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1 PROCEEDI NGS

2 BY MR MOYLE:

3 Q Ms. Santos, can | direct you to your Exhibit
4 MVB5, pl ease?

5 A Yes.

6 Q So at the bottomof this, where did you get

7 this information and what is this chart?

8 A The bottom one that conpares the various

9 utilities?

10 Q That's right.

11 A kay. Sure. So the source was the FPSC

12 nont hly consuner activity report, 15-day |ogged and the
13 FERC Form1l. It's at the bottom of the exhibit.

14 Q kay. So this represents information in 2015
15 that you were able to obtain fromthis Comm ssion and

16 ot her -- and from FERC?

17 A Yes.

18 Q Do you know when you obtained it?

19 A Prior to the filing.

20 Q You and M. Reed nade your filings on the sane

21  day, March 15th, isn't that right?

22 A That's correct.

23 Q Do you know how you were able to obtain

24 i nformation fromthe FERC and PSC? | nean, did you have

25 any problemgetting this information for 20157
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1 A Not that | recall.
2 Q So this is a chart that shows a nunber of

3 conplaints per 1,000 custoners, is that right?

4 A That's correct.
5 Q And FPL cones in second on this chart?
6 A Yes. W cone in at .03 per 1,000, which is

7 second to Gulf Power Conpany, which is at .02 per 1, 000.
8 Q Ckay. | have a few questions about sone of

9 your prograns to help people who can't pay their

10 electric bills. Are you confortable having that

11 conversation with ne?

12 A W'l |l see.

13 Q So | read your testinony to essentially say

14 that FPL has relationships with a lot of entities. |If

15 sonebody can't pay their bill, then it |ooks |ike you
16 refer themto a church or social service. |Is that --
17 A Sure. So | think you're tal king about -- are

18 you famliar wth LIHEAP and EHEAP and the federal

19 prograns that provide nonies for custonmers to pay their
20 electric bills? So we have relationships with state

21 agenci es throughout our service territory that

22 essentially serve as facilitators to distribute those
23 funds to the custonmer. So those agencies are agenci es,
24 | i ke the Sal vation Arny for exanple, is a typical

25 agency. And so we work with themto refer custoners
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1 t hat have a need for, you know, affordability issue with
2 their bill.

3 Q s this what you reference on page 20 of your
4 testinony, the Federal LIHEAP progranf?

5 A Yes.

6 Q And so that program provides noney to FPL or

7 to third parties?

8 A To the custoners.

9 Q To the custoners. And you say in here that, |
10 guess, you had sone partners who worked to influence

11 Congr essi onal funding and t he net hodol ogy for

12 admnistrating the federal program is that right?

13 A What |ine are you tal king about, M. Myl e?
14 Q Page 20 |ine 19.
15 A Line 19. Right. So the partners that |'m

16 tal king about there are the partners that are in the

17 sentence right above. Where we talk about that we were
18 cofounder of the Coalition for Affordable Energy for

19 Al, which was a partnership wth Entergy, TXU Energy,
20 Atnos Energy, Arizona Public Service, Tucson Electric

21 Power, Center Point Energy and other utilities.

22 Q Ckay. And you would agree that the efforts to
23 I nfl uence Congressional funding, that's anal ogous for

24 | obbyi ng?

25 A Yes, definitely.
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1 Q (kay. And that's -- you put together this
2 coalition that did that, but you didn't charge
3 rat epayers for that?
4 A That is correct. W -- these nonies -- any
5 noni es that we spent on this are considered | obbying
6 expenses. W account for those, and do not include them
7 I n our regul ated costs.
8 Q So do you have an understandi ng of conpany
9 policy with respect to, you know, coalitions or
10 associations that engage in |obbying that ratepayers
11 don't pay for that?
12 MR, REUBEN. | object to the question. If
13 it's -- if it's focused on what we're tal ki ng about
14 that's fine, but if he's asking about general
15 conpany policies, if the witness knows, fine, but
16 he' s gone beyond the scope of her testinony.
17 CHAl RMVAN BROWN: M. Moyl e.
18 MR, MOYLE: He said if she knows, it's fine.
19 CHAI RVAN BROMWN: Can you just restate it in a
20 general fashion?
21 BY MR MOYLE:
22 Q Did you nake this decision not to -- not to
23 charge these costs below line, or are you aware that
24 there's a conpany policy that says | obbying efforts are
25 not sonething that get passed on to ratepayers?
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1 A It's a conpany policy.

2 Q And that would include working wth an

3 association like this group of electric conpani es?

4 A VWll, | think that it would just working with

5 electric conpanies, that woul d not be | obbyi ng.

6 Q No, |I'msaying this group, this coalition of

7 affordable --

8 A This group, yes, because of what they're doing

9 specifically.

10 Q Ri ght. Gkay. And so does FPL have any

11 ability if soneone calls up or you are contacting them
12 and they are down on their |uck, does FPL have the

13 ability to say, well, we'll not require you to pay your
14 bill, or do they push -- not push, but refer that out to
15 athird party?

16 A Can you repeat your question?

17 Q | f sonebody calls up FPL and says, you know, |
18 just got laid off nmy job, ny kids are sick and ny

19 electric bill's due tonorrow, can you guys -- actually,
20 nmy electric bill's late and ny electricity is going to
21 get cut off and it's forecast to be 20 degrees outside
22 tonorrow, can you guys work with nme and cut nme a break
23 and not cut ny electricity off? Do you guys say, yes,
24 we can work with you or do you say contact United Way or
25 how does that work?
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1 A W do all of the above. So it depends. So we
2 have -- we definitely work with our custoners and try to
3 see if we can extend their paynent. So we do definitely
4 try to do that, and we also work with agencies to try to
5 get them assistance, funds. |f our custoners are also
6 Interested in ways to reduce their energy bill, we wll
7 do that. So there's several ways that we try to help
8 our custoners.
9 Q Ckay. So do you -- does your group have
10 di screti on when sonebody nmakes a call like that to say
11 we're not going to cut you off, and we're not going to
12 make you pay your bill this nonth?
13 A We have policies and guidelines that our
14 representatives use.
15 Q And when you say your representatives, who do
16  you nean?
17 A Qur custoner service representatives.
18 Q Are they your enpl oyees?
19 A Yes, sir.
20 Q Ckay. So the program up above -- and | want
21 to just understand that. This is on page line -- page
22 20, line 1.
23 CHAI RVAN BROAN:  |I'msorry. Can you state
24 t hat agai n?
25 MR, MOYLE: Sure. 20, line 1. It actually
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1 starts on the proceedi ng page.
2 CHAI RMAN BROWN:  Thank you.
3 BY MR MOYLE:
4 Q It tal ks about FPL Care to Share Program
5 that's been in effect since 1994. And as | understand
6 it, Ms. Santos, this is a programthat provides
7 donations from custoners, NextEra Energy enpl oyees and
8 Next Era Ener gy sharehol ders to hel p peopl e who can't pay
9 their bills.
10 A Yes. So we adm nister those funds |ike we do
11 the other funds, the LIHEAP funds that | nentioned, as
12 far as a distribution to the custoners.
13 Q kay. Does -- do the sharehol ders have a
14 policy of matching dollar-for-dollar the donations nade
15 by custoners?
16 A No.
17 Q O Next Era enpl oyees?
18 A No.
19 Q Do you know out of that 1.4, how much cones
20 from sharehol ders and how nuch comes from enpl oyees and
21 how nuch cones from custoners, roughly speaking?
22 A Roughly speaking, | believe it's about a
23 mllion dollars fromshareholders. | don't recall the
24 split between custoners and enpl oyees.
25 Q Do you know whet her the rate request includes
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1 that mllion dollars?
2 A It does not. That's below the |ine.
3 MR REUBEN. | just wanted to object to the
4 guestion. W' ve spent a lot of tine on this. |
5 don't know that it applies to any issue in this
6 case.
7 MR, MOYLE: Oher than the fact that it's her
8 testinony on the page about these prograns to
9 help --
10 CHAI RMVAN BROWN:  (Cbj ecti on overrul ed.
11 BY MR MOYLE:
12 Q So the ratio -- is the ratio correct with
13 respect to the 1.4 mllion appearing on line 2 and then
14 the assistance prograns? | have it on line 11 that
15 there's 24 mllion through assistance prograns and 1.4
16 mllion through the FPL funded program is that right?
17 A That's right.
18 Q You -- FPL has a call center, is that right?
19 A Yes.
20 Q Let ne -- maybe we can just wal k through it
21 this way. Page 9, line 15. And it says -- you say on
22 15, quote, "there are several |ocations and nunerous
23 renote agents that are configured to act as one vital
24  contact center that handl es i nbound and out bound calls,
25 as well as emmils, letters and faxes," is that --
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1 A That's correct.

2 Q So where are the | ocations?

3 A So the locations are in Mam, in Wst Palm
4 Beach -- actually Mam has -- we have two | ocati ons.

5 W have one at Florida International University. So, we
6 have a call center where we have students that go in and
7 out. So a great thing that we have done recently. W

8 have a | ocation -- another locationin Mam. So two

9 | ocations in Mam, one in Wst PalmBeach, and then we
10 deal with an outsourcer in Texas. And then the renote
11 agents have to do with enpl oyees that actually can work
12 fromhone. So we have enpl oyees who are equi pped to be
13 able to take custoner care calls fromtheir honme, which
14 Is a wonderful thing for our custoners because, as an

15 exanple, at 2:00 in the norning if there's a bad storm
16 we actually call themand they will, you know, get on

17  very, very quickly and be able to handl e custoner

18 Il nquiries.

19 Q How many people are at FlU?

20 A Subject to check, I'mjust giving you a range.

21 | believe it's in the 30 to 40 or so.

22 Q And how about the other Mam |ocation?

23 A In Mam we have in the 200's.

24 Q How about West Pal nf?

25 A West Palmis probably -- it's less than 100, |
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1 think, subject to check. |'mjust giving you rough

2 nunbers.

3 Q How many peopl e does your outsourcer enpl oy?

4 A And the outsourcer probably has in the 200-ish

5 range.

6 Q Did you consider adding 200 jobs in Florida

7 and not using the outsourcer in Texas?

8 A "1l tell you, the reason why we use --

9 Q If you could, just yes or no, and then answer.
10 A No. And let ne explain why. W actually

11 started the outsourcing operation after the hurricane

12 season of '04 and '05 because we realized how i nportant
13 It was for us to have operations outside of our service
14 territory. So we actually did it for business

15 continuity purposes, and it's turned out to be really

16  good.

17 Q Did you consider maybe putting a call center
18 I n Pensacola, which would be in Florida but away from

19 vyour service territory?

20 A Yeah, we actually did, and we | ooked at the

21 mar kets in Pensacol a. You know, we | ooked at the markets
22 all throughout Florida, our ability to be able to hire
23 appropri ate enpl oyees, you know, the |abor base, to be
24 sure that there was a good | abor base. So we took into
25 account all those factors.
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1 Q Did you reach a conclusion that the enpl oyee

2 workforce in Pensacola was not as good as the enpl oyee

3 workforce in Texas?

4 A We concl uded that the best decision was for us
5 to outsource to Texas.

6 Q Yeah, you were here for -- M. Silagy said

7 that as part of Enterprise Florida's job, it's about

8 bringing jobs to Florida, right, and he's on that board?
9 A Yes, | was here. | heard himsay that.

10 Q s this decision, about the outsourcer,

11 sonmet hing you review annually or is it a long-term

12 contract?

13 A It's a contract for a couple of years, and we
14 | ook at it whenever the contract expires.
15 Q Ckay. So the outsourcer, then they're not

16  your enpl oyees, correct?

17 A That's correct.

18 Q And do you know, do they -- a |lot of cal

19 centers, as | understand it, they have scripts. Do you

20 provi de scripts to the outsource center?

21 A So we are in charge of the training --
22 Q If you could just, yes or --
23 A Yes. Yes. And we provide the training to --

24 so we provide the training, the processes, all of this

25 Is the sanme systens. So when you call us, you really
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1 have no -- you know, as a custoner it is seanless and
2 you don't know where you're calling because it al

3 sounds the sane. W also have satisfaction scores that
4 we neasure our call centers by, and actually sonetines
5 our outsourcer gets higher satisfaction scores than our

6 own call centers.

7 CHAl RVAN BROAWN: M. Myle, if | could just

8 take a nonent real quickly to please rem nd you not
9 to interrupt the witness. And, Ms. Santos, and to
10 remnd you to say yes or no or | don't know That
11 woul d be very hel pful.

12 THE W TNESS: Yes, ma' am

13 BY MR MOYLE
14 Q G ven your |ast answer, that sonetines the
15 outsourcers do a better job, you' re not considering

16 noving all the jobs to Texas with the outsourcer, are

17 you?

18 A No, |'m not.

19 Q Do you know if the outsourcer -- ny

20  understandi ng sonetines outsourcers have -- they take

21 calls not only for one conpany, but they m ght take them
22 for MDonal ds and Anheuser-Busch and Apple Conputer. |Is
23 that -- do you have an understandi ng of whether the cal
24  center you have a contract wth works that way?

25 A | do.
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1 Q And - -
2 A And actually the representatives that the

3 oursourcer uses for us are dedicated to Florida Power &

4 Li ght.

5 Q Has t hat al ways been the case?

6 A That has al ways been the case, yes.

7 Q Do you go check on that and nonitor that?

8 A We definitely do. Yes.

9 Q And if --

10 A Sorry.

11 Q | appreciate the effort. Thank you.

12 So if I"'man FPL custoner, and | call up and I
13 have -- how is a decision nade whether I'mtalking to --
14 | assune all the people in Florida are FPL enpl oyees or

15 are they agents that are enpl oyees?

16 A Yes, they are FPL enployees. Al the

17 representatives in Florida.

18 Q If I call up and I'man FPL custoner, if |

19 call up, is it randomas to whether | go to Texas or

20 whether | get an FPL enpl oyee in Florida?

21 A No. It is not randomat all. W have a very
22  sophisticated automated call distribution systemthat
23 takes a look at the skill sets that are avail able, the
24 representative that are avail able, how |l ong the | ast

25 representative was sort of waiting for a call, how nany
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1 calls are on hold, all those types of things, and nakes
2 a deci sion based on efficiency and distributes the calls
3 accordingly.
4 Q So it's based on wait tine largely, is that
5 right?
6 A No. It's not just wait tine. It's wait tine,
7 the skill levels, the handle tine targets that we have
8 set, you know, lots of different variables. It's a
9 pretty sophisticated routing system
10 Q So woul d you make a determ nati on about the
11 skill level required based on what button sonmeone woul d
12 push on the phone, whether I"'mcalling about a |late -- a
13 | ate bill or whether I'mcalling about a service problem
14 or whether I'mcalling about |I'mjust nad because ny
15 electricity is fluctuating? | nean, do you have pronpts
16 that then informyour systemthat then says, let's send
17 this call to Texas as conpared to Florida; is that
18 right?
19 A Yes. The pronpts are used in order to neke
20 the determnation, but the determnation is not, oh,
21 let's send it to Texas. The determ nation is based on
22 all the variables that | nmentioned earlier and which
23 agents are available at the tine.
24 Q Ckay. So also, | think I read in your
25 testinony, if ny problemcan't get solved, then it gets
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1 el evated to a supervisor, isn't that correct?
2 A Yes.
3 Q Ckay. And does then that nean it goes back to
4 an FPL enpl oyee, or are there supervisors in Texas who
5 try to solve the problenf
6 A We have supervisors in all the centers.
7 Q Ckay. And have you also -- does -- M. Reed
8 just got off the stand. Spent a lot of tine talking
9 about efficiencies. Have you done any study or analysis
10 to try to determ ne whether having two call centers in
11 Mam and one in West Palmmght -- it mght be nore
12 efficient to have one call center, say, in Fort
13 Lauderdal e or in one |ocation as conpared to three?
14 MR. REUBEN. Madam Chair, can | just ask what
15 I ssue we are attenpting to address through these
16 guesti ons?
17 CHAl RMVAN BROWN: M. Moyl e.
18 MR, MOYLE: Well, I think part of their case
19 is we're efficient and we do the best job with
20 respect to efficiencies and we want this adder and
21 all these things. So here's an exanple where it
22 may not be very efficient to have three cal
23 centers wiwth three separate rents as conpared to
24 one. |'mjust asking her if they've | ooked at it.
25 CHAI RMAN BROWN:  1'Il allowit. M. Santos
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1 does go into sone detail about the custoner care

2 center, so I'll allow the questioning.

3 THE WTNESS: So | think it's been a while

4 since we did anal yses of exactly how many call

5 centers we shoul d have and those types of things,

6 but I would like to point you to Exhibit MVB2,

7 whi ch shows that our custoner care center was

8 certified as a center of excellence by

9 BenchmarkPortal. And in doing so, BenchnarkPort al
10 | ooks at neasures of efficiency and effectiveness
11 and conpares us to, you know, call centers

12 t hroughout the nation. So | think that that's a
13 good indication that overall our call centers are
14 very efficient.

15 BY MR MOYLE:

16 Q Did you share financial information with the
17 group that said, you did well, to say, here are our

18 costs for each of our centers, and give theminformation
19 that they could | ook at related to financial cost?

20 A | don't understand your question, M. Myle.
21 You could you please -- what kind of financial

22 I nformation are you tal king about?

23 Q How nmuch the cost were for each call center.
24 A O course.

25 Q You know, the rents at each call center. You
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1 gave themall that information?

2 A Al the costs. O course. Yes.

3 Q Which call center is the nbst expensive for

4 you and which is the | east expensive as we sit here

5 today?

6 A | don't have that information.

7 Q So you don't know whet her on a per-cal

8 basis -- you haven't done any analytics to figure out

9 whether Mam's cheaper than West Pal n?

10 CHAI RMAN BROWN: Asked and answer ed.

11 BY MR MOYLE:

12 Q Page 13, line 15. You use the phrase that you
13 provi de "personalized | evel of service to these

14 custoners.” And | think you were referencing |arger

15 commercial industrial and governnental custoners, is

16 that right?

17 A That's correct.

18 Q Ckay. And so | don't need you to tell ne all
19 the personalized services that you do. | just want to
20 ask you, does part of that include if you are talking to
21 a commercial or industrial or governnmental custoner and
22 you, as an FPL representative, see that maybe there's a
23 way they can save noney with respect to their tariffs.
24 Do you say, you know, |'ve |ooked at your account and if
25 you swwtch fromAto B, | think you d save a | ot of
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1 noney, that would be a good thing? Does that happen?
2 A Yes.
3 Q Can you give ne an exanple of it happening
4 wth an industrial custoner?
5 A | don't know -- that's in general what we do,
6 what our account managers do. So we have -- our |arge
7 accounts have a personalized account manager, so they
8 have one-on-one, you know, person that they go to. And
9 that's one of the many things that the account manager
10 does for our custoners, is look at the rates and ensure
11 that they are on the best rate.
12 Q Ckay. But you can't give ne an exanple of
13 that happening with respect to an industrial custoner,
14 correct?
15 A | don't have that on the top of ny head right
16 now, M. Moyl e.
17 Q The sane with the comrercial custoner?
18 A | don't have -- | don't have that right now on
19 the top of ny head.
20 Q You use the internet | assune, right? Mbst
21 peopl e have access and use the internet?
22 A Yes.
23 Q Ckay. Have you ever been on a page on the
24 I nternet where it gives you a choice as to which
25 | anguage you want to view the page in, you know, I|ike
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1 Spani sh or French or English or --
2 A Yes.
3 Q -- CGerman? And usually when |'ve seen them
4 there's like alittle button you click, and then the
5 whole web page will load in that |anguage, correct?
6 A Yes.
7 Q Ckay. Do you -- | take it fromyour testinony
8 on page 17, line 12 --
9 A Yes.
10 Q -- that your website has |oaded in English and
11 Spanish, is that right?
12 A We have Spanish capabilities in parts of the
13 site, yes.
14 Q Ckay. Do you have -- south Florida is very
15 di verse, correct?
16 A Yes.
17 Q Do you have French or Brazilian? A |lot of
18 Brazilians in South Florida. Portuguese. Are those
19 websites | oaded in those | anguages?
20 A We only have Spanish avail able on our website.
21 Q You don't have in your testinony, anywhere
22 that | could find, any infornmation about a need for
23 capital for new equi pnment that you're planning to
24 install in 2017, 2018, 2019 or 2020, correct?
25 A In ny testinony, | don't tal k about any of
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1 that, that's correct.

2 Q On page 18, you have references to soci al

3 medi a and the FPL social nedia progranf

4 A Yes.

5 Q Does FPL nonitor social nedia?

6 A Yes, we do.

7 Q How many people do that?

8 A It's probably a handful of people. Less than

9 a dozen.

10 Q And | assune, if people get on Twitter and

11 start sayi ng sonething, or they have a problem then

12 t hose people wll try to contact them and adjust their
13 problem is that right?

14 A O course. That's the reason why we nonitor,
15 so we can be sure that we can hel p our custoners resolve
16  whatever issues they have.

17 Q Do the people in Texas nonitor the soci al

18 nmedia or is there a different group?

19 A No, we do not have the outsourcer doing that.
20 Q Do the call centers do it that we descri bed?
21 A Yes. And we al so have sone enpl oyees in our
22 mar keti ng and corporate conmuni cations group that are
23 also trained to do that.

24 Q Ckay. And are you famliar with the phrase
25 "warm transfer?"
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1 A Yes, | am fromthe Public Service Conm ssion
2  process.

3 Q That's right. And if | understand it --

4 rat her than ask you, | understand that if sonebody calls
5 up to the Public Service Comm ssion, and they have a

6 conplaint about FPL. The Comm ssion has a process where
7 they can say, hold on a second, let's see if we can help

8 you and then they transfer the call to FPL, is that

9 right?

10 A Yes.

11 Q Ckay. And where does that call go? Does that
12 call go into your -- into your call centers, either goes

13 to Mam, Texas or West Pal m Beach, or is it handl ed

14 differently?

15 A We have a special group that handl es those.

16 Q How many people are in that group?

17 A Ch, | don't know exactly. [It's probably -- |
18 don't want to tell you the wong nunber. It's less than

19 20 peopl e, subject to check.

20 Q Have you consi dered maybe training the people
21 in West Palmor the two call centers in Mam to be able
22 to take those calls comng fromthe Comm ssion?

23 A W have not. W think that that's a very

24 speci alized type of function, and we think the right way

25 todo it is to have a specialized group that does that.
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1 Q So if you were -- it's a specialized function
2 If -- | guess it gets special attention too, because

3 given that it's comng fromthe PSC, is that fair?

4 A VWll, there's processes that they need to

5 follow, so we want to be sure that all of that is

6 followed appropriately.

7 Q | f sonebody asks you, say, you know, |I'm

8 having a problemw th Florida Power and Light, | want to
9 make sure | get the best attention to it. Wuld tel

10 themto go on Twitter and start Tweeting about it, or

11  would you tell themto call the call center, or would

12 you tell themto call the PSC?

13 A | would tell themto call the call center.

14 Q Wiy did you create a separate division to

15 handl e calls that are nade directly to the PSCwth --
16 you said 20 peopl e?

17 A | don't renenber. It's somewhere probably --
18 yeah, less. Around 10 to 20. Sonething like that.

19 Q Do you get that -- do you get that many calls
20 to the PSC conpl ai ni ng about FPL that you've got to have

21 10 to 20 people enployed to take those calls?

22 A vell, let's --

23 Q Yes or no?

24 A No. We don't get that -- | think that from

25 our perspective we don't get that many calls. It is not
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1 alot of calls for the nunber of custoners that we

2 handl e.

3 MR. MOYLE: | do have -- | have two exhibits.
4 | think -- well, et ne just -- at the risk of

5 having to hand out a second one | ater, how about if
6 | hand out both of them now?

7 CHAI RMVAN BROWN: M. Myl e, you're |earning
8 qui ckl y.

9 MR MOYLE: Al right.

10 CHAI RVAN BROMAN:  Maki ng nme happy up here.

11 Thank you.

12 MR, MOYLE: Thank you. And the first one --
13 "Il wait until you have a copy.

14 CHAI RMAN BROWN:  Thank you. But we are at

15 597.

16 Al right. So tell ne how you want these

17 | abel ed, or if you just want to | abel one so far.
18 MR, MOYLE: So maybe 597 for the definition of
19 | arge commercial industrial.

20 CHAI RMVAN BROWN:  Ckay. 597. Definition of
21 | arge commercial industrial it is.

22 MR. MOYLE: And 598 for the call center

23 metrics.

24 (Whereupon, Exhibit Nos. 597 and 598 were

25 mar ked for identification.)
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1 CHAl RVAN BROMN:  You got it. M. Santos, you
2 have bot h?

3 THE W TNESS:  Yes.

4 CHAl RVAN BROMN: Ckay. You may proceed, M.
5 Moyl e.

6 MR, MOYLE: Thank you.

7 BY MR MOYLE
8 Q Ms. Santos, | think you authenticated 597 in

9 your group authentication, is that right?

10 A Yes.
11 Q And am | correct then, that your definition --
12 well, of large commercial industrial neans custoners

13 wth a nonthly demand of 500 KWor greater for several
14  consecutive nont hs?

15 A Yes.

16 Q And how many nont hs nust soneone have a

17 nont hly demand of 500 KWor greater?

18 A "mnot sure. | don't know the answer to
19 that. So there's several.

20 Q Right. But | guess it makes a difference,
21 doesn't it, because then you get into certain billing
22 classes if you qualify, right?

23 A Well, no, no. This is not -- does not have
24 anything to do wwth billing classes.

25 Q Ckay.
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1 A This is how we define |arge comerci al
2 I ndustrial fromthe perspective of the service that we
3 provi de and the assigning of an account nanager. So
4 this does not have to do wth billing.
5 Q So billing and the billing determ nants and
6 cost of service?
7 A That's not what this is.
8 Q You don't use the sane definition as they do,
9 Is that correct?
10 A That's correct. This was for ny definition of
11 a large comrercial industrial custoner for deciding who
12 wll get an assigned account nmnager.
13 Q You al so go on and say, industrial custoners
14 are also identified as custoners involved in the
15 manuf act uri ng or processing of materials, correct?
16 A Yes.
17 Q And you understand that that is who |
18 represent, industrial custoners that are involved in
19 t hat process?
20 A Yes.
21 Q Ckay. And you're famliar with those
22  custoners as head of customer service, correct?
23 A Yes.
24 Q You woul d agree that they typically have a | ot
25 of enpl oyees, all things being equal, conpared to a
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1 convenience store or a commerci al account?

2 A | nean, a |lot of them have manufacturing and
3 processes that actually don't have a | ot of enpl oyees.
4 So I'"'mnot sure that | -- | nmean, that | can agree with
5 you, that they have a | ot of enpl oyees versus ot her

6 types of businesses.

7 Q It would depend on the particul ar busi ness?
8 A Yes.

9 MR, MOYLE: Okay. And -- could | have a

10 second just to check ny notes?

11 BY MR MOYLE
12 Q This other exhibit | handed you, this is the

13 call center netrics exhibit, is that right?

14 A Yes.

15 Q And who devel oped all these netrics?

16 A So this is actually BenchmarkPortal, which
17 Is -- this is what | was talking to you about earlier.

18 That we had received the award, for a top call center in
19 North America, and these are the netrics that were used.
20 Q Ckay. So do you know, |ike on nunber ten

21 where it says agent occupancy percentage, do you know if
22 they just | ook at people in the call center, the

23 contracted call center for thator do they | ook at FPL

24 enpl oyees as well when they neasure that or you just

25 don't know?
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1 A It was the whole. Both.

2 Q "' msorry?

3 A The entire operation, so both.

4 Q How about nunmber 11? It says turnover of

5 full-tinme agents. Do you know why they use the term
6 agents?

7 A | think that's a termthat is used in the

8 I ndustry. It's simlar to saying a representative, a

9 custoner service representative, an agent. That's just

10 an industry term

11

Q Do you have an understandi ng of whet her

12 soneone taking a call for FP&L, who's not an FPL

13 enpl oyee, who is enployed by a third party, whether

14  they'
15

16 agent
17 ] ust

18 agent
19

20

21

22

23

24

25

re acting as an agent for FP&L or not?
A This agent is not in the legal termof an
, M. Myle. This is an industry termthat is used
the same as a custoner service representative is an
MR, REUBEN. | just want to point out that Ms.
Santos nmade a better objection than | guess | had
pr epar ed.
MR, MOYLE: Well, it's been a while since
we' ve tal ked. Maybe you got your |aw degree since
the last --

THE W TNESS: | have not.

Premier Reporting

(850) 894-0828 Reported by: Dana Reeves

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



753

1 MR, MOYLE: Al right. Well, thank you.

2 have no further questions.

3 CHAI RMAN BROWN:  Al'l right. Thank you.

4 Moving on to the Hospital. Is M. Wsenan --

3) wel conme back.

6 MR. W SEMAN:  Thank you, Madam Chair, and we
7 have no questions for this w tness.

8 MR, COUGHMAN:. Thank you. Moving on to Retai
9 Feder ati on.

10 MR. LAVIA: Thank you, Madam Chair. Very

11 briefly.

12 EXAM NATI ON

13 BY MR LAVI A

14 Q Good afternoon, Ms. Santos.

15 A Good afternoon.

16 Q | am | ooking at your Exhibit MVS5, the second
17 chart.

18 A Hol d on, pl ease.

19 Q Whi ch shows for FPL .03 conplaints per 1,000

20 custoners in 2015, is that accurate?
21 A Yes.
22 Q What is the actual nunber of |

23 for 20157

ogged conpl ai nts

24 A 159.
25 Q 1597
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1 A Yes.

2 MR, LAVIA: Okay. That's all | have. Thank
3 you.

4 CHAI RMVAN BROWN:  Thank you. Mving on to

5 Seirra Club. Oh, I'msorry. FEA | skipped over.
6 MR WLLIAMSON: *CHECK SPEAKER. 9. 00. 51*

7 That's okay. W have no questi ons.

8 CHAI RMAN BROWN:  Thank you. Seirra.

9 M5. CSANK: Thank you, Madam Chair. Just a
10 few questi ons.

11 EXAM NATI ON

12 BY M5, CSANK:

13 Q Ms. Santos, ny nane is D ana Csank. |

14 represent the Seirra C ub.

15 A Yes.

16 Q We have 30,000 -- nore than 30,000 Florida
17 menbers, many of whom are FPL custoners.

18 In your testinony, Ms. Santos, on page 7,
19 starting at line 2, you provide a description of the

20 pur pose of your testinony. Could you please turnto

21 t hat ?

22 A |"msorry. Page 7? No. Starting in line 3?

23 Q l"'msorry. At line 3, yes --

24 A Yes.

25 Q -- is where the question begins. And you
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1 provi de an overview of the custoner service
2 or gani zati on.
3 A Yes.
4 Q And there on line 10 -- lines 10 through 11
5 you say that the-- the organization includes the
6 devel opnment and the inplenentation of FPL's demand si de
7 managenent prograns?
8 A Yes, that's correct.
9 Q Coul d you please point us in your testinony to
10 where that is further described?
11 A My testinony does not describe this area in
12 any type of detail because this area is handled in the
13 DSM docket .
14 Q Ckay. And with respect to the types of
15 surveys that you conduct to neasure custoner
16 sati sfaction, could you please describe to what extent
17  those touch upon, the demand side offerings of the
18  conpany?
19 A Yes. |1'd love to do that. 1'd like to
20 show -- | guess nention two surveys in particular. So
21 one is in ny Exhibit MM52, the Market Strategies
22 I nternational survey for 2015, where we were naned a
23 utility custoner chanpion for outstandi ng perfornmance
24 anong the nation's leading utilities. There, we
25 recei ved presidential ranking of nunber one in the
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1 sout heast and second nationally. And for business, we
2 recei ved a ranking of nunber four in the southeast and
3 nunber ten nationally. That survey in particular is a
4 very holistic survey, which has 74 attributes. Qut of
5 those 74 attributes, they actually have a section where
6 they are ranking us for what they call environnental
7 dedication. And in that section it has itens such as,
8 supports and environnental causes, commtted to
9 environnentally friendly energy sources, encourages
10 green initiatives and offers tools to help custoners
11 save energy. So | think that's a really good exanpl e of
12 a holistic survey.
13 | would also like to point you to ny MBS
14 Exhibit No. 4, where in the bottom we are show ng the
15 custoner satisfaction with our hone energy survey
16 representatives. The honme energy survey is a survey
17 that we are doing for custoners to try to help them
18 reduce their energy bill, and we have a very high
19 satisfaction rating of 91 percent.
20 Q Terrific. Thank you very nuch for that.
21 So turning to the first exanple that you
22 offered, what was the year of the awards that you cited?
23 A 2015.
24 Q So that pre-dates the inplenentation of the
25 new set of goals fromthis Comm ssion?
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1

2  set.

3 2015,
4 this
5

A Not really, because those goals were already
So this just -- this 2015, it was for the year
and it cane out this year. This survey cane out

year.

Q So, it was based on January 1, 2015 through

6 Decenmber 31st, 20157

A Yes, it was done during that tine period.

Q Ckay. And do you recall how many FP&L

9 custoners participated, or were polled, for the purposes

10 of that particular set of awards?

11

A Hold on. | mght -- | think | have it. |

12 think it's in the work papers. Let ne check.

13

14

Q Pl ease, take your tine.

O if you' d rather, just provide a range and

15 we can work off of that range.

16 A | thought it was here.

17 CHAI RMAN BROWN:  Range i s acceptable for

18 counsel .

19 THE WTNESS: Hold on. Let ne see if -- yeah,
20 we do so many surveys and for this one in

21 particular -- oh, here | actually have that. Hold
22 on.

23 So for the MBI, it was based on 52,000

24 residential custonmers and 12,000 busi ness custoners
25 across the nation. | do not have the information
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1 for how many specific FPL custoners because it is a
2 nati onal survey because it's ranking us versus
3 ot hers.

4 BY M5, CSANK:

5 Q Ckay. So presunmably, it's a fraction of the

6 nunbers that you cited?

7 A It would be a fraction of that, that's

8 correct.

9 Q And so -- and you have no way to tell how many
10 of those individuals were DSM partici pants or

11 non- partici pants?

12 A | do not.
13 Q Ckay. So woul d you agree then, that those
14 awards do not necessarily -- it's hard for us, for the

15 Comm ssion, to nake a judgnent on how well those awards
16 actually reflect custoner satisfaction with the DSM
17 prograns provided by the conpany in the year that was

18  being surveyed?

19 A | believe that that's -- | agree with you that
20 It wouldn't be, you know, good neasure of just DSM
21 prograns. | think it's a great nmeasure of our holistic

22 sort of view that custoners have of us.
23 Q Did FPL have a chance to review or propose
24 changes to the questions on those environnental

25 attributes that were surveyed?
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1 A No. This is a survey that, you know, a
2 conpany does for many others. So we're -- it's not a
3 survey that is done especially for us.
4 Q Ckay. And turning to MVS4, does that -- and
5 rem nd us what was shown in MVB4.
6 A Hold on, please. So MM34 is the field
7 organization satisfaction research.
8 Q So that was conducted by the conpany?
9 A This was conducted -- yes.
10 Q And it's dated 2015. So what does that
11 reflect? Wat period of tine?
12 A The entire year of 2015.
13 Q Ckay. Ckay. And do you know how many
14 participants there were -- are reflected in these
15 metrics? And by participant | nean those --
16 A | do not know the exact nunber of -- | do know
17 that these surveys are statistically valid, so the
18 sanples that are used are statistically valid. | do not
19 know exactly how many are in there.
20 Q Ckay. And so, presunmably you don't know the
21 br eakdowns of how many FPL DSM program partici pants or
22 non-participants were captured by this particul ar
23 eval uati on?
24 A Ri ght .
25 MR. REUBEN. Let ne object to the question.
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1 |"mnot sure where this is going or what issue it
2 relates to.
3 CHAI RMVAN BROWN:  Ms. Csank.
4 M5. CSANK: Thank you, Madam Chair. |I'm
5 trying to get an understanding of the extent to
6 whi ch Ms. Santos' testinony goes to customer
7 satisfaction wth respect to the clean energy
8 offerings of the utility. Seirra Cub nenbers care
9 very deeply about those attributes of FPL service.
10 So | wanted to understand the way the conpany
11 tracks and neasures those.
12 MR. REUBEN. And | still don't understand what
13 I ssue we are discussing here.
14 CHAI RMAN BROWN:  Yes. Ms. Santos is on
15 quality of service, cost of capital and net
16 operating inconme, cost of service. Explain to ne,
17 where would that fit in her prefiled testinony?
18 M5. CSANK: It goes to -- | nean, she is
19 speaking to the high | evel of custoner service
20 provided by FP&.. So, | think it's a very broad
21 general issue, and certainly the environnental
22 aspects of that service are a part of that very
23 broad i ssue.
24 CHAl RMAN BROWN:  Well, 1'11 allow the
25 questi on.
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1 M5. CSANK: |'Il keep it very short, Madam
2 Chair.
3 CHAI RMAN BROWN:  Thank you.
4 BY M5, CSANK:
5 Q | guess, Ms. Santos, just to close the | oop
6 here, as | identified for the nenbers that | represent,
7 | was just trying to get a handle on what your part of
8 the conpany does with respect to the demand side
9 prograns. And how you track custoner satisfaction in a
10 quantified, you know, netric-driven way.
11 A Right. So this is a really good exanple, |
12 t hi nk, on MVB4 of the hone energy surveys that we
13 provide to our custonmers. Which are part of our DSM
14 prograns, and we track the satisfaction with the field
15 representative and with that survey. So, | think this
16 Is a really good exanple of that, and it shows very high
17  satisfaction.
18 Q Thank you. And have you polled custoners in
19 any way about the resource selection decisions that are
20 reflected in the conpany's request?
21 MR. REUBEN. Once again, | object. She's
22 answered the question a few tines and we're just
23 goi ng deeper and deeper into this issue.
24 CHAl RVAN BROMN:  Yes.
25 M5. CSANK:  Madam Chair, if | may. This is a
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1 different line of questioning and I wll also keep
2 this very short. This goes not to the demand side
3 offerings. | understood there's a different set of
4 dockets that deal with those. Wuat I'mtrying to
5 now understand is wth respect to the gas

6 conmbustion turbines, which | identified as the

7 focus of Seirra Club's case. Wether M. Santos

8 has any information to provide with respect to

9 cust oner satisfaction evaluations that they've

10 done, or custoner outreach they' ve done with

11 respect to those deci sions.

12 CHAI RVAN BROWN:  As long as it's focused on
13 custoner satisfaction, that's acceptable.

14 M5. CSANK: Thank you.

15 THE WTNESS: | have not been part of any of
16 the activities that you just nentioned.

17 BY M5, CSANK:

18 Q kay. Thank you. And are you aware of any
19  public neetings held before FP&L nmade a decision to

20 pursue additional gas conbustion turbines that are

21 reflected in this request?

22 A | amnot and that's just not part of ny --
23 what | do.

24 Q Thank you. | believe M. Myle touched upon

25 this, but | was hoping you could el aborate on what
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1 services you offer to |low incone custoners, especially
2 those with limted English proficiency. Besides those
3 you've already discussed wth M. Myle. |If there's

4 anything else you can identify or highlight for us,

5 pl ease.

6 A Sure. Yep. |If you just give ne a second,

7 actually.

8 So, as part of the |ast demand si de nmanagenent
9 docket, we actually expanded the | ow i ncone program

10 And, just this year, just in 2016, we've been able to

11 reach 650 participants with our new | ow i ncone energy

12 retrofits, which we're providing AC nmai ntenance, outdoor
13 AC coil cleaning, |lowflow shower heads, faucet

14  aerators, hot water heater, pipe wapping,

15 weat herization neasures. So we have increased our

16 participation pretty significantly. Just to give you an
17 | dea, | ast year around this tinme, we had reached only

18 250 custoners. And this year, as | said earlier, we've
19 reached 650 custoners.

20 Q Thank you, Ms. Santos. Are you aware, is the
21 conpany doi ng any benchmarking with respect to that

22 particular initiative that you just described?

23 A Yes. Well, | know that we have been doi ng

24  pbenchmarking. W' ve also been working with the

25 weat herization agency, and so we're always trying to
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1 | earn best practices in that area.
2 Q I s the benchmarking preferred by FP& or do
3 you have an outside consultant doing that benchmarki ng?
4 A | can't -- |I'mnot sure.
5 Q Do you know which part of the conpany woul d be
6 responsi bl e for the benchmarking, so | know who to
7 address the question to properly?
8 A Probably you can address it to Wtness *Coke.
9 |"'mnot sure that it's part of this case, though.
10 Q So, the conpany's request does not reflect
11 that type of benchmarking analysis, to your know edge?
12 A Those would be -- if it's demand side
13 managenent related, it would not be included in this
14 case.
15 M5. CSANK: Thank you very nuch, M. Santos.
16 No further questions.
17 Thank you, Madam Chair.
18 CHAI RMVAN BROWN: Thank you. Walmart.
19 M5. ROBERTS: No questions for this wtness,
20 ei t her.
21 CHAI RMAN BROWN:  Thank you. AARP.
22 MR, COFFMAN:  No questions from AARP.
23 CHAI RMVAN BROWN:  Thank you. Larsons.
24 MR, SKOP: Thank you, Madam Chair.
25 EXAM NATI ON
Premier Reporting (850) 894-0828 Reported by: Dana Reeves

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



765

1 BY MR SKOP:

2 Q Good afternoon, Ms. Santos.
3 A Good afternoon.
4 Q | just have a few questions for you. If |

5 could ask you to please turn to page 3 of your direct
6 prefiled testinony, please. And specifically lines 15

7 through 23. And |let nme know when you're there.

8 A Ckay.
9 Q All right. And if | could please have a yes
10 or no answer in your response to ny questions, 1'd

11 appreciate it.
12 Wth respect to your professional background
13 or experience, are you an officer or director of any FPL

14 affiliate?

15 A No.

16 Q Have you ever been?

17 A Yes.

18 Q When?

19 A | can -- so |l was -- | don't knowif this

20 counts as an officer, but | was President of FPL Energy
21 Servi ces between January 2005 through March of 2009.

22 Q Ckay. And that's not |isted on your

23 background, correct?

24 A That's correct. | didn't think that that was

25 applicabl e here.
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1 Q Ckay. Thank you. And if | can ask you to

2 pl ease turn to page 7 of your testinony and specifically

3 lines 17 through 9, please.
4 A Ckay.
5 Q Ckay. So the Service One award that you

6 menti oned and the other awards, these are all

7 pay-to-play accol ades, correct?

8 A No, they're not. Actually, | believe |

9 menti oned about 14 awards and out of those 14 awards,

10 only two had fees.

11 Q Ckay. You woul d agree, would you not, that

12 the Service One award by PA Consultants requires the use
13 of consulting services to be eligible for that award,

14 correct?

15 A Yes. And it does also for all the other

16 conpani es that participate.

17 Q Ckay. Can | ask you to turn back to page 5 of
18 your testinony, lines 5 and 6, please? And wth respect
19 to Market Strategies International Research Firm does
20 FPL enpl oy them as a consul tant?

21 A | don't know the answer to that.

22 Q kay. And if could ask you turn to page 9 of

23 your testinony at lines 7 through 8, please. Are you

24  there?
25 A Yes.
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1 Q Thank you. You indicated the regional
2 conparison for the J.D. Power custoner satisfaction
3 study isin M. Dewhurst's testinony listed as Exhibit

4 MD3, correct?

S A Yes, | do.

6 Q Wy is that? Well, actually --

7 A darify, please.

8 Q |"msorry. Let nme withdraw my prior question,

9 and et nme ask you this.

10 A Ckay.

11 Q You're currently Vice President for custoner
12 service for Florida Power & Light, correct?

13 A Yes.

14 Q So, why woul d custoner satisfaction studies
15 not be included in your testinony rather than M.

16 Dewhur st ' s?

17 A Well, | did include custoner satisfaction

18 studies. |In addition, M. Dewhurst did an analysis

19 for -- in his testinony. And he decided to include the

20 J.D. Power satisfaction study.

21 Q Okay. Al right. Thank you.

22 Wth respect to custoner service issues, what

23 I's FPL doing to address unforced outages and

24 I nterruptions in Loxahatchee and M ramar?

25 MR. REUBEN. Let ne just object. | don't know
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1 I f he's asking a question of a custoner service
2 nature or if it's a power delivery question.
3 CHAI RMVAN BROWN: M. Skop.
4 MR, SKOP: Actually, I'll withdraw the
5 question. I'lIl ask a different witness. There may
6 be a better w tness.
7 BY MR SKOP:
8 Q If I could ask you, also, to turn to page --
9 or, excuse nme -- Exhibit MVB-5, please.
10 A Ckay.
11 Q kay. And on the -- at the bottomof the
12 page, do you see the chart listed |log conplaints for
13 Florida I nvestor Omed Utilities for January through
14 Decenber of 20157
15 A Yes.
16 Q Ckay. So would it be a fair question -- or,
17 actually, let nme refranme that.
18 @ul f Power Conpany has a | ower incident of
19 conplaints per 1,000 custoners than Florida Power &
20 Li ght, correct?
21 A That is correct.
22 Q Ckay. Just a couple nore foll owon gquestions.
23 You testified in the 2009 FPL rate case, correct?
24 A Yes, | did.
25 Q Ckay. And in that testinony, you stated in
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1 the beginning in 2013 the net O&M savings fromthe AM
2 program woul d exceed 30 mllion dollars annually

3 correct?

4 A | did not.

5 Q You did not?

6 A | did not.

7 MR, SKOP: Ckay. My | have a nonent, Madam
8 Chair?

9 CHAI RVAN BROWN:  Yes.

10 MR SKOP: | need to call up that --

11 BY MR SKOP:
12 Q If you did not testify that annual savings
13 would exceed 30 mllion dollars annually, what is your

14 recol | ection of your testinony?

15 A So ny --

16 MR. REUBEN. Let ne just object because he
17 | eft out of that question a term "beginning in
18 2013", which is what he asked previously.

19 CHAl RVAN BROMWN: M. Skop, can you rephrase
20 your question?

21 MR SKOP: Yes.

22 BY MR SKOP:
23 Q In the 2009 rate case, you testified that
24 begi nning in 2013, the net O&M savings fromthe AM

25 program woul d exceed 30 mllion dollars annually,
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1 correct?
2 MR, REUBEN. (bj ection; asked and answered.
3 And she's already answered in the negative that she
4 did not testify to that.
5 CHAI RMAN BROWN:  That is true.
6 MR, SKOP: That is true.
7 BY MR SKOP:
8 Q So, again, trying -- | didn't expect the
9 answer to that question, which |I thought was taken as
10 the universal truth.
11 Ms. Santos, what is your recollection of your
12 testi nony that you gave on that issue?
13 A I|"'mso glad that you asked, so | could
14 clarify.
15 CHAI RMAN BROWN:  Now t hat was the right
16 questi on.
17 MR SKOP: Yes.
18 THE WTNESS: Gkay. So if -- and | have
19 copies of these if you'd like to see them but in
20 the order for that case, for docket 08 to 0677 El
21 090130 EI, on page 95, there is a table that shows
22 net O&M savings for 2013 of 19,943,000. That is
23 not 30 mllion.
24 BY MR SKOP:
25 Q Ckay. Fair enough. So ny next question is,
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1 are you aware that in a subsequent docket that an FPL
2 wtness testified that in 2013, and again, |I"'monly
3 concerned about 2013, that those savings were not
4 delivered?
5 MR. REUBEN:. Let ne just object. [|'mnot sure
6 iIf he's trying to inpeach this witness with another
7 W tness' testinony. |If so, it's conpletely
8 I mproper.
9 CHAI RMVAN BROWN: M. Skop.
10 MR SKOP: Yes. No, I'mnot trying to inpeach
11 the witness' testinony. |'mjust asking to her
12 knowl edge. She nade a statenment to the Comm ssion
13 representing that savings would materialize and ny
14 understanding is those material -- those savings
15 had not materialized in 2013. And |I'mjust asking
16 I f she knows that.
17 CHAI RMVAN BROWN: M. Reuben.
18 MR SKOP: | can restate the question. Sorry.
19 MR REUBEN:. | still think he's attenpting to
20 i npeach her with sonebody el se's testinony.
21 CHAI RMAN BROWN:  And |' m wonderi ng the
22 relevancy to her prefiled testinony, quite frankly.
23 MR, SKOP: Thank you. Thank you, Madam Chair.
24 May | respond to that?
25 CHAI RMAN BROAN:  Yeah.
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MR, SKOP: Ckay. So, the relevancy to her
testinony is a couple fold. First and forenost --

CHAl RVAN BROMWN. Direct ne, please.

MR SKOP: Yes.

CHAI RMVAN BROWN:  Page and | i ne.

MR, SKOP: Page and line. Yes. Gkay. So
let's start with page 4, lines 17 through 20. And
in that line of testinony, she tal ks about control
costs inproved through investnents, clearly AM was
an investnent, and serve custoners' needs
efficiently. And wth all due respect, again,
savings were prom sed and ny client is wondering
where those materialized because they weren't -- in
2013 didn't happen.

CHAl RVAN BROMWN:  Mary Anne, are you foll ow ng
this?

M5. HELTON. | think so. But naybe a nore
appropriate question is for the witness, did the
savings that you testified in the last rate case --
I"'mnot sure if that was actually the last rate
case, but --

THE WTNESS: That was not the |last rate case.
That's correct.

M5. HELTON: Did they materialize, to your

know edge?
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1 MR SKOP: Yes. That was ny next question.
2 May | proceed with that?
3 CHAI RMVAN BROWN: W th that question?
4 MR SKOP: Yes.
5 CHAl RVAN BROMWN:  That's the question. Ckay.
6 Go ahead.
7 THE WTNESS: So do | answer that, or no?
8 CHAl RMVAN BROWN: M. Skop, why don't you
9 rephrase?
10 BY MR SKOP:
11 Q "Il ask a question. M. Santos, wth respect
12 to your recollection of what you testified to in the
13 2019 rate case, which | believe you said the nunber
14 was -- can you state that again?
15 A VWll, in 20 -- | nean, | don't knowif you're
16 asking for specific 2013. In 2013, we said that we
17  woul d have savi ngs of $19,943,000. | mean, are we
18 concerned about 2013 or are we concerned wth the test
19 year in this case?
20 MR, SKOP: Madam Chair, |'mconcerned with
21 2013.
22 BY MR SKOP:
23 Q So with respect to the savings that you
24 testified that would happen in 2013, to your know edge,
25 did those savings occur in 20137
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1 A So in 2013, we pretty nmuch broke even, | woul d
2 say, because we had very mnimal savings in 2013. 1In

3 2014, we had savings of alnost 18 million dollars. 1In

4 2015, we had savings of alnost 35 mllion dollars. 1In

5 the test year, we have savings of 39 mllion dollars.

6 MR, SKOP: Madam Chair, that was not ny

7 guesti on.

8 BY MR SKOP:

9 Q | just -- yes or no. |In 2013, did the savings
10 that you testified to, were those delivered to FPL

11 custoners in 2013, yes or no?

12 A No.

13 MR, SKOP: Al right. Thank you, Madam Chair.
14 | believe that is all of the questions that I

15 had - -

16 CHAI RMVAN BROWN:  Ckay.

17 MR, SKOP: -- for Ms. Santos.

18 And t hank you, Ms. Santos.

19 CHAI RMAN BROWN:  Thank you.

20 Staff.

21 M5. BROMNLESS: We have no questi ons.

22 CHAI RMVAN BROWN:  Commi ssioners. W' ve got a
23 couple. Comm ssioner Brise.

24 COMWM SSI ONER BRI SE: Thank you, Madam Chair.
25 | have a couple of questions for you, M. Santos.
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So the first one -- following up on a question that
M. Myle posed. Said that the website is only in
Spanish at this tinme. Wat -- or you can --

THE WTNESS: English and Spani sh.

COMM SSI ONER BRI SE:  Engl i sh and Spani sh. How
do you determ ne when it's appropriate to add a
second | anguage or a third | anguage and so forth?
What netric do you use to get there?

THE W TNESS: So based on custoner feedback.
So, we actually have a feedback nechani sm on our
website that our custoners can fill out and give
us, you know, feedback as to their needs, if they
find it to be useful, if there are any new
functionality that they're interested in. So we do
have that mechanism So it's nostly custoner
feedback that we're getting from various sources.

COW SSI ONER BRI SE:  Ckay. So you don't use
t he denographics study to determ ne how many people
are English-only, Spanish-only or Creole-only to
determ ne when it mght be an appropriate tine to
add a new feature on the page? Because | woul d
assune that if 1'ma Creol e-only speaki ng custoner,
or if I'"ma Spani sh-speaking-only custoner, if | go
to the site, there's no way that I'mgoing to be

able to determ ne --
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1 THE WTNESS: Right. Sure. | see what you're
2 saying and that's a good point that you' re making.
3 COMM SSI ONER BRI SE: Ckay. Following up with
4 the IVR Are the | VR options available -- what
5 | anguages are the I VR options avail abl e?
6 THE WTNESS: So the IVRis in Spanish and
7 English, but we al so have Creol e speaking
8 representatives.
9 COMM SSI ONER BRI SE: Ckay. Al right.
10 Sonething that intrigued ne with the study that
11 i ncl uded the 52,000 residential custoners, and you
12 said that's across the nation. So, can you expound
13 on what that across the nation neans consi dering
14 t hat nost of your custoners are here in Florida, or
15 is that the NextEra footprint?
16 THE WTNESS: No, no, no. Because that study
17 Is actually conparing us to other utilities.
18 COW SSI ONER BRI SE:  Ckay.
19 THE WTNESS: So it's |ooking across the
20 nation at other large utilities.
21 COMM SSI ONER BRISE: Ckay. So | mss took the
22 custoners versus the conpanies that are being
23 surveyed?
24 THE W TNESS: The nunber -- well, it's
25 actual |y surveying that many nunber of custoners
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1 nationally for -- | don't renmenber. | think it's
2 | i ke somewhere between 60 to 70 or so utilities in
3 total .
4 COMWM SSI ONER BRI SE: Ckay.
5 THE W TNESS: Ckay. Because it's conparing us
6 to other utilities. So our custoners and ot her
7 utility custoners.
8 COMM SSI ONER BRI SE:  Got you. And for the
9 funds that are noved through the LI HEAP program if
10 you can wal k nme through how that process works.
11 And how the social service organi zations are
12 selected to participate and partner wth.
13 THE WTNESS: Ckay. So we get the -- so the
14 funds are nade avail abl e t hrough LI HEAP, and
15 they're essentially distributed to the various --
16 we distribute themto the various social service
17 agencies. W choose the agency's comm ssi oner
18 based on, you know, the different types of agencies
19 that are available. They're sonetines hard to get
20 because they don't get any noney for processing
21 these custoners. So they're usually, you know,
22 agencies |like the Salvation Arny and those types
23 and churches and things |ike that that, you know,
24 are wlling to do that. And so, you know, that's
25 pretty much how it works.
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1 When our custoners call us, and we see that

2 they have a need, we take a | ook at what agencies

3 are nearby for themand we have -- and we refer

4 themto agencies and we work very closely with

5 t hose agencies. W just created a portal,

6 actual ly, for the agencies to use, so that they

7 could sort of, you know, help the custoner better

8 and track where all the nonies are and all those

9 types of things.

10 COMM SSI ONER BRI SE:  Gkay. Do you have a

11 sense of how many people go through the I VR and

12 actually need live assistance? Do you have -- do
13 you have that netric?

14 THE WTNESS: So, | can tell you that about 70
15 percent of the calls that are taken are handl ed by
16 the IVR So they're handled in an autonatic

17 fashion. So the rest, the remainder, you know, 30
18 or |l ess percent, would be handl ed by a

19 representative.

20 COMM SSI ONER BRI SE:  And what are the types of
21 I ssues that are then transferred to the live

22 representative?

23 THE WTNESS: It's everything from connect ny
24 service, to a power outage, to help ne with a bill
25 paynent, help nme understand ny bill. So it's a
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1 vari ety of things.
2 COW SSI ONER BRI SE:  Ckay. And what
3 percentage of your custoners, that call in through
4 the I'VR and then go to the live representative, are
5 t hen bunped up to the next level? Do you have a
6 percent age there?
7 THE W TNESS:. To escal ated, you nean? To an
8 account supervisor, | don't know. | don't have
9 that percentage. | really can't tell you.
10 COW SSI ONER BRI SE:  (Ckay. Because that woul d
11 hel p me understand sone of the chall enges that
12 exist wthin your service that is provided to
13 i ndi vi dual s through your --
14 THE WTNESS: Right. Yeah, | don't have that
15 nunber .
16 COMM SSI ONER BRI SE:  You don't have that. All
17 right. Thank you.
18 CHAI RMAN BROWN:  Thanks, Comm ssioner Bri se.
19 Conmmi ssi oner G aham
20 COMW SSI ONER GRAHAM  Thank you, Madam Chai r.
21 Ms. Santos, welconme. |'Il start off by
22 saying, the service hearings that we all went to
23 nine, ten of them --
24 CHAI RMAN BROAN: NI ne.
25 COMM SSI ONER GRAHAM | was -- it was anmazing
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1 to nme how many peopl e spoke positively and
2 favorably to the custoner service. | don't know if
3 |"ve experienced with any other conpany with that
4 sort of thing. Even the ones that were there to
5 speak negative towards the rate case, for the nost
6 part, nost of them spoke positively towards
7 custoner service. So | applaud you and your group
8 for that.
9 THE W TNESS: Thank you.
10 COW SSI ONER GRAHAM  And the awards that you
11 spoke of that are in your testinony, as well.
12 The question | have is, your -- the people
13 that work for you, do they receive bonuses based on
14 t he perfornmance of custoner service, how well the
15 cust oner service perforns?
16 THE WTNESS: 1In general, yes.
17 COMW SSI ONER GRAHAM Do you al so receive
18 bonuses based on that?
19 THE WTNESS: | nmean, you can ask Kathl een
20 Slattery who is in charge of our conpensation, but
21 we definitely have netrics that are used to
22 det erm ne our conpensati on.
23 COW SSI ONER GRAHAM  Ckay.
24 THE W TNESS:  Yes.
25 COW SSI ONER GRAHAM  Now, ny under st andi ng
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fromthe last rate case that -- are you consi dered
an executive of Florida Power & Light?

THE W TNESS:  Yes.

COMWM SSI ONER GRAHAM  So, in the last rate
case, the executives' bonuses were not part of the
sal ary conpensation, as far as, seeking revenue
fromrates.

THE WTNESS: Included in base rates. | think
Kat hl een Slattery is the right person to ask that
about .

COW SSI ONER GRAHAM  (kay. So, she'd al so be
the right person to ask about the adder, as well
t hen?

THE WTNESS: About the -- I'msorry.

COMWM SSI ONER GRAHAM  About the 50 basi s- poi nt
adder .

THE WTNESS: No. The 50-basis point adder
woul d be M. Dewhurst.

COW SSI ONER GRAHAM  kay. That's it.

CHAIl RVAN BROMN: | have question for you, M.
Sant os.

THE W TNESS:  Yes.

CHAI RMAN BROWN: | think as Vice President of
custoner services for FPL, obviously that is a

huge, huge task and you have a very, very big
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responsibility, and so, | commend you for taking
t hat on.

Social nmedia is a big part of communicating
Wi th your custoners, and you note in your
testinony, that FPL has been recognized in the
I ndustry for its social nedia program Could you
expand a little bit upon how you' re taking
advantage of the tools to inprove custoner service
just a little bit better?

THE WTNESS: So tools. Wat do you nean by
tool ? Wat are your thoughts?

CHAI RMAN BROWN:  Soci al nedi a tools.

THE WTNESS:. Oh, social nedia. Thank you

So can we actually have tools that we have put
in place that allows us to very quickly, you know,
see what is being posted on social nedia. And we
have a way to distribute those inquiries or, you
know, that are being seen on social nedia to our
vari ous representatives to handle them And we
have a process where the responses are revi ewed
before they're sent out, and so we know we have a
whol e process of nonitoring and being able to
respond to our custoners quickly and accurately.

CHAl RVAN BROMN: Can you refresh ny nenory

about how FPL handl es nass outages with its
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1 custoners? How do you -- what's the process?
2 THE WTNESS: So from a communi cati on
3 per spective?
4 CHAl RVAN BROMWN:  Correct.
5 THE WTNESS: Well, | nean, custoners can
6 actually report their outage through their nobile
7 phone, through the web. They can call us. So
8 there's different ways that custoners can report an
9 outage. And they can even get -- now we're just
10 piloting -- this is really exciting -- outage
11 alerts where we're going to be able to have
12 custoners sign up for what we call outage alerts.
13 VWhich we will be letting them know that we know
14 about an outage at their hones or business, so that
15 they won't have to even call us anynore.
16 So, what else can | tell you? |'mnot sure
17 that 1'mgetting you what you're |looking for. |
18 want to be sure that |'m answering your question.
19 (Transcript continues in sequence in Vol une
20 8.)
21
22
23
24
25
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