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1 companies. The project. co.mpleted by lUI o ttside survey collU'3Ctor, al5o assisted in the deslSD. 
2 wording Md selection of fun.ue surveys and 1 1estions. The project was completed in r:wo phases. 
3 The Voice of The Customer for ~dential ..nd Small Business was completed in June 1994 and 
4 the Voice of The Customer for Key Accounts was completed in Februa.-y 1995. 
5 
6 The project results provided impo.rtant insight into m=suring customer perceptions, and 
7 identified key pe.rformance attributes associated with custOmer satisfaction. For instance, the 
8 Residential and Small Business results identified clean, uninterrupted power as one of the top ten 
9 attributes desired. However, small business 1111ted Southern system perfolllllUlce higher in :hil 
10 categOry than did residential CUStOmers. Industrial customers, from the Key Accounts Voice uf 'fhe 
11 Customer srudy, r.ued clean. uninterrUpted po~ as the number one araibute desired. 11nd nned this 
U attribute a Strength of the Southern syStem. Surveys conducted after 1994 included information. 
13 attributes and customer word descriptions uncovered dwing the Voice of The Customer research 
14 project tO create survey questions addressing the customer concerns research identified. 
15 

1 ... .. nohtrYI'It llu~"VWY 16 
17 
18 
19 

In 1996, GPC completed its regular market Sector surveys in parallel with a benchlnarlc 
survey. The benchmarlt survey, condueled in the fall of 1996 and issued in February I 997, was 
conducted to idmtiJY Mdrivm of loyalty'' to suppon rn.anaaement plii'Uli.ng. The stUdy examined 

20 loyalty drivers for ovemll satisfaction. price. product/service quality and customer retention. The 
21 study reviewed Southeo Compaoy, and each individual system company, 3.gll.inst 16 other e.lecuic 

utiJjties, t.brouahout the United States. Survey questions addressed customer issues that were 
identified in the Voice oflbe CustDmer resean:h projecL The survey was desianed LO beochau:-dc 
midentill. moderilt-sized eommtfcli!IM l!i'l~ energy usct fHPOMtS. 
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In early 1997, a woddDa sroup ofawkctina reprc:scnwives from CKh oftbc Soutbcm 

compmies joioed with Soumcm Electzic Services (SES) lO develop a bmchmartc effort of 16 

competitive eomplnies, bavi.Da opcradDa territories physically co~ to tbe Soutbcm syacm. 

The StUdy will be CODduc:%ed ill lare 1997, by an outside survey CODII8Ct0r, md provide SoUlhez:n 

companies a blind bm hmm study of their own c:ompaay, compared to other eompetitoiS 

SUZJOUDdiDa them in the Southeast. Tbc beuc:bmarlc srudy breaks eustDme:rs studied into ealegOries 

of laric eustomas, usina I mepwau or more, customers usina 991cilowan:s down to SO ldlowa:as, 

genc:ml business cusnm IDd n=sidmri•l CUSIOIDC'S. OPC, aod Soll1bcm Company, wiU be movina 

away from the cnditioaal c:uslOIDC:I' sarisfac;tion survey to the beochmll'k me1bocl for aU future 

efforts. Raultl of the 1997 Benchmark survey were DO! available 11 the time !his report wu 

pubiUbed. 

• a 4 Qaalcm..,.. ~ CMI,_ 

The OPC dmav claims process involves the use of field Cl.ai.lm Coordiall.ors to JliOCCSS 

c:ustomer damqe c:Jaims withl.o a poaraphic llU. Tbc Claims Coordinllors repon to the Power 

OeUvczy Man•pr in each of !be three divisions, wbo have rcspoasibility for c::.:..oetomer claims less 

!han SS,OOO, with no lliOt'Oe)' involvement, DO liability, IDd oo ex~a~n•tina or quesrionable issues. 
OIS!Or"er claims parer !hatl SS,OOO, with 1epl iavoiVI:Uia1t. with liability, with questi. ~able 

issues, or the pcxemial for fraud are re:fem:d lO !he Claims Adm.i.a.isualor. 

Exhibit OPC-12 shows tbe public damage claims dollars for OPC, duri.Jla the period 1992 

lhrouab Sqlrmbrr 1997. A=ordina lO company 1eprc,. n"rives, the rise in 199S publlc claims 

was relmd to srocm dlmqes from two D.med storms c:xpericrlc:cd lhll year. A3 shown in !he 

exhibit. 1997 pub& dlims ioucwd slf.abdy over !he 1996 level. but~ DO! si&Difican!ly hisber 
!hatllbe 1994 cl.llms lew:~. Evfriblt OPC-13 shows !he mgnber of c:ustomer damage claims made 

m:i tbe mgnbcr of dlims peid by OPC, for the period 1992 throuab Seplc:mbe:r 1997. AI shown 

by the c:!wt, OPC ~ about S0.4% of the MIS'Omer damaae claims mcd durin& tbe period. 

The OPC C1aimJ Admini.lttl.lor is also lhc Employee R.e.lations & !Uslc Ml.nlaemcm 

Mlnqer. In &cl, none of the individuals involved in the GPC claims proc:css are involved with 

c:lCms oa a fill1 time bais. GPC also provides DO fotmll c:1a.ims procesrina trainini for CWms 

Coordinators. Only informal ll"'ini.na with the jo. il1cumbcrn. or on-the-job experience, i:l 

provided to wist eoo.rdinators in performilla their duties ll'ld responsibilities. 
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