
1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

1 

BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

i DOCKET NO. 050918-TL 

A CONVENIENCE COPY ONLY AND ARE NOT 
THE OFFICIAL TRANSCRIPT OF THE HEARING, 

THE .PDF VERSION INCLUDES PREFILED TESTIMONY. 

?ROCEEDINGS : AGENDA CONFERENCE 
ITEM NO. 5 
(TRANSCRIBED FROM TAPE) 

3EFORE : CHAIRMAN LISA POLAK EDGAR 
COMMISSIONER J. TERRY DEASON 
COMMISSIONER ISILIO ARRIAGA 
COMMISSIONER MATTHEW M. CARTER, I1 

]ATE : Thursday, January 5, 2006 1 
PLACE : Betty Easley Conference Center 

Room 148 
4075 Esplanade Way 
Tallahassee, Florida 

REPORTED BY: LINDA BOLES, RPR, CRR 
Official FPSC Reporter 
(850) 413-6734 

, 1 x 2  - -  R - + -  
% i ' l  L \ . &  .* . > a  . '+  



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

IRTICIPATING: 

CHARLES J. REHWINKEL and F. B. (BEN) POAG 

?presenting Sprint-Florida, Incorporated. 

BETH SALAK and RICK MOSES, representing 

Jblic Service Commission Staff. 

FLORIDA PUBLIC SERVICE COMMISSION 

the 

2 

Florida 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

1 2  

13 

14 

1 5  

16 

17 

18 

19 

20 

21 

22 

2 3  

24 

25 

3 

P R O C E E D I N G S  

CHAIRMAN EDGAR: Item 5. 

MR. MOSES: Rick Moses with the Commission staff. 

ommissioners, Item 5 is staff's recommendation regarding 

print's commitment letter to improve its service quality under 

ts existing Service Guarantee Program. And I believe 

r. Rehwinkel is here to address any questions you may have 

rom the company, and staff is prepared to answer any questions 

ou may have. 

CHAIRMAN EDGAR: Okay. Mr. Rehwinkel. 

MR. REHWINKEL: Good morning, Madam Chairman. We're 

n support of the staff's recommendation. And I'm here with 

en Poag; we're here to answer any questions the Commissioners 

lay have. 

CHAIRMAN EDGAR: Thank you. Commissioners, questions 

lr discussion? 

COMMISSIONER DEASON: Madam Chairman, I have a few 

:uestions. 

CHAIRMAN EDGAR: Please, Commissioner Deason. 

COMMISSIONER DEASON: Okay. Staff, could you just 

Lxplain for a moment the relationship between the Service 

harantee Program and how that relates to our service standards 

.hat are contained in rule? 

MR. MOSES: The existing Service Guarantee Program in 

ieu of these rule requirements there essentially have a waiver 

FLORIDA PUBLIC SERVICE COMMISSION 
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If the rule requirements. In lieu of that, they make payments 

.o the customer whenever they miss the benchmarks that are 

.isted in the rule. 

For instance, on the out of service, the requirement 

. s  95 percent within 24 hours. The 24 hours is the benchmark. 

.f they miss that, then that's when they make a payment to the 

iustomers. 

This modification that we're making now puts a 

itandard back into the Service Guarantee Program, and they have 

lade a commitment to make 90 percent of that. Does that answer 

'our question? 

COMMISSIONER DEASON: Yeah. Well, the rule 

,equirement and what's contained in the Service Guarantee Plan 

.re not the same; is that correct? 

MR. MOSES: That's correct. The rule requirement 

ust a benchmark to trigger the payments in the Service 

is 

uarantee Program. They're not to - -  theylre not held to t--ose 

tandards. 

COMMISSIONER DEASON: And - -  okay. Now contrast the, 

he standard for a payment and then the standards that are 

ontained in the commitment letter. Are they the same or are 

hey different? 

MR. MOSES: The percentage that is in the rule is 

ssentially thrown out the window. The percentage that is in 

he commitment letter would be what they are committing to 

FLORIDA PUBLIC SERVICE COMMISSION 
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assing. 

As far as the payment to the customer, that 

ercentage has no relevance whatsoever. It's strictly when 

hey miss that 24-hour time period, they're going to be paying 

he customer a credit. So the percentages really doesn't have 

ny, any weight on that whatsoever. 

COMMISSIONER DEASON: So it's on - -  and obviously for 

ach individual it's customers on a customer-specific basis. 

nd the commitment letter is overall averages, which we're 

oing to - -  the company is committed to, to obtain those; is 

hat correct? 

MR. MOSES: It's customer specific. But it's not 

verages, it's a peg count. 

COMMISSIONER DEASON: Okay. Well, let's look at Page 

of the recommendation, at the bottom of that page. You know, 

'ou mentioned an installation of 90 percent of all new primary 

iervice to be completed within three days. And then, and then 

.here's the - -  you also cite the requirement for 95 percent of 

111 out of service troubles to be, to be cleared within 24 

tours; correct? 

MR. MOSES: That's correct. 

COMMISSIONER DEASON: Okay. Now I'm just trying to 

iscertain whether we're - -  what are we gaining by the 

:ommitment, put it that way, in terms of what's required in the 

xle? 

FLORIDA PUBLIC SERVICE COMMISSION 
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MR. MOSES: Okay. The commitment is that you're 

3ing to get more exchanges that are going to be passing a 

igher service quality. Right now they do not have to meet - -  

xcuse me, I'll learn how to talk here in a minute - -  they do 

ot have to meet any of the percentage requirements that are in 

he existing rules. All the rule does is take the time period 

hat is listed in the rule and triggers the payments. 

So right now they could come down to meeting, say, 

5 percent of the out of service within 24 hours, and as long 

s they paid those customers where they missed that 24-hour 

eriod, they're fine. And they have been doing that. But we 

elieve that the service quality has dropped in doing so; that 

t's a lot cheaper to be paying these customers a small amount 

ach time they miss it than it is to get the technicians 

ecessary to get the service quality up. Sprint has come in 

nd made a commitment that they're going to get that service 

uality back up. And in the installation, 90 percent is what 

as in the rule requirement before, and the 95 percent - -  

hey're offering 90 percent, which is relatively close to what 

he rule requirement was before the Service Guarantee Program. 

So I think what we've done, we've gotten the best of 

loth worlds. We've essentially got their service quality back 

.p to where our rule requirements were, plus we're getting the 

Ionsumers a credit each time those commitments are missed. 

COMMISSIONER DEASON: Can you refer to Page 5 of the 

FLORIDA PUBLIC SERVICE COMMISSION 
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ecommendation, which is the, the letter dated December the 

5th? And under "Repair," the first item there, in parentheses 

t states, "Basic residential service only." What's the 

ignificance of that? 

MR. MOSES: It mirrors the rule requirements after we 

iodified the service rules that those rules only are pertaining 

o residential service, primary service. 

COMMISSIONER DEASON: And then in Paragraph 2 under 

Repair" there's a reference to 90 percent of the small 

xchanges. What is the significance of that? 

MR. MOSES: We were concerned that because this is a 

leg count method, that if they're looking at a statewide 

ervice level, that they could commit their resources to the 

.igher density levels where it's much easier to meet the 

ommitments because the travel distance is less. So we 

.egotiated with them on that to make sure that the small 

xchanges do not suffer a lesser grade of service. And as long 

s they don't miss this two months in a row, we think they're 

oing to get equivalent service. 

COMMISSIONER DEASON: And so with this language, you 

believe that there's a commitment to the small exchanges and 

hat we would see, actually see an improvement of the quality 

If service that's being provided currently in the small 

xchanges? 

MR. MOSES: Yes, sir. 

FLORIDA PUBLIC SERVICE COMMISSION 
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COMMISSIONER DEASON: And then still looking at the, 

he letter under installation, the first item there is a 

three eference to five business days; whereas, the 

,ays; correct? 

MR. MOSES: That's correct. 

COMMISSIONER DEASON: Okay. Why th 

here? 

rule is 

differ nce 

MR. MOSES: Under the existing Service Guarantee 

'rogram there was, again, no requirement whatsoever. The 

hree-day went out the window because essentially they had a 

faiver of it. What we found was happening is when somebody 

rould call in, they would be told a date, say, approximately 

wo weeks, just using that as a figure. It was a negotiable 

.ate, but the customer didn't know it was a negotiable date. 

nd the customers normally don't know anything about our 

iervice rules, so they accept it thinking that the workload is 

:xcessive and that's as soon as the company could possibly get 

.o them. 

So we negotiated with the company to get the initial 

)ffering at least at five days, which significantly reduces the 

,mount of time for installation, and that's still a negotiable 

late if the customer wants it lesser. 

COMMISSIONER DEASON: And then in Paragraph 3, which 

.s  on the second page of the letter, there's a reference to an 

)pen audit capability of Sprint's service installation 

FLORIDA PUBLIC SERVICE COMMISSION 



~ 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

9 

negotiations. Is that what you were referring to before about 

the ability of customers to negotiate a shorter time frame for 

installation? 

MR. MOSES: Yes. And what that language does is 

allows staff to go in and monitor these calls without the 

person that's the representative of the company knowing we're 

on the calls to make sure that they're offering what they have 

committed to. 

COMMISSIONER DEASON: Is there going to be any 

attempt to educate customers about their ability to negotiate 

more favorable installation times or no? 

MR. MOSES: I believe Sprint is, prior to this had 

offered some language that they were modifying their scripts, 

and I can't remember exactly what that languzge says. And I 

think Mr. Rehwinkel might be able to elaborate on that. But - -  

CHAIRMAN EDGAR: Mr. Rehwinkel? 

MR. REHWINKEL: Yes, Commissioner. What Mr. Moses is 

referring to is, is a change in the protocol that would 

actually have the customer understand - -  actually confirm and 

understand that they have a choice in the negotiation. In 

other words, we heard back from kind of anecdotal sources that 

customers were under the impression that it was a 

take-it-or-leave-it situation. And we have gone in and made 

sure that that's not communicated and that the customer 

understands that they have the right to negotiate. Under the 

FLORIDA PUBLIC SERVICE COMMISSION 
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;ervice Guarantee Plan, if the customer insists on having it 

lone in three days, then three days it is. And that's what, 

.hat's what their - -  that's what we measure our make or miss 

inder the SGP for. 

I don't have specific scripting with me, but - -  

inaudible.) But the scripts have been modified so that there 

rill be no take-it-or-leave-it message communicated either 

lirectly or indirectly to the customer. 

COMMISSIONER DEASON: Do you plan to share the script 

71th staff for their review? 

MR. REHWINKEL: We'd be glad to do that when they 

rish it. And, of course, they - -  I think the proof would be in 

.he pudding when they do any live monitoring to see what's been 

laid. And, cf course, if they have any concerns a b m t  when 

.hey monitor, we would work with them to make sure we meet 

.heir, their satisfaction on that. 

COMMISSIONER DEASON: Madam Chairman, that's all the 

[uestions I have. 

CHAIRMAN EDGAR: Commissioners? Commissioner 

zriaga. 

COMMISSIONER ARRIAGA: I have a couple of questions 

or Mr. Rehwinkel. Okay. Please turn to Page 2 of the 

.ecommendations. The last paragraph of Page 2 is a phrase or 

entence by staff that says, "Using the rule requirements as a 

lenchmark for comparing service quality prior to the SGP 

FLORIDA PUBLIC SERVICE COMMISSION 
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-mplementation, it appears that Sprint's performance has 

ieclined since the SGP was implemented." 

During the last two Agenda Conferences the issue of 

pality of service with Sprint has come up, and Commissioner 

leason raised this question and that's why we're discussing it 

:oday . 

Where has it declined and why? And if it has, 

iccording to staff, what makes you think that a more stringent 

:ondition that you're proposing today you will be able to 

:omp 1 y wi t h? 

MR. REHWINKEL: Chairman, I mean, Commissioner 

wriaga, the - -  I think one of the key words in here is that it 

says , It appears. I' 

One of the things that it's given, this appearznce, 

.s that service standards are measured under the Commission's 

xles on an exchange-by-exchange basis, which is kind of a - -  

-t's a meaningful measure, but then again it may not have as, 

is much meaning as is important. When you put a Service 

;uarantee Plan in that supplants the strict provisions of the 

xle, our relationship is more directly with the customer than 

Jith the regulatory body as far as how we're expected to 

)erform and how we're sanctioned. When we miss the commitment 

:o the customer or the deadline to the customer, we pay them 

tutomatically instead of being after or post hoc reviewed and, 

~ O U  know, go through the show cause process. 
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So it's very hard to compare apples to apples when 

'ou're in an SGP environment versus a strict after-the-fact 

:valuation under the Commission's rule. I'm not going to sit 

iere and say that service is, even measured on the way we think 

.t ought to be measured, is, is, has maintained over time. But 

: also would say to you that, for instance, the last 16 months, 

rou can't tell what our real service levels are because we've 

)een in meteorological turmoil and we've been digging out from 

:hat almost constantly in that time frame. 

We are - -  we think that the 90 percent number that's 

.n the commitment is a - -  it's an absolute floor that is 

ianctionable while we're still under the Service Guarantee 

'lan. So there's actually another dimension and another 

)rotection that the Commission has with this commitment that's 

.n place for the customers, and it's another tool that they 

lave to make sure their service levels are at what they 

ionsider to be - -  you consider to be an acceptable level. 

Previously - -  well, before this commitment goes into 

~ffect, we can pay the customer and we're done with it. We 

.on't really have that added dimension of this statewide 

ervice level. We think that the statewide number, the 

0 percent number, is a reasonable approximation of the 

xchange-by-exchange requirements of 95 percent. 95 percent is 

.ifficult for us or the exchange-by-exchange standard is 

.ifficult for us because we have 104 exchanges throughout the 

FLORIDA PUBLIC SERVICE COMMISSION 
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Itate. Some of them are very small and some of them are very 

itatistically subject to failure by one miss; whereas, it might 

.ake 40 or 50 misses in a larger exchange to fail that measure. 

So we think that this, this commitment gives the 

lommission a floor, a safety net there to ensure that service 

Loesn't decline anymore. Why we think that we can meet this 

:ommitment - -  we've looked at, at where our workload is now, 

re've looked at what we need to do to get out from under the 

Lamage we suffered in Dennis, Wilma and Katrina, because we got 

tit in our territory by all three of those storms, and those 

;torms actually delayed our recovery from the four storms in 

1004. We think that by the end of the first quarter or early 

.n the second quarter of this year our work forces, absent any 

Ither storm events, should be returning to normal. We're 

iiring new forces; we've hired over 100 since 2004. We're 

tiring close to that number this coming year. We're ramping up 

.o get this work done. It'll take a little while because we're 

;till repairing, like I said, from ' 0 5  and even '04, but by the 

iirst - -  the beginning of the third quarter of 2006 we believe 

re'11 have the resources in place to meet this and to continue 

{oing forward to provide the level of service that the staff 

:xpects and that you expect us to have. 

COMMISSIONER ARRIAGA: Thank you. And does this 

;atisfy staff, this kind of explanation? 

MR. MOSES: Yes, sir. 

FLORIDA PUBLIC SERVICE COMMISSION 
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COMMISSIONER ARRIAGA: Okay. And one last question 

o staff. Thank you, Mr. Rehwinkel. 

What is the OPC position on this whole issue? 

MR. MOSES: I don't believe they've taken any 

fficial position. I know my director has spoken with them and 

hey're comfortable with the recommendation, but they have not 

ntervened or taken any official position that I'm aware of. 

COMMISSIONER ARRIAGA: Okay. Thank you. Thank you, 

:adam Chairman. 

COMMISSIONER DEASON: Madam Chairman, may I follow up 

In that? 

CHAIRMAN EDGAR: Commissioner Deason. 

COMMISSIONER CARTER: If I may. 

CHAIRMAN EDGAR: Commissioner Carter. 

COMMISSIONER DEASON: That's fine. 

COMMISSIONER CARTER: I think that Beth checked with 

)PC and t,,ey said they supported this. One of our staff people 

:hecked with them and said that OPC supports this. I just 

ranted to, just wanted to - -  is that right, Beth? 

MS. SALAK: Yes, sir. 

CHAIRMAN EDGAR: Ms. Salak. 

MS. SALAK: Beth Salak with staff. I did call a 

?ember of the Office of Public Counsel who had been in prior, 

irevious years' meetings with, on the Service Guarantee Plan, 

m d  they said that they were happy to see that we had gotten 

FLORIDA PUBLIC SERVICE COMMISSION 
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.dditional elements to the plan. 

CHAIRMAN EDGAR: Commissioner Deason. 

COMMISSIONER DEASON: Well, yes. Thank you. I was 

ust going - -  historically Public Counsel's office has been in 

iupport of the concept of Service Guarantee Plans; correct? 

MS. SALAK: Yes, sir. 

CHAIRMAN EDGAR: Commissioners, do we have a motion 

)r further questions? 

COMMISSIONER DEASON: I can move staff's 

*ecommendation, Madam Chair. 

CHAIRMAN EDGAR: Do I have a second? 

COMMISSIONER ARRIAGA: Second. 

CHAIRMAN EDGAR: All in favor, say aye. Opposed? 

(Unanimous affirmative vote.) 

CHAIRMAN EDGAR: Okay. Let's show item 5 approved. 

(Discussion on Agenda Item 5 concluded.) 
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