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4 Q. 

5 A. 

6 

7 Q. 

8 A. 

State your na.e and a4dreaa. 

Jtathryn Dyal Brown, 101 z. Gainea StrHt, Tallabaaaee, 

Florida 32399. 

Where are you e.ployed? 

I aa e.ployed in the conau.er Affaira Diviaion of the Florida 

Public Service CO..iaaion. 

Briefly daacribe your poaition and dutiea . 

Aa a Senior Conau.ar Attaira Analyat, I receive and 

9 inveatiqate co.plainta aqainat regulated utilitiea. I work 

10 with utility coapani.. and their ouatoaera to achieve 

11 reaolution of co.plainta. I provide explanation and 

12 counaelinq on varioua -ttera related to utility company ratea 

13 ancS aervice and co.pliance with PSC rulaa and utility co•pany 

14 tariffa. I keep recorda of co.plaint activity filed aqainat 

15 

16 

17 Q. 

18 A. 

19 

20 

21 

22 

23 

24 Q . 

2! A. 

utilitiea and prepare reporta and charta outlining this 

activity. 

Deacribe the nature of your t .. tillony. 

My t .. ti.Jiony will Ht forth the coaplaint activity in tile 

COnau.er Affaira Diviaion involving Gulf Power Company. 

EXhibit• will abov the nu.ber and type of coaplainta received, 

the juatification for tba cuatoaer bavinq contacted the 

co.aiaaion, and the oo.plaint activity of Gulf Power Coapany 

coapared with other electric coapani ... 

What tbe period wi ll your te.tiaony encoapaaa? 

My teatt.ony will foaua on tba co.plaint activity of calendar 
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22 Q. 

23 

24 A. 

25 

yeara 1985-1989. fte wontha of January, February and Karch 

1990 will alao be ineluded. 

Deaoribe any preliainary acreenin9 t.bat aay take place before 

a co.plaint ia logved to be inv .. ti9ated. 

A coaplaint ia not l099ec! unl- the analyat receiving the 

contact de~ that the aattar appeara to be within the 

juriadiotion of the co.aiaaion and that there ia raaaon to 

believe that tbe OOIIPlaint aay be juatified. If i t appears 

there ia nothincJ the oo.aiaaion can do to help , or the 

complaint ia elaarly not juatified, tbe oitizen ia ao adviaed . 

What procedure ia followed Vban a oo.plaint ia 1099ed? 

Inforaation ia entered on a conaU~~er requ .. t fora and the 

coapany ia requeated to review the eo~~plaint and reapond. 

When the reaponae baa been received, both the coap1a1nt and 

the reaponae are reviewed by Conauaer Affaira peraonnel to 

deteraine OOIIPlianoe vitb oo.aiaaion rulea and ce~~pany tariff• 

and to deteraine Vbat other action, if any, needa to be taken. 

Before a co.plaint ia c~oaad, the analyat handling the caae 

ouatoaarily oontaota the coaplainant to verify his 

aatiafaation or diaauaa the action taken and the applicable 

rulea and tariffa. 

Bow aany co.plainta were logged againat Gulf Power Company 

durinCJ 1919? 

Recorda abow tbat 76 COJIPlainta (. 301 per 1000 cuatoaera) were 

logged againat Gulf Power co.pany durb'9 1919 . 
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Bow do tb ... tipna co.pare vitb coaplaint activity for 1988? 

Coaplainta were up 33t froa 1988. There were 76 coaplainta 

l099ed againat tbe coapany duriDCJ 1989, coapar.ad to 57 during 

1988. 

Bow do these ti~ co.pare vitb co.plaint activity f i qur•• 

for tbe precedin9 calendar yeara? 

I. Attachll.-nt I is a 

CJraph ot Gulf Power'• COJiplaint activity for the past 10 

Li•t.S below the CJraph are the actual number of 

COJIPlainta received durincJ tbOH year• and the number of 

c011plainta received per 1000 cuatoaer.. 

Do conauaer Affair. racord8 nov vllat part of Gulf Power' • 

••rvice area had the .o•t ooaplainta? 

'l'be aajority of tbe COJIPAny• • coaplainta originated in 

Zaoaabia county, Vbare coaplaint• .ore than doubled fro• 1988 

fiqur••· During 1919 cuatoaer. in Z•caabia county logged JJ 

COJIPlaint• followed by Santa RoN (18), Bay (10), Okalooaa 

(12), and wauinqton (3). 

What type• of ooaplainta vera received against Gulf Power 

co.pany durinq 1919? 

During 1919, COnauJ~ar Affair. received 45 co~~plainta about 

blllinq and 31 about HrVioa rwalated aattara. 

Are coaplainta clu•ifiad .ore •pec~.fically? 

Y••· Attar an analy•t take• a complaint be or aha deterai nea 

Wbether the co.plaint 1• related to a ••rvice or billing 
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17 Q. 

18 A. 

19 

20 

21 

probl•. '!'ben the analyat cboosu one of approxilaately 30 

.ore apeclfic claaalflcatlon cate;oriu to further identify 

the co.plalnt. 

What vera the ujor typea of eo~~plainta received aqainat Gulf 

PoWer clurin9 1189? 

The two ujor oo.pleint cat.JOriu were high billa and delay*' 

new conneationa. AltbOW)h co.plainta were ~ aliqbtly 1n a 

nuaber of 41ffereat aateqoriu, no one particular type of 

coaplalnt contributed to the lncr:eaH. 

Have you •u a .ore a.,.clfic atucly on the t ype of prob l ... 

coaplaiMd about? 

v... Atta~nt IIA aeta forth in aore detail the varioua 

type• of aa.plainta Vblah were received and cloaed during 

1189, and tbe juatitlcat lon tor ucb type. Attachllent IIB ia 

a chart llluatratift9 the aajor typea of co.plalnta received 

aqainat Gulf Power. 

Bow la juatitlcatlon tor a coapla int deteralned? 

tlben the OOIIPlalnt analyat rev leva tbe coapany • • report and 

clo- tbe 0011pla1nt, the analyat deterainea whether the 

co.plaint vaa juatlfled, not juatifled or had s o11e 

juatlfication. 'llwt deUrtlinatlon 1a noted on the co•plaint 

22 file. In ucb caae, detaraination ia baaed on co.aiaaion 

23 

24 

25 Q. 

rul .. , ca.pany taritfa, and/or c:oa.on aenae CJUidelinea. Every 

effort ia aade to be •• objective •• poaaible . 

What vaa tbe juatifl·cation for the Gulf PoWer Coapany 
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ca.plainta closed durinq 1989? 

During 1989, 66 oo.plainta a9ainat the coapany were recei ved 

and closed. ot theM, 14 were found t o be justified, 34 vera 

not justified, an4 18 vera found to have a oae j uatitication. 

'l'he- figures are llbown in AttacbJiant III. 

Have you co.pared tbe juatitication tor the coaplainta closed 

to previous perioda? 

Yea. Th-e tivuru are al110 in Attac!ment III. 

Have you oa.pared the ooaplaint activity ot Gulf Power Company 

with that loqged a9ainat other coapaniea? 

Yea. Attachllenta IVA a:~ IV8 coapare all electric c ompanies 

tor tbe calendar year. 1985 through 1989 and include the 

nuaber an4 type o f oc.plainta l099ed, the percentage of 

inoreaae froa the previous year, a breakdown ot the 

juatitication, tbe nuaber ot coaplainta and justified 

coaplainta per 1000 cuatoaera and i nduatry totala. 

Bow does Gulf Power Collpany coapare t o the other electric 

utilit i .. in the areas you have analyzed? 

Attar a tvo year downward· trend in ca.plaint activity, Gul f 

Power COJIPlainta increased by 33 percent in 1988. The 

percentage ot l099ad co.plainta found to be justified 

increased troa 13 percent in 1988 to 21 percent in 1989. 

Pitty-two percent ot Gult Power ooaplainta were found to have 

no juatification. After three years ot aaintai ning the lowoat 

n\Diber of COIIPlainta a.rtd juati tiad ca.plainta per 1000 
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A. 
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cuatoaera, Gulf Power bad the ••con4 hi9h .. t nUJiber ot 

coaplainta and ju.tified coaplainta of any of the tour aajor 

electric utllltle• durin; 1989. Tbere vere .308 coaplainta 

par 1000 ~ra, and .057 ju•tlfiad co.plainta pe~ 1000 

cuato.ara u ehovn on Attacbllent IVA and IVB. 

Rave you co.pllad data on tbe nuaber and type of coaplaint• 

received avainat Gulf Power in 1990? 

Yea, Attacbllent v abova the nuaber, aajor type and 

ju.tificatlon of co.plainta received avainat Gulf Power and 

all other electric utilitiea durin9 the firat quarter ot 1990. 

What obtaervationa have you aade froa the 1990 coaplaint data? 

For the first tbrM aontba of 1990 G--alf Pover bad the feveat 

coaplainta par 1000 cuatoaera of the five requ:ated electric 

coapa.nlu. Of tbe coaplainta clOHd in January, February and 

March of 19t0 only Florida Pover Corporation bad tever 

juatifiad oo.plalnta per 1000 cuatoaera than Gulf Pover 

Ca.pany. Gulf Power ia the only oo.pany that had a drop in 

the total n\mber of coaplainta received during 1990 in 

coapariaon vitb tbe •aae thrH 110ntba of 1989. 

Doea thia conclude your t .. tiaony? 

Yea. 
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1! 
u TYPE AND JUSTI FICATIOH FOil GULF POVEil 
:J COMPL.UJn'S UCitVBD AND CLOSED DUUJfC 1989 ...., 
.c 

' JUSTlFliJ) 
NOT SC»tt • ' 01 SCim 

TYPE JUSTIFIED JUSTIFIED JUSTIFICATIOH TOTAL OVD·ALL JVSTJ.FICATIOII 

SgytCI 
l:troper Dilconnec t l 2 5 6.76t 60t 
De ay Connect/New Location 2 l 2 7 9 .46t 57t 
Moeentary Outage• l 1 2 2.70t SOt 
Volta&• or S\U'&•• l 3 4.0St Ot 
luainaaa Office Problea 1 l 2 2. 7Gt SOt 
Service Outa&e l 1 2 2.7Gt SOt 
Delay bcomect/Aftar CUt 1 1 1.3St lOOt 
TrM Tria 1 2 3 4.05t 67t 
Street Lit!!: 2 2 2.7(h lOOt 
::rloyM l l 1.3St Ot a. ocate 01 .._,. lq\&1..-t 

' rt T d 1Hft -dt 
l!ffi"LacU.na Probl• 1 l 1 ' 4.0St 67t 
•t DbcODDectecl oa bq\aea~ 1 1 1 . S5t lOOt 
•• ,...t •t Credited l 2 5 6.76t 40t 
lackbUUq 1 1 1.SSt lOOt 
Connection or IUac. len'. C2aarJ• l ' 1 1 . Ut Ot 
Depoa1t/Adcl1t1cmal 4 ':. ' 4 •1 5 . 4lt Ot 
IIUcellaoaoua 11111D& 1 2 .. , 4.05 ,, 
mroper CUt .t1ce 1 1 1.35t Ot 
I l~Vr~ cua~ J~ 1 1 2 2. 70\ ' SOt 
Delay kf\iDd or Cre41t · > 1 1 2 2.70\ lOOt 
Depoalt/hV ' ' 1 1 2 2.70\ lOOt 
~---t kobD ,: 2 1 3 4 .05t ,, 
~roper btea Applied 2 1 2.10t lOOt a. ocate lqul,.._e l 1 l.l5t 

. 
Ot 

111~ 1111 9 1 10 13.51 lOt 
Co lection A&nc{t 1 1 l.l5t Ot 
CoDtrlbutlOP·ln- cl 1 1 1 . 35t lOOt 
bcODDICt Cbarfe 1 1 1.35t Ot 
Current Olvera on d d w. -dt ' Io 

) 



Attachment IIB 

GULF POWER COMPANY 

Ct1lltp/llba., t)JM • 1989 
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~ • ~ ... I 

• 
• 
I 

• 1 I • 4 • • 7 • • 10 ·---
1. HJabBm 
1. DelayCmrw:c 
3. Payaat Not Qedbcld 
4. Iqaoper DiJca•nea 
5. AddidoNJ Depollt 
6. Me1l:r Rel(fiq Problem 
7. ApenDeat Braae 
8. VobapGI' SUIJDI 
9. MiJcelleneoiJI BDHDa 

10. 'neenim 
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H JUSTIPICA'i'IOII POR GULP POWER CX»n»AJIY COIIPIAIMTS 
H 
H ., 

1985 1986 198'7 1988 1989 A 

I • ' • ' • ' • ' • ' 
JUatified 14 lit 13 15t 6 9t '7 13t 14 21t 

' ., .c: llot Jua.tified 4'7 61t 56 6lt 51 ,,, 38 "' 34 52t 

aa.e JuatiticatiGD 16 ~lt 20 22t 10 15t 12 23t 18 27t 

!ODL8 I 

' ' •• • '' 17 •• 

) 
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~ .., ILICTI.IC INDUSDY 
1: CALINDAil YIAll CQIPMISC'B 

J or COMPlAINT Acrtvtn 
0 ., .., .., 

<nc:PLAIJITS UCIIVBD • or JUSTinCAtt<ll cncrtAliTS JUSTifiiD f( • • • PIICIIrl' QIAICE rca cnl1'I.AU"f'S CLOSID PD 1000 OCIIPLAIITS na 
SIRVICE ll~ TOtAL Pldt PUVIOUS YIAll YIS 10 SCIII CUS1QIIIS 1000 CUS1'CIIIU* 

120 146 266 Ot u. "' 21t .275 .035 
371 434 lOS -16t 32. 46t 22t .301 .092 

3 3 6 20. Ot lOOt Ot . 362 .000 
31 45 76 llt 21• 52t 21t .301 .057 
60 79 139 3U u. ~ 26t .357 .049 

515 107 Uti ·Ut 25, Sit Ut .301 .073 
4St 5St 

146 119 265 ·5• 21• Slt 11, .212 . 060 
422 5Sl 953 ·25, 3h 4h lh .no .12) 

5 0 5 "' 20t 60t 20t .no .124 
26 31 57 ·15• u. ,,, 2lt .236 .on 
65 U7 202 ·22• 22t 59• 1h .531 .1" 

l 

"4 Ill 1412 •llt· 2ft . -sn tit - ·"' .103 
4st ''' 

lUZ 
22, ·* .067 nort.cla rowr eo3. 143 us 271 ·20. 21• ,, 

norlcla r-.r • ftt . 528 - 740 U68 ·16, 26t ,, 21, .511 .140 
ftorlda Public Otl ltlu 1 2 3 -15· ,, 

"' 
,, .191 .064 

Gul.fr-.r~ 34 .33 67 ·25• 9t 76t 15t ' .215 .025 
Tupa llectr1-c C..., . - 111 149 260 . 26t 23• ,., 2lt .725 .167 

uuunai 'IOIALI 117 1059 1176 ·1ft 2!t 57t m . 470 .ut 
racabQD 44t '" 
*MID 0. · AVD.AG& ... D. OJ c:un.IU JaR IUYXOUI BAl. 
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JANOAri - HAI.CH. 1990 ., 
J! DIVISlOIJ OP COIS'llll1l AFFAIRS CQCP1AlJIT ACTMTY 
u ILEC'I1IC INDUstRY 

3 
~ 
-c Staist lilliy ltJor l'ypt Xu Ia ... t Jual:lliad 

Florida Powr 39 33 Hi p 1111 4 31 11 .. 
rrL 90 95 Hip 1111 51 95 26 27, 

rruc 1 1 llooe 1 2 0 '·. ,, 
~ 

GW.f ro..r 4 9 Hip 1111 2 15 1 11• 

T~~~p&llecttic 16 " Hip 1111 5 26 9 Ut 

~JU'IO!AL DJ m BliJi till n m ~ ~ m 

1990 hrceot c:c.plaiDu 
Total - ~ ! hr 1000 
lu!4 '.:.•"!~ •at 'I~ eu.t-n 

- ~~ ~ -

nortda ,__.' ·.· . ~ .. - 72 l c. ! j 24\ 
... 

0.072 0 .006 ! ,,_ -.. . ' r , •. • 

- ~ ' ' " , .. ,, 
~ L' ~ "' 

I'PL - . ·~ . ·- . lU 2lt ,., ..:6: __ ...,, ~-': 0.067 . 0.025 
~~:· ·:._ ;,·-;~,:' ' '.: ··~\~: ! ~; 

' \ ,. ·~ ' :..; 2 .• 100. 0 . 177 . .. :-"· 0.059 .. 
l . - " 

CUlf ,_..r ~: \ .. ' 13 . ~u• 
~ • '· ' a 

0.052 
,, 

0.001 ~ ~ 

' ~ 
...:; -:' .. 1 ,, 

,...,. necttlc . 52 ,., 0.130 - . 0.011 " 

DIDUSIU 1'0'rAL 324 26t 0.073 0.019 

' 
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

In re: Petition of Gulf Power Company) DOCKET NO. 891345-El 
foe an increase in its rates and ) 
charges. ) 

------------------~------------> 

CERTIFICATE OF SERVICE 

I HEREBY CERTIFY that a true and correct copy o f the 

Direct Testimony of Kathryn Dya 1 Brown has been served by 

First Class u. S . Mail, postage prepaid, on Ed i son Holland , 

Jr. , Esquire (Gulf Power Company), Beggs and Lane, Post Of f ice 

Box 12950, Pensacola, Florida 32576, with copies to the 

following parties of 

of~ 

Federal Executive Agencies (FEA) 
Gary A. Enders, USAF 
HQ USAF/ULT 
Stop 21 
Tyndall, AFB FL 32403- 6001 

Joseph A. McGlothlin, Esquire 
Lawson, McWhirter , Grandoff 

& Reeves 
52 2 East Park Avenue, Ste. 20 0 
Tallahassee, Florida 32301 

record, thi s ~ day 

Office of Public Counsel 
Attn : Jack Shreve, Esquire 
111 West Madison Street 
Suite 801 
Tallahassee , FL 32399-1400 

FLORIDA PUBLIC SERVICE COMMISSION 
101 East Gaines Street 

{6762L)SBr:bmi 

Fletcher Building - Room 226 
Tallahassee, Florida 32399-0863 
(904) 487-2740 
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