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1 PROCEEDI NGS
2 CHAI RMAN CLARK: Good afternoon. | would like
3 to wel cone everyone to the custoner service hearing
4 in the Tanpa Electric rate case. Today's service
5 hearing is a very inportant part of the rate case
6 process and is dedicated to hearing from our
7 cust oners.
8 My nane is Gary Cark. | have the privilege
9 of serving as the Chairman of the Florida Public
10 Servi ce Comm ssion. Al the Conmm ssioners who are
11 here today are very interested in hearing your
12 coments today, and | would like to give them an
13 opportunity, if they would |ike, any opening
14 remar ks before we begin. Any Conm ssioners?
15 Al right. Staff counsel, would you pl ease
16 read the notice?
17 MR. MURPHY: By notice issued on July 13,
18 2021, this time and place has been set for a
19 Cust onmer Service Hearing in Docket Nos. 20210034- El
20 and 20200264- El .
21 CHAI RMAN CLARK: All right. Thank you very
22 nmuch.
23 Al right. W wll begin by taking
24 appearances next. W wll start wth Tanpa
25 El ectric.
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1 MR. WAHLEN: Good afternoon, Conmm ssioners. |
2 am Jeff Wahlen of the Ausley McMullen Law Firmin
3 Tal | ahassee, appearing on behalf of Tanpa Electric
4 Conpany. Also with the sane firm are Ml col m Means
5 and Janes D. Beasl ey.
6 | am joined today by with three Tanpa El ectric
7 enpl oyees, Frank Busot, B-U- S-O T, Penel ope Rusk
8 and Karen Sparkman. M. Busot and Ms. Rusk being
9 are here to answer questions, and Ms. Sparkman w ||
10 be making the presentation.
11 CHAI RMAN CLARK: Al'l right. Thank you very
12 much, M. Wahl en.
13 OPC, M. Rehw nkel .
14 M5. PIRRELLO.  Good norning, M. Chairman.
15 This is Anastacia Pirrello for the Ofice of Public
16 Counsel. | would also like to enter an appearance
17 for Richard Gentry, the Public Counsel, Charles
18 Rehwi nkel , St ephani e Morse and Mary Wessl i ng.
19 CHAI RMAN CLARK:  Thank you, Ms. Pirrello. |
20 woul d have called on you, but M. Rehw nkel is just
21 right in the center of ny screen there. That's the
22 only one | saw.
23 FRF, M. Wi ght.
24 Al right. Move next to staff counsel.
25 MR, MURPHY: Charlie Mirphy and Walt
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1 Trierweiler on behalf of Comm ssion Staff.
2 CHAI RVAN CLARK: Ms. Hel ton.
3 M5. HELTON: Mary Anne Helton is here as your
4 advi sor, along with your CGeneral Counsel, Keith
S Hetri ck.
6 CHAl RVAN CLARK: Al'l right. Thank you.
7 Did I get all the parties?
8 Al right. Let nme begin by thanking all of
9 you for taking tinme out of your schedule to call in
10 to this custonmer service hearing. W appreciate
11 the interest that you have filed in the petition by
12 Tanpa El ectric Conpany.
13 As | nmentioned, this hearing is designed so
14 that we can hear directly fromcustoners. This is
15 your opportunity to express your thoughts, your
16 concerns and your comments related to the utility's
17 request. In Cctober, there will be a techni cal
18 heari ng where the Conmm ssion will take up the
19 substance and the evidence of this case.
20 If you are calling in today and you need to
21 speak with a Tanpa El ectric Conpany customer
22 service representative, you can reach them by
23 calling (866)896-1222. They are available all day
24 today, and especially during this particular
25 heari ng.
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1 The staff has Ms. Cissy Glloway on hand, and
2 she's the PSC representative for this docket. She
3 can be reached by enmailing
4 cgal | owa@sc. state.fl.us, or by calling
5 (850) 413-6922.
6 Conmi ssion technical staff are also on the
7 line here with us here today.
8 Just to remnd you all, this is an offici al
9 hearing. It will be transcribed and becone part of
10 the official record. As such, | wll swear you in
11 on the phone before you begin your conmments. |
12 think if | renmenber correctly, nost of you have
13 al ready been sworn in with one exception, so | wll
14 try to catch that one before we begin.
15 Pl ease note that your comments are subject to
16 cross-exam nation. That is, you may be asked
17 questions by either -- either by the parties or by
18 one of the Comm ssioners.
19 For those that are calling in, we ask that you
20 pl ease attenpt to naintain a quiet setting, and
21 pl ease keep your phone on nute until you are
22 speaki ng.
23 In addition to sharing your comrents here
24 today, you may also file witten comments with the
25 Comm ssion. To contact the PSC by mail, you can
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1 find a pre-addressed coment card on our website.
2 Whet her your comments are made verbal |y today
3 or received in witing, be assured your conments
4 wi Il be reviewed and taken into consideration
5 during the course of these proceedings.
6 Now, | amgoing to invite Tanpa Electric to
7 present a brief opening statenent, followed by OPC
8 and any of the other intervenors, then Comm ssion
9 staff.
10 M. Wahl en.
11 MR. WAHLEN:. Thank you, and good afternoon,
12 Comm ssioners. | amJeff Wahlen. | aman attorney
13 for Tanpa Electric Conpany. As | indicated, Karen
14 Spar kman, who is Vice-President for Custoner
15 Experience, will be making a brief statenent on
16 behal f of the conpany.
17 However, before she does, | would like to note
18 for the record that on Friday, Tanpa Electric filed
19 a settlenment agreenment that resolves the issues in
20 this case and in the depreciation docket. The
21 settl enent agreenent was signed by all the parties
22 and will be considered by the Conm ssion at a |later
23 date. So we don't intend to discuss it today,
24 except to say that we believe it's fair and
25 reasonable and in the public interest.
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1 This hearing, we believe, is, as the Chairnan
2 I ndi cated, an opportunity for us to hear from our
3 custoners and to address any concerns that they nmay
4 have. So unless there are questions for ne, |
5 would like to turn it over to Karen Sparkman of
6 Tanpa Electric for a brief statenent.
7 CHAl RVAN CLARK: Thank you, M. Wahl en.
8 Ms. Spar kman, you are recogni zed.
9 M5. SPARKMAN.  Good afternoon, Conmm ssioners.
10 My nane is Karen Sparkman, and | amthe
11 Vi ce- President for Custoner Experience for Tanpa
12 Electric. The teamvery nuch appreciates the
13 opportunity to participate today, and we | ook
14 forward to hearing fromour custoners.
15 Tanpa El ectric has not requested a general
16 base rate increase since 2013. As our attorney,
17 M. Wahl en, has noted, we filed an agreenent that
18 resolves all of the issues in our rate case | ast
19 Friday, and think that the agreenent is fair and in
20 the public's interest. W look forward to the
21 Commi ssion's consideration of the agreenent in the
22 near future, but today, we really want to focus our
23 attention on listening to our custoners.
24 We understand that our custoners woul d rather
25 not face price increases, whether it's for the
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10

1 price of groceries, clothing, gas for their car or
2 electricity. However, we nust keep our eye on the
3 future and continue to invest in projects that wl|
4 hel p us becone cl eaner and greener, and also to
5 keep up with changi ng custoner expectations about
6 qual ity customer service.
7 We are addi ng solar generation, we are
8 i mproving the efficiency and the environnental
9 profile of our generating fleet, and we are
10 upgrading our electric grid so it will be nore
11 reliable and resilient.
12 We are putting technology to work to ensure
13 t hat our custoners can conmunicate with us when
14 they want, and in the ways that are convenient to
15 t hem
16 Since 2013, we have successfully inplenented a
17 new custoner billing system a new on-line portal
18 with a nobile first approach. W've inproved and
19 have i ncreased el ectronic paynent channels. W
20 have i nproved custoner service |evels for our
21 cust omer experience contact center, billing and
22 paynent services, and we've nmade hundreds of
23 smal | er process and system enhancenents to better
24 serve Tanpa Electric's custoners. W are proud of
25 t hese changes and the way they inproved our service
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11

1 | evel s, but we do know that there is always ways we
2 can i nprove.
3 We | ook forward to hearing from our custoners
4 today, and we have a team of people ready to help
5 and answer questions and resolve any issues that
6 our custoners may bring to our attention.
7 Thank you.
8 CHAI RMAN CLARK:  Al'l right. Thank you very
9 much, ©Ms. Sparkman.
10 OPC.
11 M5. PIRRELLO.  Thank you, M. Chairman, and
12 good afternoon, Conm ssioners. Again, ny nane is
13 Anastacia Pirrello with the O fice of Public
14 Counsel .
15 This office wwthin the Legislature is tasked
16 by law with representing you, the ratepayers of
17 Tanpa El ectri c Conpany.
18 As you may be aware, our office and TECO
19 along with seller other consuner groups, have
20 entered into an agreenent which will settle all of
21 the issues presented in this case. W've asked the
22 Conmm ssion to delay the rate case hearing schedul ed
23 for October so that they can consider approval of
24 the settlenent instead of the conpany's petition.
25 W are here today to listen to your testinony
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12

1 on the service provided by TECO and any thoughts
2 that you have on this agreenent since the agreenent
3 nmust be approved by the Public Service Conm ssion
4 before it may go into effect.
5 Last year, we hired experts in accounting,
6 depreci ation, cost of capital and other regulatory
7 matters who aided us in preparing for the case
8 before it was filed and in investigating this
9 request. Wth their expertise and that of our
10 i n-house experts, we've cone to the concl usion that
11 this settlenment agreenment represents the best
12 possi bl e outcone for the custoners of Tanpa
13 El ectric.
14 | would like to take a few nonents to explain
15 sonme of the benefits that TECO custoners stand to
16 gai n under this deal.
17 First, our office and the other signatories
18 were able to reach an agreenent to reduce TECO s
19 requested rate increase from295 mllion to 123
20 mllion, with a profit level for TECO of 9.95
21 percent, which alone will save custoners nore than
22 $32 million annually when conpared to the profit
23 | evel that the conpany requested.
24 This agreenent al so continues to further
25 TECO s efforts to respond to increasing public
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13

1 demand to transition to cleaner energy by all ow ng
2 the conpany to replace their remaining coal plant
3 and fleet with natural gas, and to build 600
4 nmegawatts of utility scal ed solar generation.
5 Additionally, this deal ensures that custoners
6 will may pay no nore than absol utely necessary for
7 the cost of retiring the coal plant, and by
8 coll ecting those costs over 15 years rather than 10
9 years, as is the standard practice results in
10 ot herwi se | ower custoner bills in the earlier years
11 of the retirenent.
12 The | onger period also helps to match the
13 recovery of these old costs over the period that
14 the new cl eaner and renewable plants will be in
15 service and serving future custoners.
16 The settlenment reduces certain types of
17 executive conpensation that is designed to reward
18 shar ehol der nore than to hel p custoner save, and
19 reduces sone costs including excessive vacant
20 positions that customers should not be paying for.
21 Thi s agreenent al so protects custonmers from
22 utility practice called | edge he hedgi ng, which has
23 often cost custoners nore than it saved them
24 Finally, the deal increase is custoners'
25 access to two of the conmpany's conservation
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prograns which will aid custoners in reducing their
electric bills.

| f approved, this deal will go into effect in
January of 2022 and prevent TECO fromraising its
rates before January 2025, except in a snmall anount
in a very specific limted circunstance.

As | previously stated, the Comm ssion nust
make a deci sion whether this agreenent is in the
public interest. W are here to hear your thoughts
about that. |If you have any further thoughts you
woul d like to share with the Conm ssioner is about
this case, you can email clerk@sc.state.fl.us, and
reference Docket No. 20210034. If you have
questions about this agreenent or anything el se
about the case, please reach out to the Ofice of
Public Counsel toll free at 1(800)342-0222.

Thank you.

CHAI RMAN CLARK:  Thank you very rnuch, Ms.
Pirrello.

Any of the other parties wish to nake an
openi ng st at enent ?

All right. Wll, we wll nove into the
custoner testinony.

W want to give every custoner that has signed

up an opportunity to speak. W normally [imt our
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15

1 custonmer comrents to three mnutes. W wll be a
2 little bit Iiberal with that today since we have a
3 fairly limted nunber of custoners on the line. W
4 do want you to please be concise and get to your
5 poi nt as qui ck as possible.
6 W will go ahead and get started, so the first
7 custoner is Jay Wiitney. Jay is the only person
8 that has not been sworn in. Jay, are you on the
9 line? M. Witney. Jay Witney.
10 Al right. Panmela Rhodes. Panela Rhodes.
11 Jeffrey Basiaga, Basiaga. Jeffrey Basiaga.
12 Linda Scholten. Do we have anybody on the
13 line?
14 Wendy Qualls.
15 M5. QUALLS: Speaki ng.
16 CHAl RVAN CLARK: Ms. Qualls, you have already
17 been sworn in. You are recognized for three
18 m nut es.
19 M5. QUALLS: | have not been sworn in.
20 CHAI RMAN CLARK:  You signed a statenment when
21 you | ogged in on the website swearing you to tell
22 the truth.
23 M5. QUALLS: | amsorry. | thought they were
24 going to do it over the tel ephone. | beg your
25 par don.
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16

1 CHAI RMAN CLARK:  No problem You are -- you
2 are recogni zed, Ms. Qualls.
3 M5. QUALLS: Al right. Thank you.
4 | have been having sone bad service from TECO
5 where ny power is switched on and off several tines
6 during the course of a nonth, sonetines it's every,
7 at | east once every week, to the point where | have
8 to just reset everything in the house, and I am not
9 under st andi ng why, after being in ny house for over
10 25 years why is this still happening.
11 | al so have outages out here, especially
12 during rainstornms, but sonetines not in rainstorns.
13 It could be in the mddle of the afternoon on a
14 Thursday or on a Wednesday, or whatever, the power
15 just goes out for several hours. You know, we all
16 have to call in in our neighborhood to say the
17 power is out, and it just takes hours and hours and
18 hours, sonetines eight hours, for themto respond
19 and get it all taken care of.
20 W had a problemw th transforners bl owi ng out
21 in our area, which is out in the Carrol |l wod area.
22 And nost recently, | had sone cabl es | eading
23 to ny electric neter and I had to speak to at | east
24 ei ght people who did not know what they were doing,
25 they kept sending ne to the new construction
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1 departnent. Those people didn't know what they

2 were doing. | finally got soneone to cone out and

3 | ook at it, and they said the -- because these

4 W res were exposed, this was ny problemto take

5 care of. And | said, no, | don't believe that's

6 correct. So they kept calling people until finally

7 sonebody said, no, this is not the custoner's

8 faul t.

9 So it ended up taking ne al nost two-and-a-half
10 weeks to finally get someone to conme out and fix

11 this. They dug a hole. They didn't fill the hole
12 conpletely. O course it rained for two days

13 afterwards, and | had a hole the size of ny house
14 whi ch was right beside ny bedroom w ndow, and

15 that's kind of scary to | ook out on.

16 They did not -- when | asked themto cone out
17 and fill up the hole again, they brought a bunch of
18 rocks and weeds. | don't know where they got their
19 dirt from but this is ridiculous. They dug you ny
20 whol e entire front yard, and cane -- had to cone

21 under a fence to get to ny back yard to get to ny
22 neter, and they never |let ne know they were going
23 to do this. They knocked on ny door at 7:30 in the
24 norni ng and said, you know, we are going to start
25 digging. And | amlike, who are you, and why are
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1 you here, and why have | not been told? Well,
2 nobody knew, and there was a very big | anguage
3 barrier also.
4 | am not very happy with TECO | spent a | ot
5 of tinme trying to get where | amat, and | amstill
6 not happy with the result, but the hole seens to be
7 filled even though it's not very pretty.
8 | would like to have sonebody address those,
9 and if this neans that the rates don't get
10 increased, | think that's good. | think that they
11 need to start managi ng what they already have.
12 That's ny case.
13 CHAI RMAN CLARK:  Thank you. M. Qualls, we do
14 have a -- we do have -- TECO does have custoner
15 service reps standing by. | would |like to give you
16 a phone nunber specifically that you can call and
17 to work out sone of those technical issues. |
18 think they are standing by and will be glad to take
19 that. That nunber is (866)896-1222. That is the
20 nunber directly into TECO s custoner service room
21 and they will be glad to -- to help work out sone
22 of those technical issues for you.
23 Any - -
24 MS. QUALLS: Yes, | -- 1 --
25 CHAI RMAN CLARK: Yes, go ahead. | am sorry.
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1 M5. QUALLS: | have dealt with them nany, many
2 tinmes, and that's why | decided to be part of this
3 Public Service Comm ssion deal.
4 CHAl RVAN CLARK: And we appreciate your -- we
5 appreci ate your testinony today.
6 M5. QUALLS: Ckay.
7 CHAI RMAN CLARK:  Any questions for Ms. Qualls?
8 M. Wahl en, any questions?
9 MR. WAHLEN: No, sir.
10 | just will note that Ms. Sparkman has been
11 listening carefully and taking notes, and | am sure
12 that she will be in touch with Ms. Qualls.
13 CHAI RMAN CLARK: Al'l right. Thank you very
14 much.
15 Any of the other parties have a question?
16 Any Conmmi ssi oners have questions?
17 Al'l right. Thank you very nmuch, Ms. Qualls,
18 for your testinony.
19 Next is Cifford Reiss. M. Reiss, are you on
20 the line?
21 M5. RHODES: This is Pamel a Rhodes. Am |
22 unnmut ed?
23 CHAI RMAN CLARK: Yes. And who is this again?
24 M5. RHODES: Panela Rhodes. | was one of the
25 first ones, but | have been having difficulty
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1 getting unmut ed.
2 CHAl RVAN CLARK: Ckay. No problem You are
3 recogni zed for three mnutes, M. Rhodes.
4 M5. RHODES: GCkay. The base rate is 15.05 a
5 day. The proposed junps to 70 percent per day,
6 whi ch is not conparing apples to apples. So |
7 assuned a 30-day nonth. That would be $21. That
8 equals to a 39 percent raise.
9 | don't mnd a little raise, but this is
10 obscene, given that many of us are on fixed
11 i ncomes, our Social Security COLAs will not reflect
12 t hat anount.
13 CHAI RVAN CLARK: All right. Wll, thank --
14 t hank you for those coments, M. Rhodes.
15 Anybody have any questions for Ms. Rhodes?
16 Any of the parties?
17 Conmi ssi oners, any questions?
18 Al right. Thank you very much for your
19 testi nony today.
20 M5. RHODES: Thank you.
21 CHAI RVAN CLARK: Next is difford Reiss.
22 Aifford Reiss.
23 Al right. Let nme go back through and nmake
24 sure we didn't mss anyone that m ght have been on
25 mute also. | will begin with Jay Witney. Jay
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1 Wi t ney.
2 Jeffrey Basi aga.
3 Li nda Schol t en.
4 Cifford Reiss.
5 Al right. Wll, | believe that concl udes al
6 of the parties.
7 Is there anyone on the |ine who has signed up
8 to speak today that has not had an opportunity to
9 do so?
10 Al right. Hold on one second. Let ne find
11 my place in ny notes here.
12 Thank you again for taking tinme out of your
13 schedules today to call into this service hearing.
14 Agai n, your comments are very inportant to us and
15 we appreciate you assisting us in this proceeding.
16 Qur next service hearing is going to be
17 tonight at six o' clock p.m
18 Commi ssi oners, do you have any comments or
19 guesti ons before we adjourn?
20 Al right. Seeing none, we stand adjourned
21 until 6:00 p.m this evening. Thank you.
22 (Proceedi ngs concl uded.)
23
24
25
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