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Please state your naae, address and occupation. 

My name is John E. Hodges, Jr. My business address is 

500 Bayfront Parkway, Pensacola, Florida 32501. I am 

employed by Gulf Power as Vice President of CUstomer 

Service and Division Operations. 

P1ease 4escxibe your education and business backqround. 

I received a Bachelor of Science Degree in Business 

Management from Florida State University. My career at 

Gulf Power started in 1966 when I joined the Company as 

a Residential Marketing Representative. I have held 

positions of increasing responsibility including 

Manager of Appliance Salas and Service, Director of 

19 Marketing and Load Management and General Manager of 

20 

21 

22 

23 

24 

25 

Western Division. I vas promoted to Vice President of 

CUstomer Service and Division Operations on May 19, 

1989. As a result of ay 23 years experience at Gulf 

Power Company and because of •Y background in aarketing 

and tha direct iaple•entation of the proqram~ at the 

OOCUM£NTH~~:R-OATE 

04450 MAf 21 B 

rPSC-RECORDSIR£PORnNG 
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cuatoaar laval, I believe that I aa familiar with the 

enarqy naada and d ... nda of our cuatoaera. 

Q. Kr. Bo4gea, what ia tba purpoae of Jour taatiaoDy? 

A. The purpoae of ay tutiaony ia to provide rebut tal to 

the position taken by Mr. Helauth w. Schultz, III 

concerning a regulated utility'• CUatoaar Service &:ld 

Information proqraaa. 

Q. What ia JOUr poaitioD regar4iDg tb••• activities? 

A. I believe that all anarqy auppliara hava a aora l if not 

lagal reaponaibility to aatiafy the needs of its 

cuatomera tor coat-effective products and aarvic.es . 

Co.paniaa will not be auccassful in the future c~less 

thay undaratand the neada of their customer• and are 

willinq and able to 9rovida tor thaaa naeda . CUstomer 

sarvica and Intoraation proqraaa are the delivery 

.. chani- tor aaatinq cuatoaar naada. 

Q. Bow llaa Gulf ~•r .. t ita cuatoaera • naecSa iD the 

put? 

A. We began offering a vida range of conservation oriented 

cuatoaer ••rvica proqraaa that focuaed on redu~inq the 

uount of aneX'9Y purcha•ed by our cuatoaara that w~• 

not baing efficiently uaad. Theae proqrua ware 



f 

I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 

1 

2 

3 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

Q. 

A. 

Docket No. 891345-EI 
Witness: J. E. Hodges, Jr. 

Page 3 

iaplaaanted in the aid-70'a becauae our cuatomers 

expreaaed a need, and not becauae of any regulatory 

requirementa. Theae programs conaisted of ekiargy 

efficient homea, energy efficient commercial atruc­

turea, reaidential energy auditing aervicee and consum­

er education. 

The objective of thaae program• vaa to lower the 

average coat of energy, improve the efficient utiliza­

tion of the energy customer• purchaaed and improve the 

cuatomera lifeatyle. Consumer reaponae to these 

proqrama waa very hiqh when they vera implemented and 

continues to be high 15 yeara later. We are very proud 

of theae proqraae becauae of their auccesa and the tact 

that they are indicative of how cuatomer Service and 

Inforaation program• ahould be deaiqned and implement­

ed. 

xr. Bodqaa, nat about your aoat recent efforta, 

apaoifioally tb• five-year atrateqio plan? 

I believe that our afforta ware vall thought out, 

beneficial to our cuatoaara and achieved the qoala they 

ware deaiqnad to accoapliah. cuatoaera reacted very 

favorably along with trade alliea and the commun! tie• 

ve aerve. 
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What 4o you believe ia tbe perception bald by aome of 

tbe partie• to tbia oaae re;ardin; tbia plan? 

The general perception ia that th& new proqrama we 

iaplemented from 1985 - 1989 were for the purpose of 

defeating the competition in the energy aarketplace. 

Do you believe tbat tbia perception ia baaed on your 

pro;raaa• perforaance? 

No. The program performed aa we intended. The percep­

tion of aoae ia baaed aolely on two ainor occurrences, 

the cloaing of the Top Gun tape and Gaa Busters 

T-ahirta, and aoae comparative advertiaementa, that 

have overahadowed the real purpo•• of the proqrams and 

the reaulta that have been achieved. 

The deciaiona to include the controversial closinq 

in the tape and aake the t-ahirta were in hindaiqht, an 

inappropriate reaction to the promotional efforts of 

other energy auppliera. It ia unfortunate that two 

•inor event• over a five year period have distorted the 

purpoae and benefits of the entire customer service and 

inforaation efforts. Althouqh not peraonally involved, 

lookinq back ve nov reqret the deciaion. However, we 

do not re;ret the iaplaaentation of the proqrams ar.d 

are proud of the r esult• they achieved. 
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xr. Bo4gea, what proaotioDal practices are you reter­

riDg to with respect to the other &Derqy •uppliera? 

Priaarily the two ael1er• ot natural qa•, who are not 

requlatad by tba Coamia•ion. Theaa Companies have 

enqaqed in promotional practices vhich we believe are 

a i aleadinq. We believe the Co=miaaion'• position 

reqardinq •aource neutrality" aeeks to have the facts 

pre•antad on the comparative bene fits of electric vs . 

qas in a neutral, straightforward way to the benefit or 

the conawaar. We have attUlpted t o do thi•. The 

comparative advartiaaaanta vera run in ra•ponae to 

aialaading inforaation baing presented to our custom-

era. 

Do the pro;r... you are ourreDtly iapleaentiDg contain 

aDJ aotivitiaa that aay be iD ooDtlict Yith the Commi•­

aioD1a polioy? 

I have personally reviewed each and avery proqram we 

are currently iaplaaanting and have aatiafiad ayaelf 

that ve are not in conflict with commia•ion policy. 

The aanagar• raaponaibla tor the iaplUlentation and 

aonitoring of the progr ... have been per•onally in­

atructed by ae to ensure that we do not have any 

conflict. 
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Kr. Bo4qea, 4o you believe the proqraaa and ezpenaea 

2 aupporte4 b7 Mr. aowara are Deo•••arr in the tulfillinq 

3 

4 A. 
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18 

Q. 

A. 

of ita cuatoaer aervioe obliqation? 

Yea. Aa Mr. Bower• atatea, we have become the primary 

aour ca of inforaation for our customers in a variety of 

areas. The proqrama for which we are seeking recovery 

are a vital part of thia effort. Aa a result of my 

vast experience in the field with our cuatomara, I am 

convinced that they expect and desire that we provide 

these aervicu. 

xr. Oohults arquea that these are not aervioea which 

ahou14 be provi4e4 bJ the utility and that they are 

available elsewhere. Do you aqree? 

No. The co .. iaaion baa recoqnized that the utility ia 

in the beat position to provide the broad apectrum of 

services vbich are designed to proaote energy eff icien­

cy and keep the cuat011er aatiafied.. Rather than 

19 diainiahinq the role of the utility aa the priJDary 

20 

21 

22 

23 

24 

25 

provider of energy aarvicea and i nforaation, I ••• our 

role continuing to increaae. Since assuming •Y posi­

tion aa the Vice-President over both the customer 

Service and Diviaion Operation areaa, I have continual­

ly evaluated the proper role ve should play in dealing 

vith our cuato•era. I believe it ia appropriate and am 



r 

I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 

l 

2 

3 

5 

6 

7 

8 

9 0· 

10 A. 

ll 

12 

13 

14 

15 

16 

17 

18 

19 Q. 

20 A. 

21 

22 

23 

24 

25 

Docket No. 891345-EI 
Witneaa: J. E. Hodges, Jr. 

Page 7 

aeeking to inatill in our .. ployeea a culture which is 

totally cuatoaer oriented. Thia effort baa received 

the full aupport of top aanagement in the Coapa.ny. 

What the cuatoaer vanta, we believe, ia to be treated 

fairly and to receive information vhich ia atraightfor­

ward and unbiaaed. Thia ia what we are attempting to 

provide. 

Bow are you iapl .. entiDg thia change iD culture? 

Organizational change originate• with the executives 

who auat ca..municate with .. ployees and constantly 

reinforce the new concepta1 without executive commit­

aent a laating cultural change vill not occur. I have 

iapl .. ented aeveral internal in~tiati~es aince I 

aaaumed ay current poaition that have reaulted in 

creating a change in culture in addition to identifying 

aethoda of providing better cuatomer aervice. 

•leaae 4eaoribe tbeae iDitiativea. 

Tbe firat initiative conaiated of aeveral of focus 

vrouP aeaaiona with eaployeea reaponaible f~r cuatomer 

aervice and power delivery aotivitiea. I uaed these 

aeaaiona to find out bow ve vera reacting to the need• 

of our cuatoaera, what need• were not being aet and how 

could ve fil l in the qapa. The employees provided 
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valuable inforaation that vaa incorporated with direct 

input froa cu.toaera that baa foraed the foundation for 

developing additional customer aervice proqrama. We 

found out that our customers vera satisfied with their 

rates and the reliability of their service, however, 

they wanted us to make it easier for them to do busi­

neaa with ua. 

The aecond initiative was the formation of a 

working group conaiatinq of three Division Managers, 

the General Managers of Power Delivery, and Marketing 

and other key management personnel. This group was 

charged with the reaponaibility of addressing customer 

needs and t.aediately researching and implementing 

programs that create customer satisfaction. 

The third initiative waa erGatinq a system for 

obtaining employee auqqeations on how we can improve 

customer aervice. Employee• were encouraged to provide 

suggestions and in aome cases participated in the 

iapleaentation process even though it aay not have been 

in their area of reaponaibility. I uaed this as a 

aeana of eomaunicating to all .. ployeea that a cultural 

change vas taking place and that every empl~yee had an 

iaportant part to play. 

Another initiative ia field visits to our local 

office by a yaelf and corporate office department heads 
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reaponaible for cuatoaar aarvica. Thaaa trip• are used 

to update the employee• on iaauaa facing the Company, 

the proqraaa that are beinq iapl .. anta4 to addr••• 

cuatomer nae4a an4 to receive feedback from employees 

on the atatua of proqraaa currently baing implemented. 

Q. What type of input bava you received from your employ-

eea? 

A. The input from employ••• are aoatly things that they 

either ••• or qat brought to their attention by direct 

cuatoaar contact. Thia baa alvaya bean the bast aource 

of qualitative 4ata. 

Q. What are aoae of tbe reaulta you bave achieved from 

tb••• initiative•? 

A. There have been aevaral program• iapl .. antad or in the 

reaeareh ataqe. We have exten4e4 the hour• of opera­

tion of our co ... rcial otticea ao that they are open 

for the cuatomera• convenience tor paying billa and 

applyinq for aervice. our phone center• are in opera­

tion longer to allow cuato••r• who can't or don't vant 

to, paraonally coae in the office to conduct buainaas. 

Thia cuatomer aerviea ia e•pacially important tor 
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buaineasea and out-ot-tovn cuatoaera . We have imple­

aented a pilot proqraa that allows a cuatoaer the 

option of applyinq tor service by telephone instead of 

peraonally coainq into an ottice. our division custom­

er accounting repreaentativea qive each cuatoaer they 

have contact vith a business card with a phone number 

the cuatoaer can use to contact the same representative 

it the need arises. 

Some of these programs aay aeem like the common 

aenae thinq to do but the tact ia we vere not providinq 

these cuatoaer aervicea. The chanqe in culture has 

identified the need tor these aervicea and we have 

responded by providinq th .. to the aatiataction of our 

cuato .. ra. 

g. Whet are aoae of the ouatoaer eervioe and intoraation 

activities 7ou are oonaiderinq? 

A. We are followinq up on a request by aeveral cuatomera 

to provide au.aary billinq instead of individual billa 

tor each account. CUetoaere aucb aa achool boards and 

vovernaental aqenciee have dozens of individual ac­

count• all coain9 due at different tiaea of tho aonth. 

suaaarizinq these accounts into a ainqle bill will save 

both the cuatoaer and coapany the expense ot proceaainq 

aultiple billa. 
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We are developing a brochure that will provide 

cuatoaara with intoraation on how to apply tor electric 

•ervica, how to report outaqaa , the cuatomer proqrams 

and aarvicaa that are available to them and who to call 

in order to participate in the proqrama. 

An employee croaa-training proqram ia being 

deve loped that will enable our employ••• who do not 

have direct cuatomar contact to batter underatand what 

proqrama and aarvicea are available and the importance 

of aatiafying cuatomar axpectationa. 

We have daaiqned a program thia year ca lled 

Quality S•rvice Index which will enable ua to monitor 

the level of aatiafaotion our cuatoaara have with the 

product• and aarvicea we provide. We will uae this 

information to aake i.Jiprovuanta in the currant ;-ro­

qrama and anticipate future naada. 

Mr. Bo4qaa are 70u ooaai4aria; aay oh&Aqaa to ~our 

proqraa pl&DBiBq prooaaa. 

Yu. I want the planning proc••• to be expanded to 

include other functions in the Coapany and to aolicit 

their input at the vary beginning of the program 

planning procaaa. I alao vant to create an environment 

that will encourage all employe•• to activei y partici­

pate in providing idaaa for new proqra~• or how to 
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improve exiatin; ones. Finally, I would like to 

aolicit the input fro• people and organization• that 

are external to the Company regarding aiqnificant 

cbangea in proqrama or atrate;ic direction. 

Q. When will you have achieved your goal of aeetinq your 

cuatoaera cuatoaer aervioe nee4a? 

A. Never. The enerqy aarketplace ia dynamic and we must 

be flexible enough to respond to the changes . our 

cuatomera expect their enerqy aupplier to be totally 

co.mitted to aatiafying their needa. They do not want 

ua to be juat a aupplier they want ua to be a partner 

in arriving at the aoat coat-effective aolution to 

their energy needa. We are continuing our commitment 

of an anergy partner by providing auperior customer 

aervice and info~,tion product• and aervicea that 

•atiafy their naeda. The Good ~ants Home proqrams and 

Bnerqy Ec!ucation proqr... supported by Mr. Bowers are a 

vital part of thia effort. 

Q. What 4o you percei•• to be your cuatoaera• nee4a in the 

rut are? 

A. cuatomera want utility aana;ement to be committed to 

providing energy and energy related aervicen at the 
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lowest poaaib1e coat at the convenience of the cuatom-

era and not the utility. 

Service reliability will becoae even aore impor­

tant, especially for reaidential customers, as ths home 

becomes aore automated. The •smart Houae" ia an 

example of a atep in that direction. CUstomers will 

want a wider variety ot pricing and billing options 

and, in the caae of industrial cuatomera, on•• that are 

tailored to their own individual needs. 

CUatomera want their enerqy aupplier to be social­

ly reaponsible by protecting the environment, becoming 

involved in societal iaauea auch aa illiteracy and drug 

education and they will expect utility management to 

demonatrate total commitment to aeeting their custom­

era • expectation• for product• and service•. They will 

want their utility to take an active roll in community 

and economic developaant activitiea. 

~lease a•maa~l•• your testtaony. 

Gulf Power oaapany baa consistently d .. onatrated a 

long-tara ca..aitaent to providing the higheat quality 

ouatoaar aarvicaa. We intend to continue to aeat 

cuatoaer expectations in the future and are aaxing the 

Co.miaaion to continue to recognize the benefits that 

are derived by the customer. 
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iaolated activitiaa. We would raqueat, however, that 

the eo .. iaaion conaider vbat baa actually been achieved 

by the cuatoaer aervice proqraaa and not be diatracted 

by the perception that baa been created by the activi­

ties. 

The executive management at Gulf Power ia commit­

ted to creating a ••aninqful cultural change that will 

create a greater focus on providing superior cuatomer 

aervicea at the loweat poaaible coat to the total 

aatiafaction of our cuatomera, the Company and the 

Commiasion. 

xr. Bo4qea, 4oea tbia oono1u4e your teatiaony? 

Yea, it doea. 
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COUNTY OF ESCAMBIA 
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AFFIDAVIT 

Dockel No. 891345-~ 1 

Before ae the undersivned authority. personally appeared 

_.::J~·--=E:.:.·.-Htzo;.::d~au:e:..lu.__.J~r~..~.~--· who bei119 first duly sworn. 

deposes and tays that he~ is the Vice President-Customer 

Service and Divtsion Operations of Gulf Power 

Company and that the fore9oi119 is true and correct to the best 

of his/ber knowledve. inforaation and belief. 

sworn to and subscribed befor 

My co .. ission Expires: 

tl.ltarr PDt. State of alc.~a 
»r eo • ..;.a.,ll ~ :.urG n. w.1 
~ .... , .............. _ .... 

day of 

.. 
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