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BEFORE THE
FLORIDA PUBLIC SERVICE COMMISSION

In re: Review of the Retail Rates of FPL DOCKET NO. 001148-El

Submitted for Filing:
March 4, 2002

DIRECT TESTIMONY OF:
PATRICK PARIS
ON BEHALF OF PUBLIX SUPER MARKETS, INC.

Q: Please state your name, address and occupation.
A: My name is Patrick Paris, 321 S. Kentucky Ave., Lakeland, Florida, and | am the

am also engaged as an independent consuitant with the firm of Paris-Webb Consulting,
Inc.

Q: Please describe your educational background and experience.

A: | have a Bachelor of Science in Engineering from the University of Florida and a
MBA from the University of Central Florida. | have worked in the energy industry for 14
years. Eleven years with Florida Power Corporation (FPC). During my tenure with FPC,
| held the positions of Power Quality Engineer, Operations and Planning Engineer,
Credit Supervisor, Meter Read Supervisor and National Account Manager. Two years
with Cadence Network, Inc as both an on-site Energy Manager and as a Rate

Consultant. For last 18 months | have been President of Paris-Webb Consulting, Inc.

providing energy management services.
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On whose behalf are you sponsoring this testimony?

| am sponsoring this testimony on behalf of Publix Super Markets, Inc. (“Publix”)

What are the interests of Publix in this proceeding?

> 0 » 0

Publix is a Fortune 500 company, employing 135,000 employees in 675 super
markets, 8 distribution centers and 3 manufacturing facilities with 304 supermarkets, 3
distribution centers and 1 manufacturing facility in Florida Power and Lights (“FP&L’s")
service territory. Publix is growing at the rate of approximately 50 stores per year. The
typical Publix store has a demand of 435 KW, with a range of monthly demands varying
only from a low of approximately 403 KW to a high of 479 KW. Due to refrigeration
requirements, the super markets have an average load factor of 75% and Off-Peak
usage is 72% of their total energy requirements. Electricity makes up a significant
portion of Publix’ operating expenses. As a major consumer of electricity from FP&L,
Publix is very interested in the outcome of this proceeding.

Q: What is the purpose of your testimony?

A: The purpose of my testimony is to dispute FP&L's contention that it provides
superior reliability and customer service to its customers.

Q: Please summarize your testimony.

A: My testimony addresses the assertion of FPL Witnesses Hamilton & Olivera
stating that FPL storm restoration, preventative maintenance and outage
communication is superior and better than the industry. In my experience as an Energy
Manager, National Utility Account Manager and Ultility Operations Engineer | have
observed first hand how a well run utility communicates with its customers and
responds to service interruptions. | have not seen the same level of communication
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and service from FP&L that Publix gets from it's other 54 electric suppliers.

Q: Have you reviewed the testimony of FP&L’s withesses Armando J. Olivera and
William W. Hamilton?

A: Yes.

Q: Do you agree with the contention of Messrs. Hamilton and Oliver that FP&L
provides superior service to its customers?

A: No

Q: Based upon your experience as the Publix Energy Manager, has Publix been
provided with superior service and reliability by FP&L.

A: No.

Q: Why do you say that?

A: Out of all the electric utilities Publix deals with in the State of Florida and in the
other states FP&L is clearly the worst from the standpoint of reliability and customer
service. 55 different electric utility providers supplying energy to over 680 stores in four
states serve Publix. 530 stores are located in Florida and are served by 27 different
electric utilities. The difference between the way in which most of these utilities handle
storm and non-storm related outages when compared to FP&L is significant. This is
demonstrated by the simple fact that in the last 4 years, during the period when FP&L
says they instituted their aggressive reliability program, | have been involved in damage
claims related to 23 different stores against FP&L and none with our other 26 suppliers
in the State of Florida or our suppliers in Georgia.

Q: Do you agree with Mr. Hamilton’s contention that its commercial/industrial field

representatives pro-actively work with the customer on specific electric service
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requirements and related issues as well as other customer service matters?

A: No.
Q: Why?
A: Publix has historically had a difficult time receiving reliable information from

FP&L concerning outages and the anticipated duration of outages both storm and non-
storm related. As a result approximately two years ago Publix and FP&L entered into a
service agreement. Among the features of the agreement was the identification of a
FP&L field representative(s) who would be Publix’ first line of contact when problems
are experienced. Currently our representative is Chris Cooke. Thus far he is the best
one assigned to Publix, but he is the only one for all of the Publix facilities in the FP&L
service area. | know from experience as a National Account Manager it is impossible
for one Account Manager to have responsibility for over 300 facilities located over 2/3 of
the State of Florida, 24 hours a day, 7 days a week, 52 weeks a year and be proactive.
And in the case of our account manager with FP&L, Publix is not his only customer. |
was at a meeting when the 24/7 pro-active claim was made and advised FP&L that it
was unrealistic to expect this from a single account manager.

As a result it frequently happens that we are unable to contact the
representative, or when we do contact him our concerns are not promptly addressed, or
our communications become confused or are misinterpreted. Consequently, Publix
does not get the service it needs. This problem is not typically experienced with the
other electric utilities with which Publix has relationships. Not only is the service

representative not pro-active he has a difficult task at best to be reactive and

responsive.
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Q: How does FP&L'’s reliability and customer service compare to other electric
utilities providing service to Publix in the state of Florida?

A: Because of our critical need for electric service and because of the essential
service we provide to our customers and to the public Publix requests loop feeds for all
its locations. Most utilities will, at no cost to Publix, at least install loop feeds on the
underground portion of the service as a prudent measure to improve outage restoration.
FP&L will only provide this service if Publix is prepared to pay the cost which Publix
routinely does. Other utilities work with Publix to relocate switches both manual and
motor operated to improve restoration efforts. Moving a switch one or two spans can
have a dramatic effect on restoration time. In the past when the moving of switches was
suggested to FP&L representatives no such action was taken. As far as | know FP&L
has no program for accomplishing such alterations to improve reliability. From the
standpoint of customer service FP&L’s system is inferior to that of FPC for example.
The FPC system affords the customer the opportunity to contact a primary customer
service representative or a backup.

Q: Can you give us specific examples?

A: | had a utility that was going to provide underground service to a new store but
was unable to get a permit to go under an interstate highway. The line would have to
go overhead. This very long single span gave me much concern for reliability. My
concern was that if the line went down it would take a long time to repair because of
Department of Transportation rules on running power lines across interstate highways.

The utility agreed to install hurricane wind rated poles and run parallel circuits across

the highway.
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During the‘ construction process for a store it usually requires the moving of utility
lines along the highways around the project. | have had several utilities review this
process and move line switches to allow the open points in the circuit to be moved to
allow the store to be fed from two directs. The placing of a line switch in the right
location can make the difference of a store being out minutes versus hours.

Q: How does the customer service and reliability of FP&L compare to utilities that
provide electric service to Publix outside the state of Florida?

A: The customer choice options in Georgia allow Publix to require loop feeds of
both underground and overhead construction. The cost of this reliability measure is
included in the base rate. All of our stores in Georgia have at least the underground
portion and most of the overhead looped.

The typical utility in Georgia has a least 2 people responsible for Publix’s
accounts. There is a primary person with a designated back-up person. These
Account Managers seem to have better access to dispatch and outage restoration
information. We receive this two-person system even though our largest store count
with a single utility is approximately 85 facilities with Georgia Power.

Q: Do any of the electric service providers serving Publix facilities provide service

guarantees?
A: Yes.
Q:  What is a service guarantee?

A: When the utility puts financial guarantees behind its rhetoric of reliable service

and quick outage restoration.
Q: Can you give us an example of a service guarantee provided by an electric utility
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to Publix?

A: An example would be service related to the replacement of transformers. In my
experience as an Operations and Planning Engineer, it was the goal of Florida Power
Corp. to replace a bad transformer within four (4) hours after receiving the first call from
the customer. The period of four (4) hours to replace a transformer is a prudent
industry practice. Most of the electric utilities that | deal with maintain this as a goal and
many have put this goal in writing. As an example, one utility has guaranteed that if a
transformer fails the store will have service restored within four (4) hours or the store
will receive a 20% discount on its next bill. Another utility guarantees the service and
will pay Publix for lost product and damaged equipment caused by the transformer
failure in the event that they do not have it replaced within the four (4) hour replacement
period.

Q: Does FP&L have a policy or goal of replacing a bad transformer within four (4)
hours after receiving the first call from the customer?

A: No. In fact, it routinely takes FP&L longer than four (4) hours to replace a bad
transformer. In my experience, it routinely takes FP&L as much as eight (8) hours, or
longer, to replace a bad transformer.

Q: Are you able to give specific examples of FP&L'’s practice regarding the
replacement of transformers?

A: On August 9, 1998 @ 9:05 AM at store 361 FP&L took 11 hours to replace a
transformer that had failed. The next day the transformer failed again and it took over 5
hours to install the second replacement. On February 11, 1999 @ 11:20 AM store 94
was without service for 22 hours while FP&L replaced a transformer. On September

7
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25, 2000 @ 6:00 PM store 105 was without service for 12 hours during a transformer
replacement. On August 8, 2001 @ 8:30 PM store 114 was without service for 18 -
hours while a transformer was replaced. These are not isolated instances. In my
experience FP&L routinely fails to replace damaged transformers within a reasonable
time according to prudent industry standards.

Q: Why is a four (4) hour restoration time important to Publix?

A: The critical time for Publix in an outage is the first four (4) hours, both for
restoration and communication. Communication during an outage is extremely
important. Depending upon the estimated outage time, Publix will make prudent
decisions to both save product and not inconvenience its customers. For example, if
the outage is less than four (4) hours, the freezer case doors will be kept closed. Open-
top freezers are covered and refrigerated product will be moved back to walk-in
refrigerators. Dry ice will be delivered to keep products cold and extend product life. If .
the outage is going to last more than four (4) hours, both refrigerator and freezer trailers
will be dispatched to the store. The product will be moved out of the store and
temporarily into the trailers. Once the time is known for restoring power, Publix will
issue orders for replacement products to be delivered. If Publix is given erroneous
information about the anticipated length of the outage, it cannot properly plan and
therefore runs a significant risk of inconveniencing our customers and of lost product.
The temperature of product, particularly frozen and refrigerated foods, is strictly
controlled by the FDA. If the temperatures of these foods rise above a certain level,
even for a short period of time, the product cannot be sold and must be disposed of. In

addition to the risk of lost product is the more important risk of losing customers. Our
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customers are not captive and have the option of shopping elsewhere if their
expectations are not met.

We have several utilities that do an excellent job of communicating with us
during an outage. As an example, Nikki Williams at (Tampa Electric Company) TECO
and Deb Beaver with Jacksonville Electric Authority (JEA) are excellent about
communicating to advise when a store is without power and the estimated time to
restore service. Estimates provided by TECO and JEA are routinely timely and
accurate.

Q: What have been your observations about FP&L's preventive maintenance
programs as a means of avoiding costly service interruptions?

A: In my experience FP&L’s preventive maintenance is inferior to the other utilities
in the State of Florida and elsewhere. When visiting a store | make it a habit to walk
around and do visual inspections of the transformer. FP&L has some vault
transformers that can’t be seen by the general public, but their pad-mounted
transformers are available for inspection. During calendar year 1998, after the
implementation of the FP&L aggressive reliability program, | inspected 25 pad-mounted
transformers and found 5 to be leaking oil. Concerns over these leaking transformers
and concerns over several outages at that time caused by transformer failures caused
Publix to request inspections and infrared scans of the transformers serving its stores.
Despite what Mr. Olivera says on page six of his pre-filed testimony the thermovision
predictive diagnostic technology has not been employed to detect signs of failure on

equipment serving Publix stores. FP&L refused to do the scans stating that they simply

weren’t done on transformers that small.



10

11

12

13

14

15

16

17

18

19

Q: Have you seen FP&L records which also demonstrate that they are failing to do
engage in prudent preventive maintenance?

A: Yes. FP&L has told Publix they have a five year transformer inspection process.
Publix asked for a list showing when the transformers serving Publix stores in the FP&L
service area were inspected. FP&L produced a list, which reflects that only 1/3 of the
Publix stores had been inspected in the last three and a half years. The FP&L
document to which | refer is attached to my testimony as Exhibit PP-1.

Q: Mr. Olivera claims that FP&L is an industry leader in storm restoration. Is your
experience with FP&L consistent with that assertion?

A: No. As evidenced by the information contained in the testimony of Neils Laxdal
and Tim Fyffe filed on behalf of Publix FP&L lags behind other utilities in this area. As |
previously discussed our contact with FP&L for communications regarding outages and
restoration is with a single representative for the entirety of the FP&L service area. Mr.
Laxdal demonstrates that during Tropical Storm Gabrielle Publix experienced serious
communication and restoration problems with FP&L that were not experienced with
other utilities serving Publix stores in the area affected by the storm. When Publix was
able to speak with a customer representative FP&L was consistently wrong about the
time for restoration. Despite what Mr. Olivera says FP&L’s performance, at least with

respect to Publix, during Tropical Storm Gabrielle was poor.
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