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ES0 -2 !!em Numllr r I 
I 997 Power Delivery Do,\nsjzjng Study 

1 hb dncumcnt cansi!.ts or Jl(IGCS I - 181 . Ench J'liii:C: in its entirety is confidc:ntiol. including all 
tallies. gmphs nod occnmpanyingrcxt. 



FPSC Audit Docwnent/R.ecord Request 
Electric Service Quality Audit 

Gulf Power Company 
Aprlt 14, 1997 . 

6. Ide.nify any goals. objectives, and/or benclunarb relating to distribution mllinteiiance. 

ANSWER: 

Gulfs goal is to mainta.!n a level of sernce that customers expect and can 111~.-d, while 
reducing the costs associated with IDiimenance of the system by identifying and planning 
specific distnbu.tion programs to accomplish this goat. Gulf uses its Public Opinion 
Research, Distribution Line Clearing Cost Goals, Line Clearing Reliabiiizy Goals and its 
Distribution Trouble Reports Outage Summary u benchmarks. 

I 
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~7. Provide the annual results or any customer satimctlon surveys performed from 

) 1992 - 1997 year to date. 

Answer: 

Listed below are the amm1 raulu of the customer sarisfiction surveys performed from 

1992 - 1997 year to dllte. 

I n il I 1993 I 1~ I tm I 1m I tm 

• 



..28. Provide a copy of policies, insuuctions. « procedures wed by those· adrninistering 

the customer Atidirma IUI'Y'!)'S f'eCIUCSUd above. 

• 
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t:S0 -1 !Jrm Number 26 

CONE! Ot:NTIA I. 

This document consist.s orr:~s~-s I • 190. Euch rase in its entirety Ll confidential, including oil 
tahlcs, GIDj'lhS nnd QCOOmJ13nyins text. 
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Florida Pub& Service Commiaion 
Audit Doa&mearJR.ccord R.equeu 
Request I ESQ-2 9/12191 

Ouestjoo @2; 

Provide a copy oftbo TQM Momentary Outaae Study results and recommendations, and 
Gulfs executive ""!!l&eP""'l approva.l/dl.upproval respon~e. 

The project SUitelllellt for thia team wu to reduce ~on outages which a1fect Gulf 
Powa-CompaayQ1Stornera. Tho plan oflction of the·~ presented by the tam on 
AIJ&ult 27, I 992, il sboWII oo tho attached aurvey Wet. The plan of action and 
recommcndationa wen; approved by Gull's executives . 

I 
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Florida Public SerW:o CocnmWion 
Audit~Requat 
JlequM' BSQ-2 9/12197 

· Provide a copy of the TQM Susteinecf Outage Recluclion ttu4Y, results and 
recommemetioaa, and Gulf Power Comp&oy's executive management 

approval/disapproval response. 

• • 
The project 11ateme11t for thiJ team wu to reduce distribution susained outages to Gulf 
Power Company's D'ltomers. Tbe plan of action of the audy presented by the team on 
AuJUit 27, 1992 is shown on the lttldled sumnwy sheet. The plan of action and 
recornmendadona were approved by Ou1f' • executives . 

• 
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Florida Public s.vice Cnmmiuion 
Audit Documeau'R.ecor llequat 
Jlequell t ESQ-l 9/12197 

Provid: a copy oftbe TQM TBI!Illlission Outqe Reduction ltUdy results and 

ICCl(ii"''"'rferiont,lDd Gulf Power Company' a cceeutive nsanquoent 
approvalldiuppco~ rapoasoc. 

• • 

Tbe project atemear for t.bia team wu to rodw:c transmialon outaaea which affect Oulf 
Power Compay c:wtomer1. The plan of action or the ltUdy ~ :;y the team on 
Auault 27, 199211 tllown on the lftaCbed IWMilt)' sheet. The plan of action and 

ieccv'"Wadons were approved by Gulf a executives. 
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CON t" Ill t:NTJA !. 

ES0 -2 lrrm Numbu 7 
Southern Comonny Suh~totjgn Mnj!Jirnnncc: Study Vglurnc I !l!ld II 

111csc t:ocumcnts consists of Volume: I, pa~cs I · 221. nr.d Volume II . pa~cs I • 160. Each pa~c 
in its entirely is conlidcntiol, includin~ nil tnhks. ~rnphs nod nccompanyin~; icx!. 



Florida Public Service Commission 
Audit Doc:umeatiRecor lt.equcsl 
Request 'ESQ-2 9/llNT 

Oulllion !28: 

Provide a copy of the cost/benefit study for centralizing the Distribution ContrOl Center. 

Anmr: 

Seo AttKbed 
• 
• 
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Annual Cost WORKSHEET 

I Tota.l Hardware Investment 
~ BuUding Investment 

3 Total Hardware/B lldlng Invest 

'I Annual F"IXed Charge 
.5' Equipment Fixed Cost 
' Operational Expense (Non-Labor) 
' Maintenance Expense 
c! Software & Hardware (Non-Labor) 
' Building Maintenance 
"' Total Annual Cost 

}I 
JJ Stralght 
I) 
,yAverage 
tf 
' 'Cost o1 0 . 
I) 

}/ ,, 
20 
) / 

ANNUAL SAVINGS 

~~ Add annuany to savings 

.. l' Reduction o1 Fonns/Paper.NOrt< Reproduction 

l. ) 
l-1 
).If 

TOTAL ANNUAL SAVINGS 
TOTAL ANNUAL COST 
TOTAL ANNUAL REOUcnON 
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DISTRIBUTION CONTROL CENTER 

COMMITTEE REPORT 

NOVEMBER, 1993 • 
• 



Distribution Control Center Committee 

~flu ion 

To evalua.te the feasibility of a cenua1ized Distribution ~ntrol Center and recoi'IUlll:nd a 
plan of action. 

Committee Memben 

BW Blaclcmon 
James Philpot 
Ernest Robinson 

Gerald Miner 
MarieMcl.un 

• 
• 

Jade DaviJ 
run Parker 



- . 

Zment Slt!Jtlog 

Distribution Control Centers ant presently handled IDdcpendently by each division. There 
iJ a distn'bution control center ·n Pensacola, Ft. Walton. and Panama City. In order to 
eval~WC tho rubilln' of a ec1r;IJ operation. aovcral opcratinJ CGmpanios were cvahwcd, 
several outside utilities were Interviewed, and some control centers were visited. 

Como:anlg Evaluated by lgtuvlp 

Alabama Power (BinnlnJ}wn) 
Alabama Power (Mobile) 
Dulce Power (North Carolina) 
Entergy (Atbnsas) 
Entergy (Louisia111) 
EnleraY (Mississippt') 
GeorJia Power {Atlanta) 
MiJsissippi (Gulfjlort) 
Santee Cooper (South Carolln.a) 
Florida Power Corporuion 
Florida Power and Liaht 
Tampa EJedrlc 

Control Cmtm Vlslttcl 

. 
• 

Alabama Power - Montaomery 
Alabama Power - Mobile Division 
Florida Power - Suncoast Division 
Tampa EJec,tric 

·' 

• 



General findings 

Tampa El~c lw 1 ono buUding that hu 1 distribution control ccntei and 
transmissionlaenetation con- ol center. Emergency operations and engineering support are 
also l:oused in tlw building. !be center had a outqe analysis system and digital radio 
system but no electronic maps. They are planning to have mobile data tenninal.s in 7S 
truc:lcs by June 1994. Tampa operates another center in W111ter Haven that doses in the 
evening. 

Florida Power and Light operates four centers. They had an outage an&lysis system, 
digital radio system, and mobile da.la terminals in their trouble trucks. The electronic map 
system wu only det&iled enough to show large aectioi!S of town w;thout street 
identification. • 

Alabama Power operates~ centers located in Mobile, Montgomery, and Binninglwn. 
The Mobile Division handles 165,000 calls during the day. In the evening the center 
handles the outlying dlsuicts bring their total number of custOmers lwldled to 200,000. 
This division covers about 4440 square miles. 

Georgia Power hu eight divisions. Within the division, each district takes care of their 
own operuions. EaR Me.tro and West Metro DiviJion have combined two districu into 
one •super district" that handles about 100,000 customen during the day and 900,000 
customers at night. · 

In summary, most companies operated a distribution control center that would h1111dle 
100,000 to 900,000. For larger companies, this means that they opcr;aed scvetal control 
cent.ers, depen.ding on their total number or customers, districu, or divisions. Most 
companies had an outage analysis system and a company.w;de radio system . 

.. 
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Distribution Control Center peyelopment Pl~n 

Tuk Priority lnlt!tUlltion Oper~~doiU.! 
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DISTRIBUTION CONTROL CENTER 

SURVEYS 

• 
• 



COIIPAN'f NAME: 
COUPAHY CONTACT:; 
T£1DHONE I: 

QIJEST10HS: 

• 

C.oN Fl DENTIAL 

• 

-~ . -------· 
SURVEY1 



COMPANY fCAM1: 
COMPANY CONTACT· 
TELEPHONE ' : • 

QUUTlONS:: 

NOT£$: 

SURVEY2 

• 

rl/ 



COMPANY NAME· 
COMPANY CONTACT· 
TEI.DHONE 1: • 

QUESTIONS; 

NOT!.$; 

SURVEY3 

• 
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COMPANY NAME: 
COMPANY CONTACT· 
lUD'HOHE 1: • 

QUUTJONS: 

NOTES: 

SURVEY4 

• 

I~ 



COMPANY NAME: 
COMPANY CONTACT: 
Ta.EPHONE 1: 

• 

" NOTES: 

SURVEY5 
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COMPANY NAME: 
COMPANY CONTACT: 
TELEPHONE 1: 

QUESTlONS: .. 

• 

t DtJ Fl 1)8'1-TIAL 

NOTES: 

SURVEYll 

,, 



COMPANY HAM!· 
COMPANY CONTACT· 
Ta.EPHONE 1: . 

QUEST10NS: 

NOTES: 

SURVEY? 

• 
• 



• . COMI'AHY NAME: 
COMPAHY CONTACT: 
TB..EPHONE 1: 

QUESTIONS: 

• 
• 

NOTES: 

SURVEYS 



· COMPANY NAME: 
COMPANY CONTACT· 
TELEPHONE #: • 

OUUTlONa: -

• 
• 

: 

. 

t (JIJ F/D£1'1-TIAL 

NOTES: 

SURVEYS 

. . I 
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COMPANY NAME: 
COMPANY CONTACT· 
TUEI'tiOHE 1: • 

OUESTlONS: 

SURVEY10 
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COMPANY NAAfE: 
COMPANY CONTACT· 
TELEPHONE 1: • 

QUESTIONS: -. . . 
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I 99t\ Rcsideotiill Smjsfoctjno Bencbmqrk S\IIYs:v 

TI1is document cnnsistS of plll!CS I - 8. E!lcb p:IJ:C: in its cmirct)l is confidential. including :~ ~l 
tablc.'S. llrophs nnd occompnnyinl! ICJCI. 
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f.S0-3 !rr m Numhcr I (attnchmr nl l hl 
!C)% C(!mmcrcjn! ond lnduMrinl Smjsfocrion Bs:nchmnrk Sun-cy 

This Jocumcnr consis!s of p;~~;cs I · 6. Ench p:li!C: in irs c:ntirc:ry is conlidc:n!iJI, inci .. '<l ng all 
rnblcs. grnphs nnd accompanying rex!. 

• 

• 



t:S0-3 Item Numhc:r 2 Cn!!Mhmtnt 2pl 
11)97 Re$jds:n1inl Sntisfnctjoo Benchmark Suryey 

This document con.sisiS of pages I - 8. Each page in ilS entirety is confidential, including nil 
tablc:s. smphs and nccompan)ring text. 
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CO NEt I) ENTIA!. 

f..SQ.~ Item Nun htr 2 Cguarbmtnl I bl 
I CJC)] CQmmen;lill and !ndu~tdgl Salisfqctinn Rcnchmgrls Syrvey 
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tnhlcs. gr:lphs :md occompnnying tc:xL 
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CONE! Df:I'TIA!. 

f:,'\Q.J !Jcm Numhrr I ln!lgchmro! 51 
I QQ6 Sy~ts:m !lenchmnrk Sum:v: Gulf Power 

This document consists of p:l{lC:S I ·SO. ~ch p:ll:C in its entirety is conlidcntial. inch.Jt .11: all 
tables. wraphs and llCCI101p11DyiDI: text. 

• 



.. 7 . . 
. t 

1992 Gallup Benchmark studies 
Residential CuMomers 
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1992 Gallup Benchmark Stud/e~ 
Large Industrial CUstomers 

Percent Very Satisfied 

Company t lame 

•• • 
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1992 Gallup Benchmark Studies 
Commercial and lndul1rlal Customers 
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Storr Work l'anrn 



. -
a worn fmera p~anm to work on momenL&Ji= from the wom t'.cedcn a.nd subsuuons. 

6. Dinribution bas more reumly completed studies tb&.t lllow~ dowruiting of constn:ctico cmws 

from 3 to 2 man crews and m•iarenaore crews from 2 to I troublellWI c:-ews. They took off the 

apprentic: pe:lon utd added truek.s to create smaller c~ews . This pro,•idc:s Gulf wtL"a more 

productive, smaller crews and requires them to go fewer :niles to gc:t to tl:e worlc. It ;tll\l aUows 

them are1 ~er Cle:ubthty in movtna !.he proper number of snull crews :o ot.l)er htghc:r work arns 

when ne~ed . Ou!J bas &!.so Stal&ered work s~uleJ Gulf wu able to downsue bcrw«n 82-&.S 

Full Time· Equlva!Cilf employees. Oulf eliminated contractors and began uung comp1ny e.-:!ploye:s 

to replace cenain typct of work done by coDIJ'acU>ra. 

7. MoSt downsizia& occurred in mid.dlc UWI&~t and S\li)ervision. C~Wll a wider span for upper 

aanage~r..cru. Func:tio::W.I.tlng allows Gulf to respoftd more promptly to the customer ~aUJe 

resources are not limited by geoJraphical bowldllries. Outaaes have ..lao b«n smaller and more 

ISOlated. 
8 For the: last 11·18 monrhs GPC bas been using duct for underground cable. and lw alveo 

develope~ optioa.s in placing underground cable, and placina duct wtth ol!!cr uuliues. GPC 1w 

discounted or deferred in.stallation to decrease the cost of duct inlwlatioo fo r developers. OPC 

pullJ !he able when th.e d\~lopet Is ready 10 - l:lomd in the development. nus ndueu ownbcr 

of able c::~a and t:O outaaea in oow developments. GPC has 11so begun tdenufyin& vMeraroUDd 

cable5 wttll > 3 outag~ . These UO cable, are ca.raeted for rcpW:emeor, or Injection to prolona the 

life of the C3blc:. GPC h.:u e~tpeo~~ a reduction in UG OUt.&i:s, i.a pilot locat ions. d~ to 

DllrUioll of R~ u Resut.:oty Rcvt.-. 

Buteau of Rcaul11ory R""""' 

Jl' 



' · a n:lult tm:DS approlUnlately ' ye:ua ago Gulf bepn n:Cucina small w!R (16) u 

an attempt to raluce OUQ8e3. They &lao recornlzcd that tree trimmina oeec1e<1 additioo.a.l budaet 

doUan and bave provided additional dollan to !Ju:reue the: program. Steve Bums. Line Clearini 

Supervisor. has put coaether ptogram.s to address tree rel•ted outages. EPRltt.stin.g of cable injection 

over !.be last 2-3 yem b.u helped improve undetaround outlge resulu. 

6. Distribudon has more ccc:cnUy complea:d sl!!dir:s lbat allowed dowmizio& of co.-.muction crews l'rom 

·- 3 to 2 rnm • iCWS and m•intem...,. ~ws from 2 to 1 trouble man cnwa. They rook off the 

· · ·apprentice penon and added uuclCI to ctUte smaller crew$. This provides Gulf with more 

productive. smaller crews and ~ them to JO fewer mlles to get to ~ work. Gulf hu &Uo 

stanered work scbedulet Gulf wu able to downsize. betWeen 82-8.S Full Time Equivalent 

employees. Gulf eliminated cootnetOra and beaan us inr company employees to rcp!.!c:.e c:uWn 

types of work done by contn.eton. 

7. Most dowasiziaa ocaured In middle managmtent and supervision. creaung a wider sp&Q for upper 

manaaem..ent. FunctlooaUzi"i allows Gulf to respond more promptly to the eustomet ~use 

resoUICCS arc .oot limited by poanphica.l bouodarles. 

8. For !.be Lul U·l8 monms GPC bas becnUiiPg duct for undetJround cable, aDd bas given ci..""Velopeu 

optio11.1 in plecinl UDCicrp'ow:IS abl.c, and placing duct with olhu utllidu. This rccfw;es number of 

cable cuu and UG outages in ocw developmentS. GPC bu abo be,un ldentifyinJ underlfOWld 

cables with > 3 outages. These UG cables arc !UJetcd ~or replaccmem. or injection to prolon& Ill e

lite of the cable. 
9. Gulf centrallud thmr conzrol c:ena:r 3 yem ago (1994) from lht= division opentions to one located 

in Pen.sacola. ~~ bene.tlts a.re a reducdon in penocal needed to perform ~e f'unc:tioo and 1 

company wide Jtlnrfard methodoiOJY for dbtrlbution dlspl!cll. 

10. For dam.aa• claiml aa&i.D.st GPC. I.Q)'Ih1af >S,,OOO, bu lt!Dmcy involvemeru. or hu perao~ 

llabiUty is referred to the Claim Adminltcntor.(Employee Relations and Risk Manager) Aae;n Ill 

the field an cut :check for ot.ber cla.lmJ < S.S.OOO. 

Olriston or R.t1aiCb and Rq\IUiory 1UvWw 

ButaU of Rlp!a1ory R_.tew 

}'f 
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"(2) INTERVTEW SUMMARY: 

1. 

l . 

3. 

4. 

AFfroximJrety l-2 .5 yra. 110 brouaht au-aimmina Wider 1 pc:100. Pf.or to c.b.u lfc:c lrimm'"'::'"~ · 
wa m.anaaea •• -. -.&v a.a&.ww•••...._ .. _ ,.._ •uht•• • -...... 1 .-.. ..,....,..,. ..,... ........ .~.., 

between divisions and districu co~pany·wlde. Final call wu made by the <tivislon or dwiet, ac:r 
corporate. Rcspoasiblc for aU TranJmiuion, Substation anc1 Olsaibution Vegel&tioa M&Dl&emeu. 

Jf any O'CC3 ue 1ocaccc1 lt'OUil<i a l tbstation. or poSllbly et'Alngcr custOmers or cmployCCl, tbcy L-e 

removed. Abo is rt3ponslble to: usistina with any land management special projects relltcd to 

forestry. An example is the old soc1 fum w;u c:oavertct to a tn't (U'r.l, whlcb required Stev1•1 

involvement. 
MeaNmneti UMd 10 ex:tt!'!lne perform.ance Include: I) !fee t.nmrning cost/mile 2) 6 yr. :average for 

tree cawed out.lges (OTR) and 3) CUSlOme'r misf~oa survey resultS. 

Silu rc:-orpniz.atlon approximately 2·2.5 yrs ago emphasis has been more couistet~Cy in the tree 

trimmina effort. In 1996 beaan to adcircss policies alld musurctncnu c!wlge• [;;r trn trimmUia. 
Cosu are beuer meamred aow because t.bc com are b;jed oo clrc:uit aimmiog. A repon is issued 

fur cac:h circuit for cons. W~~US 10 be able to re-c:xam.Lce t.ht cost per c;n:uit. Must bal.aocc the 

three 10 get best results (polic:ie,, masum:nen.u and costs per circuit). 

In 1997 rc·acgotiated the trimmfna contnet. Had routinely ce·bid collUJI:t and had 10mc of lbo 

lowest tltes, but the contractor could not malnra!o cootnctor 

5. olcilnd outdated. 

Reverse Invoice ~semcnt System <TRD'{S) is not yet on-line. ~S wtU download elm to 

Accounu Payable and auromate tbe whole tree trimming prows. It = IJVC a con by circuit, 

activity type, aruf many otbers. WUJ brln& on by the end ot the year. 

6. _. Ba.scd on c:ustomcr allJ, ~ eoacems or the OTR. a report is ge-..trated tbat l"'ttks citeuiu 

• by outages and minutes ot eustOtnCr lnl.muprlon. An ensiocanng UJuam ~~oW ride the citc:uits 

Identified and detennioc wbat worlc needs to be done. ThJa Information !uw to t.be budg.:t llld 

Steve submits l bud~ rcque.at based on esrJmau:d c:osu of spot trim worlc and completing a trim 

cycle of 3-4 years. Budget dollan are received and appropri.ltcd based on the customcn, 

engineer.ng and diJtricu priorities. Mal.ataio..s a presence throughout the company. Considering 

cost pc: tn't l.S a pnx1w:tiviry/cost mcasuremcnt. 

7. Quality of worlc is moniton:d by the £niiac:crlna Rep withe corunc~or Supervisor after a cirtuit is 

compltl:d. Most common diffiCUlty Is having to remind people Uw t.bcre is more to tree trimm.lna 

tlwl simply con/mile. 

(A.IW:b Extension Sbeeu u Requited) 

D1vuiDA of Rcscatt::~ &114 RcauJIIOfY llr-1cw 
8&Uau of RcruJuory Rrv1cw 

(Collrrncud on rtvtnr) 

rr 



... ~ . . . . . . 
(3) CONCLUSIONS: 

• • 

1. Approximately 2-2.5 Y~· .. aao b.rouabt ~-trimm.ina under 1 penon. Prior to Uw Cfte trimmtn, 

wu mamgcd 11 the d.ivwoolcUitrict walh 1\l!d•nc:JI from eotpemle. ·'Ibenl· W.. DO ~ 

between dlvilions IDd districts eompaey·wid.c. Responsible !or all Tnmmissloa, Subaadoo IZid 

Distribution VepWion Manaaemeru. · · - · - · •• 

2. M~ used to examine pedon:~J~~¥:C iDc:ll!dc: 1) tree trimmin& eostlr.uile 2) 6 yr. avenp for 

tree ~used outa&es (DTR) and 3) customer satisfacdoa survey remts. · .. 
l . Since "-orpnization approximately 2·2.3 yn aao emplwls his been mo" ~ fa tbe ~ 

trimming effort. In 1996 be&an to address policies and measurementS clwJges.for tree trimmla1. 

Costs are beal:r mcasu:ed aow becausC d:la c:osu are bued on circuit trimmin.a: A report'b iuucd 

for each ci.rcait tor costs. Wama to be able to rt-«nminc the cost per cimlil 

4. In 1997 te·llCJoUated chc Uimmlnl coattact. Had tQUiiDcly re-bid contract and had same ot 

lowest rates, but tM ~could DOt majora in cnJIIJJtv oeocle. 

m1 lb:m ad4ilioal 

5. 011 customer calls, eoncmu or the a repon is acneralled 

by OUI2JCS m1 minutes of CI.IStoiDCr i.aremlption. Bud&et dollars are received and &ppropri.ued based 

on the cuaromers, enJ.ineerlna and d1sutc:a priorities. Ma..inalns a prescnu t.I:Lmughoat the 

company. Coasiderln.a COlt per tree u & produtdvlcy/cost measurcmctU. 

6. Quality of wortc is monitored by the fnaineerlna Rep withe concractor Supervisor alter a cireult Is 

(4) DATA REQUEST(S) GENERATED: 

.. 

(S) FOLLOW-UP REQUIRED: 

Olvulon of Rcstarell .and R¢SU1atory Review 

Buruu of R¢JU!atory IU¥11:'10' 

Reviewed By: 
Proj~ct MQ/Illtu 



4. 
s. 

6. 
7. 

8. 
9. 
10. 

11. 

dOilq l 1 
trl011101111l1CI • 

1lu: OTR tepon was ooc set up co cnck c:ustna~er mlnutcJ of !ntrnupdoa fl mca.aw·u oucqe WldJ 

lho last cummar b -.atorcci ro tetViu. The operator ~ lbl 01.U.J1t b)' currtot ~ l.bc l)'ltem. 

Flw:tu&tlom lndic:&to opem &ad Clo~e~. The DCC b rwpon.~lblo rt>r calculatiJII CUJIO:DI1' mtmun 

o! oucqa. Trouble Call Allllysit (TCA) has t.n rwmJna paraJiol co the manual •r-rm or D'OUble 

: reporting. Have wed TCA JiDce Juce 97. 

- One Dllil C."'CWS do the insp~tioru and reco.rdl are nulntalnld by tht e.tC Supervisor 

The bu<ljec com.a:Uttcc corui.sts of tbe 3 Power Delivery ~tan.aacn . 11\t OIJ111bution MaQIJet and 

Tom Scuborouab fnlm Fl.aance. 

V~ Out wu a cable Injection pilot Joatcd In Panama Clry 

By end o( 97 wtll pilot AR.\iS In Prmacola Uld do the rut of Gulf iD 19911. 

Servia: employees bave two slu1U. 7am-2:30pm antS l :OOPM·10:30p111. Lhwmcn and TI'IJWD!ssloo 

work 4 days/w=ic. Pea•acola worla c.be CanaaJ Tr&JUmiuloo & Sub11.ttioo maLnr•n.antc. Panarna 

Ciry does subswion CODJ~NCtion work. PC dou Uno work. 

The I of trouble ticJcetslfeeder &: breakr:r operations 1ure wed to ldcnatY wont fccdcu and put 

weiJhtizla factors on du:m. Probably slill doinf cbc top :ZO.JO (~m (un.aur-)1 Moll.no lt • sparse 

feeder !hac covers 1 lltJc ll'C\'l which should be improved lo 1997 

(Aaacll ~10n Sheets &S Required) 
(CoJitllitUN 011 ~t) 

OIY!sloa of RcsUICII am! Rqulatory Rev aw 

l uru u of R•Jwarory Review 



(3) CONCLUSIONS: 
1. The Pena:ol.a ana il differenr dw1 lhc other areas because tbe symu: Ia oldct and has ~ ~ 

wire. ProtRbly halt ot Pc:c:s&cola OJ!ttl!'nr!1 are cesidaldaJ. ln 1990, ~la outaae .wu u about 

80 mim•ces mi. ocber a.reu wm: u 40 or ao. We are c:oocenaati~~J oo QO( lockin1 down tbe maiD 

t~. Sloce l*1 b&ve c:oiiWII:rUael on Mdiooallzlnl mailllilla feeclco ill Pmncqla Tbia 
reGUCel me n,ae ..... ~ .. • ., .. --... ... .. ·- .• ~ ,,, - 8 •• ·, a 

in 1990-91 m1 are flnbhins it up thh y~ (3/4 throuah). We b&ve c:onmricnvm ro aan aaam ill 
1998 and finbb aa.q poles w/CCA (~ Arsenic). WW. do 20,000 pola a>'!· in '98 &lid 

have all complete w/in 34,ycan (3t11J,OOO total) . Ha.ve.a ~" rejection rae. tor potCa. Pcmac:ota 

roll has quite a blf ot 13 llld #6 c:oppa wire in service. Ba.c:lc in the SO' a aluminum wu introduced 

a.nd began tUJ.ns over for copper. Pensacola tw approltimatcly 7500 nilles of distribution llDe 11:1 

the dimic:t. AlNut 300-400 rnilea ot lt an: 116 copper. 

2. TQM tcltllS, In 1994, bcpn mov!na the COtUp&nY, away from wooden pol~ amu and poTcclaln 
insulators oear 

3. 

4. is doiD& a erial chis taU for a 
S. One man crews do rbe bupec:tioas aDd m:ords are mojnr.alned by th.e E&C Supervistlr. 

6. Service c:nployces bave cwo shifts, 7am-2:30pm aod l:OOPM·l0:30pm. LiiWM!l I.Dd Transmission 

work 4 days/week. Pe:\slcola wotb the Cenaal TcaNmission cl Substation mai.m.euaDce. Panama 

City docs substation consauction work. PC does Line work. 

7. The II of trouble ticlc.cr.s/feeder &: brealc.cr opciatlons were used to identity worst fccdcn and put 

weigluina factors oa diem. Probably still doina tbe top 20-30 feeders (unsure)? Molino is a sparse 

feeder tbat coven a larae area which should be improved in 1997. 

(4) DATA REQL"EST(S) C:ENERATED: 

(5) FOLLOW-UP REQ1.1R.ED: 

DIYUIOII I)( Rcta:CI Uld Rqui&IQI'y a-
Swnu of Rqula.lcry ~"" 

Rav1cwcd By: 

'I 



r------------------------------------~---------------------------·· ·~ y. ... . ; 
(l) INTERVIEW SliMMARY: 

1. 

2 . 

3. 

Responsible for the suppon of TOfS, AR.~s. JETS, GA.\olMA, E.'tfS and meterina proanms re

dejian ot mapploi system, and PC venlon or ~Ystcal aps on the Internet. The Meteriaa ~ 

auends Southern J}'Stem meetinp and other seminata, ecc. related to ~ improvcm au 

Meterinj in Fon Walton & Panama Cir:y n:port to thc Power OtUvery M&aA1er 1.n Cbolc I:Qs. 

Many metenn, studies from GPC acd Southtnl CompiD)' h&vc: been conducted. Cum:mi; 
n:viewin& the metel'ini orpnizatioo. No It is a mlxed baa, and some ttrwnlinlna will probably 
occur. 

. ~~~~;tt~~~~~~~~~~d~~~~~.: 
to !he UC c:wtomen. The rroup often recommeodJ wbat the c:unomc:r should we to keep power 

problems from recurriJla. They work with the custo~r in solving beh.!nd the mc:1er problems 

affectina power qu~ir:y. They aa as a c:wtomer adv~te in determining tl:e c:~cwes and •:llutiotu 

for PQ problaru and aettiDg Gulf to wist with n.ccdcd ~ c:ha.ogc:s cmt may improve w quality 

of service to the UC c:wtomcr. 
in 1989 Jim watched trouble tickets belA& soned manually. GPC beaiJl visiting other companies 

and wh&t they were doin& with automation of trouble tic:Jccu. In 1993 Scut."'ern bef&n a system • 

wide: tel!D to address trouble n:polti.oi m.ccha.aizarlon. Alabama and Ciulf wen: the test siJhu for 

the: Southbtn symm. The 2nd Cllf. SIS Ou1t be;an UJinll the new Trouble Clll Ma.oaaemcm System 
(TCMS). TiclcctS come in from the customer in!orm.ation system ar.d the lntearated Voic

Rtcorc!ing (IYR) unit. The IVR was originally u.sed u IJ1 oven1ow for rcy~matives in the 

C:UStomer call center . The f /R emulates I tttmiaaJ, and based On input from the- c:ustorner, it DOW 

idcntifte.S the c:ustomer, type of crouble md ~ a repair ticket from the CUstomer ACCOWIIllli 
system (CICSIGOLS). In 1995, developed a way· to have !VR call the cwtocner· buck. a!ler ticket 

was worlced.. to veriLy llahlS blclc on. Old not b&ve tbit future durin& the two hurricanu of 1995. 

From 1t:c Trwfotm.ct Laid S)'lll:m tbt TL.'l wu downloe.dcd to TC."-i.S w1 c:COSJ·~fuazx:ed wim 

tbc c:ustomer ICCOWil mtmber 10 ldcacity cwtoma'S &1fl:cted by outaaa. ()penu)r11 In not cum:::dy 

DJing the system to the tuUeSt because all areu ~ aot energlud at thl.s time. The system will 

IOC3tc: the: problem in TC."''S, but will not prcdic;t the ouuge type. By the end of 1997 openton 

should have (uJ.1 udliz.adon of the system. Por lliC&SUl'Uia ouuges GPC will aot be movl.oa from 

the operator manual enay yet (the system wUJ c:vennWly calculate the OlltiJC: tc:n,dl. number of 

cwtomers atf=ted, loc:a.tion and caUJc r:ype or'oucaao. Curmuly use neld estimalt, ac:nal check 

IJ1d feeW count informadon to emapo!a= aumber or c:u.stomers atreaec1 by w ouoae. The system 

will a.l.so allow ~ to the au:tet when tully bnplemc:llled. In Dec:ember 1997 a.ad June 

1998 two rcl.c:ase venions will provide rcpJ&rtmeut. or feed from OTR for time m.usuremcat. Tbis 

should provide beaer acc:uracy of the number or c:wtomers a.od cn.iuutc:s of ouraae. OTR wo bas 

bislorical data. A system iDicrflcc may be devalopcd between both ~. the systema may n:main 

~or the OTR. may be d.lscarda1. In 1995, bid 17.000 m.imk"'ln synem locadon dm. Have 

worked that down to 2,00-3.000 DQW. Th1a coo wUl be comctcd prior to ftnal · lem="noo.. 



. .. . . .. ...... . . . ' 

(3) CONCLt:SIONS: 
1. Responsible for thl! support of TCMS, ARMS. JFI'S, GAMMA. EMS and metering Pl"'Jrrmm re

design of mappin& S)'S1Cin. ao1 PC version of system maps on the latemtt.. Meu:riJla fD Port-w. 
& Panama City report to~ Power Delivery M.auaJer in those arcu. Cu:rrmtlr ~ lba 

ateterinl oraa.oization. DOW it iJ I mixed ~~. and SOme Ureomlinjnl will probably oCcut. 
2. The Power Quality group wu sllni:Ci in lace 1989. They act u 1 cw~ 1dvocatt in dctenninin, 

the causes m1 solutions (or r ~ problcmJ &lid aar Wit 10 assist with cteded system ~ lbu 

may improve the quality of : ervlc:c co th.e IIC c:w10mer. 

3. . n.,.-tet M a cwtomer-a4v JC3Le-in-dctul1\laiAt-l» c~ solutioftt. fo~ problcmuGd. 

·. .....rna Gulf rp uriu mill! r tr d 'Y~dlit-IDiJ buptote cbi qtJalitrof servk."!=::-:~i 
:.l'~IVL 1"ft• ~ w.e ............ ,.. ......,.. .. ... 1ece •• ..... .,_. ... • _., 

center. !be IVR emui~~CS a wm.i.aa.l, and based on lttput from the cwromer. it aow !demjfks tbc 

customer, type of trouble acd acncrares a repair lic:Ut from th.e Customer ~ IY1lCm 

(CICS/GOLS). In 1995, developed a way to have lVR call the cwtome~ ulCk, after ticket wu 

worked. to verity Uglus back on. Opmton are oot cu.treatly wq lbe syncm co the twJcst because 

all areas are ooc a~etaized 11 chis dme. Tbc system wtllloc:atc the problem in TCMS. but willaot 

predict the OUUlge cypc:. By the end of 1997 operators should h4vc ruu urihution or me system. For 

measunoa outaacs GPC will aoc be moving from tbe opencor manuJJ ellll)' yet (tht syn.em will 

evcon:ally ealculate the ouca,e leaath, INIIlber or customers affected. location I.Od awe type or 

outage. Curten1ly usc field estimate. actual cbeclc and feeder c:cunt infortn~tion co exrnpol&te 

munbcr of C\IStOmers affected by an ouugc. The ay~tem will also allow mcuuremenr to the meter 

wben fully imrlemeoted. [Jl December 1997 and 1UM 1998 two relwe vmions will provide 

repW:c:nent, or feed from DTR for time meuumnetU. This sbould provide ~tter KCUnCY of the 

llWDber of of · 

4 . 

.S: •• orders to thiS ttuc:k and provide mappinJ tO usl.st lo completing t.'tc wodc. OPC 

b empbas~ oew service and othu orders, aot rqnir work. initially Repair orden later. 

(AttaCh Extension Sbect1 u 

(4) DATA REQUEST(S) G~TED: 

(5) FOLLOW·ll' REQUIRED· 

Otvlsloo of Rac;uC .111<1 R.1,Watoty Rcvttw 

Bumll of Rlt:Uatory Rrncw 

(C<OrttiiiUtd Ofl rtVtrlt) 

Rcviewee By: 
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