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TO: 

H E H 0 R A N D U H 

Janyory 6. 1998 

DIVISION OF APPEALS 
DIVISION OF AUDITING AND FINIAL ANALYSIS 
DIVISION OF COMMUNICATION ~ 
DIVISION OF ELECTRIC AND GAS 
DIVISION OF RESEARCH 
DIVISI ON OF WATER AND WASTEWATE 
DIVISION OF LEGAL SERVICES 

FROM: DIVISION OF RECORDS AND REPORTING (SANDERS) 

RE: CONFIDENTIALTTY OF CERTAIN INFORMATION 

DOCUMENT l 

DESCRIPTION: Reyiew of Electric Seryice Oyatlitv ong 

Reliability. 

SOURCE: ______ ~G~y~l~f~P~o~w~e~r~C~o~m~p~a~nuv~-------------------------

DOCKET NO: ____ ~Iul~l~lafl&-~1~1~~~~--------------------------

The above material was received with a request for 
confi dentiality (attached) . Please prepare a recommenda tion tor 
t he attorney assigned to the case by completing the sect ion below 
and forwarding a copy of this memorandum, together with a brief 
memorandum supporting your recomnendat ion, t o tt.: attorney. Copies 
of your recommendation should also be provided to the Division of 
Records and Reporting and to the Division of Appeals. 

Please read each of the following and chec k if applicable. 

The document(s) ia (are) , in fac t, what the utility asserts 
it (them) to be. 

The utility has provided enough details t o perform a 
reasoned analysis of its r equest. 
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companies. The project, completed I > an ouuide survey CO!UrKU)r, a1.so usiSied in the desip. 
wordin& and selection offilnue surve)'4 and questions. The project wu completed in two pbasca. 
The Voice ofTbc Cllscomer for Residential and Small Business wu completed in June 1994 and 
the Voice oflbt CU~Wmer for Key Accoupts was completed in Fcbnwy 199S o 

The project raults provided important insiabt inlo measurina C\ISIOmer perceptions, and 
identified key pcrfoi'IJII.IICe lttribulcs associaled with euslomet satiJf~~etion. For w~:~nce, the 
Residential ad SmaU Business raults identified clean. Wlintmupc.ed power IS one of the top ten 

attributes desired. However, small business riled Southern system performance higher in lhis 
arepy thin did residential C11S101DCrS. lndustrial C\IJlOIJICft, from the Key Accounts Voice of The 
Custooxr swdy, rltiDd clan, un1ntmupted powu IS the number one anribute dciircd, llld rated lhis 
attribute a sttenatb of the Soutbem l)'llem. Surveys conducted after 1994 included infonnation. 
attributes and CUilomer word descriptions uncov~ durin& the Voice of The Customer research 
proj cc:t to crate survey questions addras1na the customer concerns resurch Identified. 

, ..... ~ ... .....,. 
Ill 1996, OPC compleu:d its reau1ar awket SCCIOr suzvcys in panllel with a bmdunarlc 

survey. The beDchmarlc survey, conducted in the fall of 1996llld issued in February 1997, was 
conducted to idcnliJY "driYCrt of loyalty" to support manaaement planninao The study examined 
loyalty driYCrt for owraiJ Mrisfitcrion. price, product/service quality and cv.stocner retention. The 
study reviewed Soud!cm Comp111y, and each ind.ividuaii)'Stem company, against 16 otha clcclric 
utilities. throiJabout the United Swcs. Survey questions addtes3cd euslomer issues that were 
identified in tho Voice ofTbe Cultomer rcaearcl1 project. The survey was desiJDCd to benchmartc 
rajclenriel, ~ commercial and l.arp eDeri)' user responses. 

Beochmark r..abl &om tho 1996 study abowed Gull in the upper quartile of the 22 
com....-., In boch <MmU Sedsfecrion (9) .ad OYaall PerceiYed Value (S) carqpx:ie:s. However, 
wbca owraD •• doo was revicMd by marbt ICICtorl, OPC measured In tho upper qtani]c ooly 
witb ..... I:JuPneee "IMO"WI (7). R_.oNI adiOmm rated OPC 13 In overal.l •tl•fic:tion, and 
larp eaet'IY u.-.l'lded OPC 10. 8oth aa-a1 busfc:u and Lvp cne:ray U1CrS rued OPC In tho 
upper~olo•nt••la(hlld 7J~wiy) lnovcral.l perceived value. R.esldendal CUilOmcrS 

rated OPC below the uppar qwrtiJe comt*Ja ( 12) in paccivod value. 

WbcD OPC wu COI••••ed 10 tho upper quartile compiJlies In the OvmJJ Sarlsfictioo 
catepy, the mWhnd•l IDIIbc "bfaae::l ~ wu iD the "atea of rdiabillty.'" iD the 
aeaeraJ bnanu JDIIb&, reJ!ebUity wu coosldcrcd a "mild adv•" '~:--" T~ bnsiom eusu>ma~ 
pve OPC a "aall adVIIdap" iD die area c.o "measures aaociated with billba." 

ln held-to h* compii'IIOIII otSoucbam Comp.Qy ud OPC, apltlll upper quanilc llltllltlcs, 
realdalti1l marbt ~ raiDd both "behind" upper quartile utilities In rellabUity. Larp 
bnsinas marbc a,. c •~ acr-d wilb tho 1 c 11t'a1rill rau!ts, but dld DOt ra1e Southern Compuy 
md OPC a lir blblad upper qu.tile udl.ltia. Oallral .... , r market custocnm identified 
reUabllity, for boch Sot....., COIIIJ*IY and OPC. u liiabdY abad of the upper quartile utilities. 
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1 1bc 1996 Beocbmark study alJo ~ .mined the "top 10 critical inridcnts It OulfP~ for 

2 each customer' awlr.et llc:for. These rea111 ts examined .ervic:e aarlbutes wbe:re OPC c:ustomm 

3 indicated room for impcowmeat. Rl'!idcnti•' awket rctUits shewed tbat 63 perc:eut of the 
4 respoodcms pye '1'revCIIII Oic:kcrJ Of IUI'FS" a the number ooe c:atepy for improvcmcm and 

s S4 pcrccDt ~tel "t.fftritnjw ouraaes after a lfOml" u tbe IICOild largest cateaorY for 
6 improvemem. FortJ 8w ,., ... ofo.a.al bn•hm IDIIUt C111kJi!JiftltiDd .. 7 perce111 oflarp 
7 bowlz IDIIblt relp0"4 ••, pve "More lmcrested In profit tbm ~ u tbe cumber one 
s c:ltqO!y for im,pcoYaJICDt. 
9 
10 , .,., • • ,..,.,..,... .... .., 

11 In early 1997, 1 woridca aroup of markctina representatives from C8Ch of the Southern 
u c:ompmia joined with SoUlbe:m Elcctri.c: Servica (SES) to develop a becclmwtc cfl'ort of 16 

13 compcddve oompockt, bavlna operatina ccnitorict physically c:ormcct.cd to the Southern system. 

14 The lnldy will be c:oaduc1eclln 1m 1997, by ac outside IUI'VC)' contractor, and provide Southern 
15 companies 1 blind bcnc1mwtc study of their own company, c:ompat'td to other c:ompetito1'1 

16 SUDOUDd.in.a them In the SCiUlbeut. Tbe benc:hmarlt lnldy breaks CUitOmen studied into CllegOries 

17 of 1arp C\llt.Omcl"J, usina I mepWilt or more. c:ustomczs usina 991dloWittS down to SO ldlowatU, 

IS fCIICrll bo•h n•••"""'mdi"'!Menrill MJ•'*•I!!'ft, OPC. acd Soulhem Company, will be movina 
19 away from cbe trwtiriaal! CUilOIDCr sarisfictioo IUI'VC)' to the benc:lmwtc method for all fitlure 
lO e.tforta. Results of the 1997 Beoc:bmvlt survey wm: DOl available at the time this report was 

21 published. 
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&a.4 Dlt• f:a flloW' Dt8lrVJtltJ ,..,. 
The OPC demep cJalmJ proceu involves the Ui6 of field Claims Coord1Da!ol'1 to process 

customer damap claims withl.n 1 aeo~Japblc: ll'CI. The Claims CoordinllDrs report to the Power 
Delivery MaN,pr iD C8Ch of the thtee dlvisiocs, wbo bave respoasibility for cussomer claims less 

than SS,OOOr.:!': DO attomcy involvement, DO liabilityj and DO e:xtcnuatica Of questionable issues. 
Customer c: ' pater than SS,OOO, with legal invo vement, with liability, With questionable 

issues, or the potc:Dtial for fraud are rd'emd to the Claims Administrator. 

31 Exhibit QPC.12 sbows lbe public ctamav c:1aims dollm for OPC. duriQa the period 1992 
32 lhrouib Septmlwr 1997. Ac:cordiq to company itpc: • aratives, the riJe in 199S public claims 

33 was related to storm damapl trom two named atonns experienced that yt~~Z. As ahown in the 

34 exhibit, 1997 public claims ina ur ~ IIJahtly over the 1996 level, but are DOt si8Jlific:antly higher 

35 than the 1994 claims level. Exhlblt OPC-13 sbows the mmber of customer c:lamqc c:la.ims made 

36 acd the !!110\ber of c:laimJ paid by OPC. for the period 1992 tbrouah Sepcember 1997. A:J shown 
37 by the chan. GPC paid about S0.4% of the CUSlOmer damaae claims filed dwina lhc period. 

38 
39 The OPC Clalma Adm.1.o.iiUilor b abo the Employee ~Wioas ct Risk Management 

40 MIDI&a'· In r.:t, DCDe of lbe Individuals Involved In the OPC claims process are involved with 

41 claims on 1 fUll time~ OPC abo provides no formal claims processina training for Clauns 

42 Coordinators. Only informal traini.na with the job inc:wnl:'tnt, or on·the·job cxperienc:c. i:~ 

43 provided to ua:IJt COotdiiWblt lA paform.ina their duties IDd respoDJibiUties. 

"" 45 
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