports on the status of power to our stores, 

emergency numbers for help available 24-hours a day, seven days a 

week, and getting information to help us make good business decisions. 

When we have outages if we can get good information on expected 

duration of outage this will help us make decisions about how to support 

product with dry ice, refrigerated trailers and or back up generators, etc. 

While we have seen some improvement in normal the day-to-day, non- 

storm related area, we continue to struggle with storm related power 

supply problems, transformer outages and reliability. 
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Let’s talk for a moment about storm related service problems with FPL. 

What types of issues are you having with FPL? 

Primarily we have problems getting account information from FPL during 

and after storms to help Publix make informed decisions about damage 

control and continued operations. For example, in 1999 during Hurricane 

Irene we could not get in touch with our FPL representative, Chris Cooke. 

When we did we got minimal outage information about our stores. This 

information is critical to a food store since we have approximately a four 

hour window without refrigeration before perishable items may become 

unsafe and prohibited for sale by applicable health and safety regulations. 

Each Publix store serves the community in which it is located and this is 

particularly true during and after storms. It is critical for Publix to get back 

up and running as soon as possible, and in any event, within four hours. 

By doing so, we can at least insure there is food and water available for 

the public that may be in need. During and after Hurricane Irene, we 

could not get in touch with our representative, Chris Cooke, and could not 

get any information on the status of our stores or the restoration times for 

electricity. As a result, we resorted to calling Publix associates who had 

family members working for FPL. Only through those family members 

were we able to get any information on the status of electric power to our 

stores and information regarding the dispatch and routing of FPL repair 

trucks. We found this process to be terribly frustrating and embarrassing 
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for us given the claim FPL made to be aggressively pursuing improved 

reliability and customer service since 1997. 

With this extraordinary effort on the part of Publix were you able to avoid 

losses due to extended outage times? 

No. We were not able to avoid losses. Publix lost considerable sales, 

increased labor and incurred needless inventory loss during Hurricane 

Irene. 

What do you mean by “incurring needless inventory loss?” 

In our efforts to try and do all that we could to help minimize the costs we 

suffered from outages to our stores, we had our employees identify 

electric distribution system damage. At least twelve of our stores simply 

had a fuse jack popped on the power pole behind the store. We 

attempted to communicate this to our FPL representative and to FPL 

employees serving those locations generally, but we could not get a 

response. These stores had power back on to the centers and 

surrounding home area when Publix was down due to a fuse. This could 

have been corrected by and FPL technician in a few minutes. 

After this experience with FPL, did Publix take any action or otherwise try 

and improve the situation with FPL? 

Yes. After Hurricane Irene, I made contact with my Director, Cherry 

Bailey, and also Vice-president, Dave Duncan, and asked them to request 

that FPL provide us a new account manager due to the unacceptable 

communications and customer service that was provided to Publix. 

Q: 
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A: 
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A: 
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Do you know if that request was made? 

Yes it was. 

What was FPL’s response? 

FPL declined to give us a new account manager. They told us that Chris 

Cooke would continue to be the account manager for Publix and that they 

would make some changes to his job focus so that he could better 

address Publix’ needs. 

Did you take any other actions in response to the issues with FPL’s 

service that arose during Hurricane Irene? 

Yes, We also decided to propose a hurricane disaster plan between 

Publix and FPL describing our expectations and the communication 

process during power outage situations to prevent similar lack of 

com m u n ication and miscommunication d u ri ng outage events . 

Did FPL agree to the plan? 

Yes. These agreements between Publix and FPL are attached as Exhibits 

TEF-1 and TEF-2. 

Have you found that the service provided by the FPL representatives 

improved since these agreements have been put in place with FPL? 

In general, yes. We have experienced a slight improvement in the non- 

storm related outage situations and service issues that are experienced by 

our stores, but minimal improvement in the storm related customer service 

and reliability issues. We had in September 2000, a No Named storm in 

October 2000, Hurricane Michelle in November of 2001 since then. 
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A: 

Q: 

A: 

Was it your FPL account representative that initiated the effort to come up 

with storm and non-storm related plans for customer service between 

Publix and FPL? 

No. Publix initiated the implementation of these plans in order to help 

remedy the continuing shortfalls in customer service and reliability that 

Publix has experienced with FPL. 

You have identified issues that occurred with FPL service to Publix during 

Hurricane Irene, would you say that experience is indicative of service in 

general provided by FPL? 

Yes. Out of the four Publix divisions, the Miami division has the largest 

percentage of stores serviced by FPL. The other three divisions are 

served mostly by other electric companies such as Georgia Power, TECO, 

and FPC. Over the last four years the Miami division has had more power 

outages than the other three divisions combined. Exhibits TEF-4, TEF-5 

and TEF-6 compare storm related outage information among the electric 

utility providers to Publix retail stores. Exhibits TEF-7,TEF-8 and TEF-9 

compare non-storm related outage information among the electric utility 

providers to Publix retail stores. Exhibits TEF-10,TEF-ll and TEF-12 

compare transformer related outage information among the electric utility 

providers to Publix retail stores. 

Why do you believe there are so many issues with the Miami division? 

It is my experience that it is in large part due to the fact that FPL has done 

a poor job of proactive preventive maintenance on their equipment, and 
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especially their transformers. In addition, they have done a poor job of 

trimming vegetation near their power transmission. Service to Publix 

stores has been interrupted numerous times over the last four years due 

to transformer failures. In addition, many of our stores have experienced 

power outages due to tree limbs brushing against power lines during 

normal summer rain storms. 

Are you aware that in I997 FPL initiated a reliability program intended to 

improve their service liability? 

Yes, I was aware that they initiated such a program in 1997. 

Have you seen an improvement in the reliability of electric service 

provided by FPL since 1997? 

No, since the FPL1997 reliability program was initiated, we have 

experienced an average of $97,000.00 per year in service related costs 

due to power outages to our stores. These costs are associated with 

damage to our refrigeration, electrical and emergency generator 

equipment in the Miami division which have required service calls and 

repairs. These power outages have caused, among other things, 

numerous compressor contactor failures, lighting contactor failures, 

computer processing board failures, and general electrical equipment 

failures. This figure does not include lost sales, lost product or additional 

retail labor needed as a result. 

Have you provided any feedback to FPL regarding the continued service 

reliability issues? 
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Yes. Prior to the 2001 storm season we identified to FPL the 23 stores in 

our Miami division which have the worst reliability in electric service. We 

gave FPL the store numbers and asked them if they would check the 

vegetation growth around the power lines leading to those stores and if 

they would inspect the transformers and fuses serving those stores. We 

believe that this proactive measure could possibly have eliminated storm 

related problems at these stores. 

Did FPL take any action in response to this request? 

To date we have gotten no response from FPL with respect to those 23 

stores identified. 

Have you had other non-storm related reliability issues with the FPL 

service? 

Yes. Since I have been Facilities Services Manager for the Miami 

division, we have had numerous stores with low or high voltage problems 

which Publix identified to FPL in the hopes that FPL would initiate some 

type of improvement efforts in order to prevent those service issues. 

Further, we have had numerous transformer failures, some of which we 

believe are due to poor or negligent maintenance on the part of FPL. As a 

result of some of the more blatant maintenance issues, we have submitted 

claims to FPL related to those. FPL has in some instances reimbursed 

the losses to Publix, but on others has not. 

Why do you believe that the transformer failures for which you submitted 

claims were due to negligent or poor maintenance on the part of FPL? 
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A: FPL submitted to us five year plans for transformer inspection and 

replacement. I have attached a copy of that plan as Exhibit TEF-3. As 

you will see from the plan, FPL failed to complete such inspections timely 

or in some instances, failed to perform scheduled inspections at all. 

Do you feel that timely preventive maintenance and inspections of FPL 

equipment providing electric service to the Publix stores would improve 

reliability of service provided by FPL? 

Based on your experience, of all of the electric service providers to the 

stores in the Miami division, which is the electric provider with the poorest 

reliability and service? 

Q: 

Q: 

A: FPL. 

Q: Is it your testimony then that FPL has made no improvement whatsoever 

in the reliability and customer support they have provided Publix during 

your tenure as Facility Service Manager? 

No, I believe that FPL has improved in the area of customer 

communications due to a very aggressive effort on the part of Publix to 

initiate a protocol for communications back and forth between FPL and 

Publix in outage situations. In the area of reliability, FPL has made 

minimal progress in providing more reliable service to Publix stores. 

Furthermore, FPL’s accountability for outage related costs suffered by 

Publix has been poor. 

Do you have anything additional to add regarding the FPL reliability issues 

discussed today? 

A: 

Q: 

#25621 VI 
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1 A: No 

2 Q: Does that complete your testimony? 

3 A: Yes. 
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Chapter 4: Key Players 

- FI'L Account MinnEer: 

FI'L hrr dceignalcd the Sationol Accrrunt Mmager tssigncd lo Publiz 
SI tpcrmrGEts tact solely n r . P u b l i r ! W f  d a g  their einglt point 
nf contact for rtrvice escalation of power rmtarauon. 6bb  individual 
01' dcrigncc will: 

Rc able to c w u m " c o t c  witb Publir's assigows a2 all rimer. 

Expect communication only from Pubtix'y Division Maintenance 
Supervisor or designee. 

P rovidc prc-assigned updates on Eytimoted Times of Restoration 
OtTTR) of specific Puhlir facilities where poarihlc. 

hlobilixe FPI. rcmwces  where porsibla. 

. ,--. - - ... . . . . 



Key Players: Continued 

- . .  . . .  . .....- I.,.... . . .  

- PIA bl ix Divisional Maintenance Supervisor 

Piiblix Suprrmnrltrt’s divisions1 point of contaa ?riu ht responsible 
for t h e  followhe: 

9 - He able to rommunicttr. with FPL designee at a11 1imr.s. 

A h w  1 hour after a storr/frcility ie without power fat WL’s 
rerroratiou ryrtun to work 

Provide feedback 10 Retail and Facility Scnices Manager nf 

updated -1. restoranou. 

Prodde updairy of on-duty desipnccs as assignments u e  -de. - 
- , , . . .  .I * .....--. I..... ... 
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Chapter 5: FPL Contact List 
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Pw;cr 
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S a v i c e  
Ew:rhtion - 

c -- 
Chris Cookr 

FPI. ~ c c o u o t  Miorgrr 
Cbris-C'nokr @),fpl.com 

ROO-447-2433 ) pin SOR9 

305-175-7387 

954-321.207.1 
954- 43c2695 .-. 
1,ucky U w i n  
F'PI. Backup M a p r w  
305-778-331 6 

800-467-2433 I PIII 6405 

305 552-1325 

- .. 30s-ani 3371 -- 
i 
I 
I 
I - -.. - -- 

Bonnie h r l c ,  ArristaPt 

950-321 -2225 
800-441-2433 I pin 4133 

.- 
R k k  t 'u rq  Publix poiat of C6nt;LCt 

See Cootna Idormarim. Facility S c r r i r r c  
I. - -- .- -- 
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Chapter 6: Contact Information FacWy 
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Chapter 7:  Communication Action Plan 
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Chapter 8: FPL Hurricane/Disa*r 
Action Plan 
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f PL Hurricane Disaster Action Plan: Continued 

Servicr Henurrtion 

I 
-- .A,- 

Pmvide feedback on outages hat'l Accr Mq .I flir Memc S u p ~  . . .I.- - .. _.e- . .- . ,.- . . 
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I 
i 
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Service Recovery 
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Electric Facilities 
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Eyki b; I' TEF - if Publix 
Total Power Failures (Hurricane/Slorm Related) 1998 through 2001 - 

FPL - 294 stores 
Other Providers - 397 stores 
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Publix 
Total Power Failures (Non Storm Related) 1998 through 2001 

l------ 

FPL - 294 stores 
Other Providers - 397 stores 
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Publix 
Transformer Failures 1998 through 2001 

FPL - 294 stores 
Other Providers - 397 stores 
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Transformer Failures - Afl Divisions 
Number of Calls 1998 through 2001 
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Transformer Failure - All Divisions 
Total Cost 1998 through 2001 
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