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FPSC Audit Document/Record Request
Electric Service Quality Audit -
Gulf Power Company
Apnl 14, 1997

6. Ideatify any goals, objectives, and/or benchmarks relating to distribution maintenance.
ANSWER:

Gulf's goal is to maintain a level of service that customers expect and can ail>-d, while
reducing the costs associated with maintenance of the system by identifying and planning
specific distribution programs to accomplish this goal, Gulf uses its Public Opinion
Mwmmmmmmmwmmﬂ
Distribution Trouble Reports Outage Summary as benchmarks.
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Strengths and Weaknesses of Gulf Power

Stengths and Weaknesses of Gulf Power (% ;llm]
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= Q. Please tell me if you agree. disagree. or have no opinion as o whether GULF POWER is doing 3 good job o
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21, Provide the annual results of any customer satisfaction surveys performed from
1992 - 1997 year to date.

Answer:

Listed below are the annual results of the customer satisfaction surveys performed from
1992 - 1997 year to date.

{5 [ 1992 | 1993 | 1294 | 1998 1996 1997
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28,  Provide a copy of policies, instructions, or procedures used by those administering
the customer satisfaction surv=ys requested above.
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Florida Public Service Commission
Audit Document/Record Request
Request # ESQ-2 9/12/97

Question #2:

Provide a copy of the TQM Momentary Outage Study resuits and recommendations, and
Gulf's executive management approval/disapproval response.

Answer;

The project statement for this team was to reduce tragsmission outages which affect Gulf
Power Company customers. The plan of action of the'study presented by the team on
August 27, 1992, is shown on the attached survey sheet. The plan of actionand  _
recommendations were approved by Gulf's executives.
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Florida Public Service Commission
Audit Document/Record Request
Request # ESQ-2 9/12/97

Question #3;

* Provide a copy of the TQM Sustained Outage Reduction study results and

recommendations, and Gulf Power Company’s executive management
approval/disapproval response.

Answer; .

The project statement for this team was to reduce distribution sustained outages to Gulf
Power Company’s customers. The plan of action of the study presented by the team on
August 27, 1992 is shown on the attached summary sheet. The plan of action and
recommendations were approved by Gulf's executives.
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Florida Public Service Commission
Audit Document/Record
Request # ESQ-2 9/12/97

Question #4;

'Providz a copy of the TQM Transmission Outage Reduction study results and
recommendations, and Gulf Power Company’s executive management
approval/disapproval response.

Angwer; .

The project statement for this team was to reduce transmission outages which affect Gulf
Power Company customers. The plan of action of the study presented Uy the team on
August 27, 1992 is shown on the attached summary sheet. The plan of action and
recommendations were approved by Gulf's executives.
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Florida Public Service Commission
Audit Document/Record Request
Request # ESQ-2 9/12/97

Question #28:
Provide a copy of the cost/benefit study for centralizing the Distribution Control Center.

Answer;
See Attached.
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DISTRIBUTION CONTROL CENTER
COMMITTEE REPORT

NOVEMBER, 1993
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Distribution Control Center Committee

Mission

To evaluate the feasibility of a centralized Distribution Control Center and recommend 2
plan of action.

Committee Membery
Bill Blackmon Gerald Miller Jack Davis
James Phﬂgnt Marie McLean Jim Parker

Emest Robinson




Distribution Control Centers are presently handled independently by each division. There
is a distribution control center ‘n Pensacola, Ft. Walton, and Panama City. In order to
evaluate the feasibility of a cerral operation, several operating companies were evaluated,
several outside utilities were interviewed, and some control centers were visited.

Companies Evaluated by Interview

Alabama Power (Birmingham) o
Alabama Power (Mobile) 2
Duke Power (North Carolina)

Entergy {Ark?nm)

Entergy (Louisiana)

Entergy (Mississippi)

Georgia Power (Atlanta)

Mississippi (Gulfport)

Santee Cooper (South Carolina)

Florida Power Corporation
Florida Power and Light
Tampa Electric

- Control Centers Visited

Alabama Power — Montgomery
Alabama Power - Mobile Division
Florida Power — Suncoast Division
Tampa Electric

.




General Findings

Tampa Electric has a one building that has lduu-ibunon control center and
transmission/generation con ol center. Emergency operations and engineering support are
also housed in that building. The center had a outage analysis system and digital radio
system but no electronic maps. They are planning to have mobile data terminals in 75
uudfsbylm 1994. Tampa operates another center in Winter Haven that closes in the
evening.

Florida Power and Light operates four centers. They had an outage analysis system,
digital radio system, and mobile data terminals in their trouble trucks. The electronic map
system was only detailed enough to show large :ecunm of town without street
identification.

Alabama Power operates three centers located in Mobile, Montgomery, and Birmingham,
The Mobile Division handles 165,000 calls during the day. In the evening the center
handles the outlying districts bring their total number of customers handled to 200,000.
This division covers about 4440 square miles.

Georgia Power has eight divisions. Within the division, each district takes care of their
own operations. East Metro and West Metro Division have combined two districts into
one "super district” that handles about 100,000 customers during the day and 900,000

customers at night.

In summary, most companies operated a distribution control center that would handle
- 100,000 to 900,000. For larger companies, this means that they operated several control
centers, depending on their total number of customers, districts, or divisions. Most

companies had an outage analysis system and a company-wide radio system.




Centralized Distribution Control Center
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1992 Gallup Benchmark Studies Them |
Large Industrial Customers fage 2of 3
Percent Very Satisfied
_ 92 Gallup | 92 Galiup
92 Rank Company /lame é point 4 point
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2 worst feeders program to work on momeptaries from the worst feeders and substations.
6. Distribution. has more recently completed studies that allowed downsizing of construction crews
from 3 to 2 man crews and maintenance crews from 2 to | roubleman crews. They tock off the
apprentics person and added trucks to create smaller crews, This provides Gulf with more
productive, smaller crews and requires them to go fewer miles to get to the work. It also allows
them greater flexibulity in moving the proper number of small crews to other ligher work arcas
when needed. Gulf has also staggered work schedules Gulf was able to downsize between 82-85
Full Time Equivalent employees. Gulf eliminated contractors and began using company exployess
to replace certain types of work done by contractors.
T. Most downsizing occurred in middle inanagement and supervision, creanng a wider span for upper

management. Functionalizing allows Gulf to respond more promptly to the customer because
hical boundaries. Outages have aiso been smaller and more

isolated.

8 Eor the last 12-18 months GPC has been using duct for underground cable, and has given
developerss options in placing underground cable, and placiog duct with other utilities. GPC has
discounted or deferred installation to decrease the cost of duct installation for developers.
pulls the cable wmmdwummmmmnmm. This reduces oumber

of cable cuts and UG outages in new developments. GPC has also begun ideatifying underground

cables with >3 outages, These UG cables are targeted for replacement, or injection to prolong the

life of the cable. GFC has experienced a reduction in UG outagss, in pilot locations, due (O
lrx

Division of Researcs od Regulatory Review
Bureau of Regulatory Review




F—_
reducing small wire (#6) as

M:munofﬂwTQMum:ppmﬂmmr!rnﬂmGulfhegm

:nammmmmw.myﬂmmgﬂm that tree trimming needed additional budget
dollars and have provided additional dollars to increase the program. Steve Burns, Line Clearing
Supervisor, has put together programs to address tree related outages. EPRI testing of cable mjection
over the last 2-3 years has helped umprove i

DWmewmmmmmmuf:nrmﬁmmm
3tu1mmmwmm2mlmuhlemmm. They took off the

“: _apprentice person and added trucks to create smaller crews. This provides Gulf Wh mve §

productive, smaller crews and requires them to go fewer miles to get ©© the work. Gulf has also
staggered work schedules Gulf was able to downsize. between 82-85 Full Time Equivalent

employees. Gulf eliminated contractors and began using company employees (0 replace certan
types of work done by contractors.

Most downsizing occurred in middle management and supervision, creating a wider span for upper
management. Functiopalizing allows Gulf to respond more promptly to the customer because

resources are not limited by geographical boundaries.
Fmﬂnh:ll-l!mumﬁmmmuﬂqummmmlc.mdhugivcnd.mlopm
upuumhlphdnlmﬂuuwnduble.mdph:lnsduct with other utilities. This reduces number of

cable cuts and UG outages in pew developments. GPC has also begun identifying underground
cables with >3 outages. These UG cables are targeted {or replacement, or injection to prolong the
life of the cable.

i ivision operaticns (o One located
raducdnninpemnﬂnudedmperfnm:hummﬁunmd:

company wi:iu standard methodology for distribution dispatch.
For damage claims against GPC, anything > $5,000, has atomey involvement, or has personal
liability is referred to the Claim Administrator. (Employee Relations and Risk Manager) Agent 1o

the ﬁeld:m:uc:_cbe:k for other claims <$5.000. i

1

Division of Research and Regulatory Review
Bureau of Regulatory Review




l (2) INTERVIEW SUMMARY: '
Aﬁmmmy 2-2.5 yrs. ago brought tree-trimming *uniﬂ 1 pesson. I_’Enr W_E“_Etﬂ trimming f¢- -

w mn BE O wivislendsllrastes it T
between divisions and districts company-wide. Final call was made by the division or dustrict, not
corporate. Responsible for all Transmission, Substation and Distribution Vegetation Mangemenr.
If any tees are located around a : ibstation, or possibly endanger customers or employess, they aze
removed. Also is responsible fo: assisting with any land management special projects related to
forestry. An example is the old sod farm was converted to a tree famm, which required Steve's

involvement.

2. Measuremer: used to examine performance include; 1) tree trimming cosvmile 2) 6 yr. average for
tree caused outages (DTR) and 3) customer satisfaction survey results.

3. Since re-organization approximately 2-2.5 yrs ago emphasis has been more consistency o the tree
trimming effort. In 1996 begaa to address policies and measurements changes (ot tree trimming,
Costs are bezer measured now because the costs are based on circuit trimming. A report is issued
for each circuit for costs. Wants to be able to re-cxamice the cost per circuit. Must balance the
three to get best results (policies, measurements and costs per circuit).

4. In 1997 re-negotiated the trimming contract. Had routinely re-bid contract and had some of the

lowest rates, but the contractor could not maintain quality people. Negotiated with the contractor

wlaliels) Tione

5. The Distribution Line Clearing ymm(ﬂLCS)(NOMA.deb&u}hnldmdnummd. The Tree
Reverse Invoice Management System (TRIMS) is not yet on-line. TRIMS will download daa to
Accounts Payable and automate the whole tree trimming process. It can give & cost by circuit, |
activity type, and many others. Will bring on by the end of the year.

6.. Based on customer calls, engineering concems or the DTR, a report is geserated that ranks circuits

"* by outages and minutes of customer interruption, An engineering assistant will ride the circuits
identified and determine what work needs to be done. This information feeds to the budget and
Steve submits a budget request based on estimated costs of spot trim work and completing a tnm
cycle of 3-4 years. Budget dollars are received and approprizted based oo the customers,
engineering and districts priorities. Maintains a presence throughout the company. Considering
cost per tree as a productiviry/cost measurement. oy

7 Quality of work is monitored by the Engineering Rep w/the contracior Supervisor after a circuit is
completed. Most common difficulty is having to remind people that there is more to Uree TUMIIAg

than simply cost/mile.
(Attach Extension Sheets as Required) (Conninued an reverse) |
| kit S e — T ———— e —————— i I ———

¥ o
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(3) CONCLUSIONS: : : T, ui
1. Approximately 2-2.5 yrs. ago brought tree-trimming under 1 person. Prior (o that tree trimming
was managed at the division/district with guidance from corporate. There was no
betweén divisions and districts company-wide. Responsible for all Transmission, Substation and
Distribution Vegetation Management. ' . Ol
2. Measurement used to examine performance include: 1) tree trimming costmile 2) 6 yr. average for
tree caused outages (DTR) and 3) customer satisfaction survey results. )
3. Since re-organization approximately 2-2.5 yrs ago emphasis has been more consistency in the tree
trimming effort. In 1996 began to address policies and measurements changes for tree “ﬁﬂ'ﬂﬂlf
Costs are berer measured now because the costs are based o circuit trimming.” A report'is issued
for each circuit for costs. Wants to be able to re-examine the cost per circuit.
4. In 1997 re-negotiated the trimming contract. Had routinely re-bid contract and had some of the
lowest rates, but the contractor could not maintain quality people. Negotiated with the contractor
and gave them additional mopey and s “M -*' ment.

W

s - Yeed on customer calls, engineering concerns or the DTR, & report is generated that ranks circults
byouuguandmimmufmm:pﬁmﬂwwdoﬂmmmivcdmdlppmpdmdhmd
on the customers, engineering and districts priorities. Maintains a presence throughout the

company. Considering cost per tree as a productivity/cost measuremeat.
6. Quality of work is monitored by the Engineering Rep w/the contractor Supervisor after a circuit is

completed.
(4) DATA REQUEST(S) GENERATED:

" -

(5) FOLLOW-UP REQUIRED:

M

Reviewed By:

Profect Manager

Division of Research and Regulatory Review
Bureau of Regulatory Review
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" One man crews do the inspections and records arc ma

11.

(Attach Extension Sheets as Required)

MOoMmentanes. S
ures outage
The DTR report was 0ot set up to rack customer . I MEA
' m-mbycummunthlﬂm
dul:nmmhmmm.mww_ e culating cus mlh
. Trouble Call Analysis (TCA) has been running parallel to the manual system of

reporting. Have used TCA since June 97. ainad by (e BAC Supervisor.

The budget commiltes consists of the 3 Power Delivery :

Tom Scarborough from Finance.

Venture Out was a cable injection pilot Ioca.t:gdind::;\:ﬂt:f;?cu“ 5 1998

By end of 97 will pilot ARMS in Pensacola . isslon
Service employees have two shufts, 7am-2:30pm and 2.00PM-10:30pm. Linemeil and ;?mm
work 4 days/week. Pensacola works the Central Transmission & Substation MALNIENANEE. Parama
City does substation construction work. PC does line work.

'I'llga! of trouble d:kcm'f:eder & breaker operations were used (0 identify worst f“d"*i:':“d po
weighting factors on them. Probably still doing the top 20-30 feeders (unsure)? Molino sparse
feeder that covers a large area which should be improved o 1997

(Continued on reverse)

(4
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(3) CONCLUSIONS: Toa

. The Pensacola area is different than the other areas because the system is older and has more smaj)
wire. Probably half of Pensacola customers are residential. In 1990, Peasacola outage was at aboyt
80 mimutes and other areas were at 40 or so. We are concentrating on 2ot locking down the main

feeder. S ¢
f coince lﬂﬂg;humm:u“m%u?whh?m.m

in 1990-91 and are finishing it up this year (3/4 through). We have commitment to start again in
1998 and finish treating poles w/CCA (Chromium Arsenic). Will do 20,000 poles a yr. in ‘98 and
have all complete w/in 34 years (30,000 total). Have.a 25% rejection rate for poles. Pensacola
still has quite & bit of #3 and #6 copper wire in service. Back in the 30°s aluminum was introduced
and began taking over for copper. Pensacola has approximately 7500 miles of distribution line in
the district. About 300400 miles of it arc #6 copper.

2. TQM teams, in 1994, began moving the company, away from wooden pole arms and porcelain
insulators near beaches Reduction Team (SORT).

Parker is doing a trial this fall for a home ;
Ommncmw:dommspe:ﬁnmandmmmmaimdbymcﬁ&csw.

Service employees bave two shifts, 7am-2:30pm and 2:00PM-10:30pm. Linemen and Transmission
work 4 days/week. Pensacola works the Central Transmission & Substation maintenance. Panama

City does substation construction work. PC does line work.

7 The # of trouble tickets/feeder & breaker operations were used to identify worst feeders and put
weighting factors on them. Probably still doing the top 20-30 feeders (unsure)? Molino is a sparse
feeder that covers a large area which should be improved in 1997.

(4) DATA REQUEST(S) GENERATED:

ol

(5) FOLLOW-UP REQUIRED:

m ————

Reviewed By:
Project Manager

€l
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() INTERVIEW SUMMARY:

&

Responsible for the support of TCMS, ARMS, JETS, GAMMA, EMS and metering programs, re.
design of mapping system, and PC version of system maps on the [nternet. The Metering E-B;imu-
attends Southern system meetings and other seminars, etc. related to metering improvemems
Metering in Fort Walton & Panama City report to the Power Delivery Manager in those aseas,
Magy metering studies from GPC and Southern Company have been conducted. .
reviewing the metering organization. No' it is a mixed bag, and some streamlining will probably
OCCur.

e e R T Fower Chudlty broup is ol Slreciea io Slovibing peos: samings

to the I/C customers. The group often recommends what the customer sbould use to keep power
problems from recurring. They work with the customer in solving behind the meter problems
affecting power quality. They act as a customer advogate in determining the causes and *olutions
for PQ problems and genting Gulf to assist with needed system changes that may improve the quality
of service to the I/C customer.

in 1989 Jim watched trouble tickets being sorted manually. GPC began visiting other companies
and what they were doing with automation of trouble tickets. In 1993 Scuthern began a system -
wide t2am to address trouble reporting mechanization. Alabama and Gulf were the test sights for
the Southern system. The 2nd qtr. 95 Gulf began using the new Trouble Call Macagement System
(TCMS). Tickets come in from the customer information sysiem and the Integrated Voic~
Recording (TVR) unit. The IVR was originally used as an overflow for represenutives in the
customer call center. The ['VR emulates a terminal, and based on input from the customer, it now
Hm&ﬁnﬂmmu.wdmbhaﬂm@ammmmmmmmhm
system (CICS/GOLS). In 1995, developed a way to have IVR call the customer back, after ticket
was worked, to verify lights back on. Did not have this feature during the two hurricanes of 1995.
From ¢ Transformer Load Sysiem the TLN was downloaded to TCMS acd cross-referenced with
the customer account mumber to identify customers affected by outages. Operators are not currendy
using the system to the fullest because all areas arc got energized at this time. The system will
locate the problem in TCMS, but will pot predict the outage type. By the end of 1997 operators
should have full utilization of the system. For measuring outages GPC will not be moving from
the operator manual encry yet (the system will evenmally calculate the outage length, number of
customers affected, location and cause type of outage. Currently use field estimate, actual check
and feecer count information to extrapolate pumber of customers affected by an outage. The system
will also allow measurement to the meter when fully implemented. Io December 1997 and June
1998 two release versions will provide replacement, or feed from DTR for time measurcment. This
should provide better accuracy of the number of customers and minutes of outage. DTR also has
historical data. A system interface may be developed between both systems, the systems Mmay remain
separate or the DTR may be discarded. In 1995, had 17,000 mistakes in system location data. Have
worked that down to 2,00-3,000 now. This two will be corrected prior to final implementanion.

TR



(3) CONCLUSIONS:

L.

(Attach Extension Sheets as Required)

2

Responsible for the support of TCMS, ARMS, JETS, GAMMA, EMS and metering programs. re-
design of mapping system, and PC version of system maps on the Ioternet. Metering in Fort Walton
& Panama City report to the Power Delivery Manager in those areas. Currently reviewing the
metering Organization. now it is a mixed bag, and some streamlining will probably occur,

The Power Quality group was started in late 1989. They act as a customer advocate in determining
the causes and solutions for P') problems and getting Gulf to assist with needed system changes that
may improve the quality of :crvice to the UC customer.
They-act-as—a-customer-advucate..in-determining- the- causes—and- sotutions- for-RQ- problems- and
ezicg Gull i assist il newded tysem changes that ey myrove iy quakity of service o dhe-LIC.
center. The [VR emulates a terminal, and based on input from the customer, it now identifies the
customer, type of trouble and gencrates a repair ticket from the Customer Accounting system
(CICS/GOLS). In 1995, developed a way (o have TVR call the customer vick, after ticket was
worked, to verify lights back on. Operators are not curreatly using the system (o the fullest because
all areas are not energized at this time. The system will locate the problem in TCMS, but will not
predict the outage type. By the end of 1997 operators should have full utilization of the system. For
measuring outages GPC will not be moving from the operator manual entry yet (the system will
evenrually calculate the outage length, number of customers affected, location and cause type of
outage. Currently use field estimate, actual check and feeder count information to extrapolate
number of customers affected by an outage. The system will also allow measurement [0 the meter
when fully implemented. In December 1997 and June 1998 two release versions will provide
replacement, or feed from DTR for time measurement. This should provide better accuracy of the
and of outage.

orders to the truck and provide mapping to assist ia completing tie work. GPC
is emphasizing new service and other orders, pot repair work, initially. Repair orders later.
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