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Commission involvement.

Q. What is the purpose of your testimony?

A. The purpose of my testimony is to discuss/outline the number of consumer complaints

logged with the Commission against City Gas Company under Rule 25-22.032, Florida
Administrative Code, Consumer Complaints, from January 1, 2013, through December
31, 2017. My testimony will also provide information on the type of complaints

logged and those complaints that appear to be rule violations.

. What do your records indicate concerning the number of complaints logged

against City Gas Company?

. From January 1, 2013, through December 31, 2017, the Florida Public Service

Commission logged 332 complaints against City Gas Company. Of those, 254
complaints were transferred directly to the company for resolution via the
Commission’s Transfer-Connect (Warm-Transfer) System. This system allows the
Commission to directly transfer a customer to City Gas Company’s customer service
personnel. Once the call is transferred to City Gas Company, it provides the customer

with a proposed resolution.

. What have been the most common types of complaints logged against City Gas

Company during the period January 1, 2013, through December 31, 2017?

. During the specified time period, approximately sixty-four (64%) percent of the

complaints logged with the Florida Public Service Commission concerned billing
issues, while approximately thirty-six (36%) of the complaints involved quality of

service issues.

Q. Do you have any exhibits attached to your testimony?

. Yes. 1 am sponsoring Exhibit RLH-1, which is a summary listing of customer

complaints logged with the Commission against City Gas Company under Rule 25-
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22.032, Florida Administrative Code. The complaints listed were received between
January 1, 2013, and December 31, 2017, and were captured in the Commission’s
Consumer Activity Tracking System (CATS). The summary groups the complaints by
Close Type ( i.e. GB-01, GB-16, GB-26, etc.) and within each Close Type, the

complaints are segregated by Pre-Close Type.

Q. What is a Pre-Close Type?

. A Pre-Close Type is an internal categorization that is applied to each complaint

upon receipt. A complaint is assigned a Pre-Close category based solely on the initial

information provided by the consumer.

Q. What is a Close Type?

A. A Close Type is also an internal categorization code. It is assigned to each complaint

once staff completes its investigation and a proposed resolution is provided to the
consumer. In some instances, the Pre-Close category will differ from the Close Type
because staff’s investigation reveals facts that were not available upon receipt of the

complaint.

. A great majority of complaints were resolved as Close Type GI-02, Courtesy

Call/Warm Transfer. Can you explain this Close Type?

. Yes. As previously stated, City Gas Company participates in the Commission’s

Transter-Connect (Warm-Transfer) System. This system allows the Commission to
directly transfer a customer to the company’s customer service personnel. Once the
call is transferred to City Gas Company, it provides the customer with a proposed
resolution. Customers who are not satisfied with the company’s proposed resolution
have the option of recontacting the Commission. While the Commission is able to
assign a Pre-Close Type to each of the complaints in this category, a specific Close

Type is not assigned because the proposed resolution is provided by City Gas
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Company. Consequently, the GI-02 Close Type only allows staff to monitor the

number of complaints resolved via the Commission’s Transfer-Connect System.

. How many of the complaints summarized on your exhibit has staff determined

may be a violation of Commission rules?

. Of the 332 complaints logged against City Gas Company during the period January 1,

2013, and December 31, 2017, staff determined that ten complaints appear to be
violations of Commission rules. These complaints have a Close Type which is

indicated by GB-.

Q. What was the nature of the apparent rule violations?

A. The apparent rule violations were related to billing errors (5) and failure to provide

timely responses (5) to Commission complaints.

. Does this conclude your testimony?

A. Yes, it does.




02/01/2018 FLORIDA PUBLIC SERVICE COMMISSION
] COMPLAINTS BY CLOSE TYPE FOR SINGLE COMPANY
vide RECEIVED BETWEEN 01/01/2013 AND 12/31/2017

Docket No. 20170179-GU
Summary of Complaints

Public . Exh. RLH-1, page 1 of 3
. FOR FLORIDA CITY GAS ) ’
Service i
Commission
TYPE: GB-01 IMPROPER RATES APPLIED -
Total Cases For PreClose Type: IMPROPER BILLS 1

Total Cases For Type GB-01 1

TYPE: GB-16 IMPROPER BILLING CALCULATION

Total Cases For PreClose Type: IMPROPER BILLS 3

Total Cases For Type GB-16 3

TYPE: GB-26 inaccurate/insufficient information on bill

Total Cases For PreClose Type: IMPROPER BILLS 1

Total Cases For Type GB-26 1

TYPE: GB-49 FAILURE TO RESPONSE TO €OMMISSION IN

Total Cases For PreClose Type: IMPROPER BILLS 4

Total Cases For Type GB-49 4

TYPE: GB-51 FAILURE TO RESPOND IN 7 WKDY TO STAFF

Total Cases For PreClose Type: IMPROPER BILLS |

Total Cases For Type GB-51 1

TYPE: GI-02 COURTESY CALL/WARM TRANSFER

Total Cases For PreClose Type: DELAY IN CONNECTION 10
Total Cases For PreClose Type: DEPOSIT 1
Total Cases For PreClose Type: IMPROPER BILLS 17
Total Cases For PreClose Type: IMPROPER DISCONNECTS 12
Total Cases For PreClose Type: PAYMENT ARRANGEMENT 164
Total Cases For PreClose Type: QUALITY OF SERVICE 44
Total Cases For PreClose Type: REPAIR 4
Total Cases For PreClose Type: SAFETY ISSUE 2

Total Cases For Type GI-02 254

Page 1




TYPE: GI-11 REPAIR SERVICE

Total Cases For PreClose Type: IMPROPER DISCONNECTS
Total Cases For PreClose Type: QUALITY OF SERVICE

Total Cases For Type GI-11 2

Docket No. 20170179-GU _
Summary of Complaints
Exh. RLH-1, page 2 of 3

TYPE: GI-15 OUTAGES (ALL INDUSTRIES)

Total Cases For PreClose Type: OUTAGES
Total Cases For Type GI-15 1

TYPE: GI-17 SAFETY ISSUES

Total Cases For PreClose Type: SAFETY ISSUE
Total Cases For Type GI-17 4

TYPE: GI-25 IMPROPER BILLING (ADDED 7/03)

Total Cases For PreClose Type: IMPROPER BILLS
Total Cases For PreClose Type: IMPROPER DISCONNECTS

Total Cases For Type GI-25 22

20

TYPE: GI-28 IMPROPER DISCONNECT (ADDED 7/03)

Total Cases For PreClose Type: DELAY IN CONNECTION
Total Cases For PreClose Type: IMPROPER DISCONNECTS

Total Cases For Type GI-28 10

TYPE: GI-29 DELAY IN CONNECTION (ADDED7/03)

Total Cases For PreClose Type: DELAY IN CONNECTION
Total Cases For PreClose Type: IMPROPER BILLS
Total Cases For PreClose Type: QUALITY OF SERVICE

Total Cases For Type GI-29 16

14

TYPE: GI-30 QUALITY OF SERVICE (ADDED 7/03)

Total Cases For PreClose Type: DELAY IN CONNECTION
Total Cases For PreClose Type: QUALITY OF SERVICE
Total Cases For Type GI-30 12

11

Page
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TYPE: GI-32 PROCESS REVIEW CASE Docket No. 20170179-GU —
Summary of Complaints
Exh. RLH-1, page 3 of 3

Total Cases For Type GI-32 1 _

Total Cases For PreClose Type: QUALITY OF SERVICE 1

Total Complaints Late Responding: 5

Total Complaints Infraction: 10 **Categor
*[ = INFRACTION

Grand Total: 332 *C=NON-INFRACTION
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