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DIRECT TESTIMONY OF RICHARD DURBIN 

Q 

A 

F l o r i d a ,  32399-0850. 

Q 

A 

Regulatory Consul tant i n  t h e  D i v i s i o n  o f  Consumer A f f a i  r s  . 

Q 

p ro fess iona l  exper ience. 

A 

o f  Science i n  Commerce degree. 

Would you please s t a t e  your name and address. 

My -name i s  Richard Durbin;  2540 Shumard Oak Boulevard, Tal lahassee, 

% 

By whom are  you employed and i n  what capac i ty?  

I am employed by t h e  F l o r i d a  Pub l ic  Serv ice Commission as a 

Please g i v e  a b r i e f  d e s c r i p t i o n  of your educat ional  background and 

I graduated from t h e  U n i v e r s i t y  o f  L o u i s v i l l e  i n  1975 w i t h  a Bachelor 

I have worked a t  t h e  F l o r i d a  Pub l ic  Serv ice Commission s ince 1992 and 

have h e l d  var ious  p o s i t i o n s  w i t h i n  t h e  D i v i s i o n  o f  Consumer A f f a i r s  s ince  

t h a t  t ime.  

Q What a r e  your present  responsi b i  1 i ti es w i t h  t h e  Commi ssion? 

A I work i n  t h e  Bureau o f  Complaint Reso lu t ion  where I am p r i m a r i l y  

respons ib le  f o r  both i n i t i a l  and con t inu ing  educat ion o f  t h e  ana lys ts .  I 

i d e n t i f y ,  develop, and main ta in  t r a i n i n g  resources i n c l u d i n g  the  D i v i s i o n ’ s  

I n t r a n e t .  I a l s o  serve as t h e  f i r s t  p o i n t  o f  con tac t  when a customer 

requ i res  a h igher  l e v e l  o f  s t a f f  member i n t e r v e n t i o n .  

Q 

A 

o f  consumer compl a i  n t s  rece ived by t h e  Commi s s i  on concerning Gu l f  Power 

Company, t h e  na ture  o f  t h e  complaints received by t h e  Commission, and the  

adequacy o f  t h e  company’s response t o  those compla in ts .  

What i s  t h e  purpose o f  your test imony? 

The purpose o f  my test imony i s  t o  advise t h e  Commission o f  the- number 
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Q .  

f i led against G u l f  Power Company? 

A .  

behalf of customers by the Public Service Commission’s Division of Consumer 

Affairs a g a i n s t  G u l f  Power Company. The chart indicates a steady decline 

in  the number of complaints from 1995 through 1999. Complaints have 

increased i n  each of the las t  two years. 

Q .  

observe any specific cause for the increased complaints in  the las t  two 

years? 

A .  

years. They were about  evenly divided between b i l l i n g  and service 

complaints . 

Q .  

G u l f  Power Company? 

A .  

Q .  

complaints? 

A .  

complaints. 

complaints and i n  2000 we only f i led three ( 3 ) .  

Q.  

Commission complaint w i t h i n  f i f teen (15) working days. 

Company provide responses t o  customer compl a i  nts in  a timely manner? 

A .  

What do your records indicate concerning the number of complaints 

Attachment R D - 1  i s  a chart showing the number of complaints f i led on 

In your review of the complaints against Gulf Power Company, d i d  you 

No, the overall pattern of complaints stayed the same as i n  previous 

What were the most commonly f i led types of complaints f i led against 

High b i l l  concerns were the single most common complaint. 

Did complaints abou t  service outages represent a large portion of the 

No. Service outages represented a very small portion o f  the 

I n  the year 2001 we only f i led two (2) electr ic  outage 

The Florida Administrative Code requires a u t i l i t y  t o  respond-to a 

Does Gulf  Power 

Yes, they do .  The company has not  been la te  i n  responding t o  a 
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complaint since 1997. 

Q. 
the company found to be in violation of Commission rules or tariffs? 
A .  Gulf Power Company was found to be in apparent violation of 

Commission rules o r  tariffs in fewer than two percent o f  the complaints 

filed against it. 

Q. 
A .  Yes, it does. 

In how many of the complaints filed against Gulf Power Company’was 

Does this conclude your testimony? 
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