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Q Pl ease state your nane, address, and present
occupati on.

A My name is Susan J. Fullen. M business
address is 1221 West |Idaho Street, Boise, ldaho. | am
General Manager of Customer Services and Metering for |daho
Power Conpany.

Q What is your educational background?

A In 1988 | received a Bachel or of Science in
Managenment Technol ogy from Lewi s-Clark State Col |l ege, and
in 1991 | received a Master of Business Adm nistration from
Portland State University. | amcurrently enrolled in the
Doctor of Business Adm nistration Program at the University
of Phoeni x.

Q Pl ease outline your experience with |Idaho
Power Conpany.

A In July of 1980, | began ny career with
| daho Power as a Collections Clerk in Hailey, |daho.
Shortly after that | relocated to the Southern Division

headquarters in Twin Falls and becane a Custoner Service

Representative. In 1982 | was pronoted to Custonmer Service

Supervi sor in the Boise Custoner Service Department. In

1983, | relocated back to Twin Falls and was a Custoner
FULLEN, DI 1
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Service Representative until 1985 when | was agai n pronoted
to Custonmer Service Supervisor. |In 1987 | was pronoted to
Assi stant Division Accounting Manager in the |Idaho Power
Western Division. 1n 1991 | was pronoted to the Ontario
Di strict Manager position, and in 1992 | was prompoted to
t he Sout hern Division Accounting Manager. From Novenber of
1994 t hrough August of 1995 | was assigned to work on the
Di stribution Departnent reorganization. |In Septenber of
1995, | was prompted to Manager of Energy Services of the
Eastern Region. In 1997, ny title was changed to Area
Manager of the Southern Region. 1In 1999, | was pronoted to
Customer Services Manager. |In 2002, | was pronoted to ny
current position of General Manager of Customer Services
and Metering. |In this position, | oversee the custoner
care operations, the custonmer information system the
billing processes, including nmetering, the demand-side
managenent activities, and the customer relations and
research activities. | have been active in the Edison
Electric Institute Custonmer Services Organi zation, serving
as the Chair for this conmttee in 2002.

Q VWhat is the purpose of your testinony in

t hi s proceedi ng?

FULLEN, DI 2
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A | wll describe customer service and
community relations’ devel opnents since |daho Power’s | ast
general rate case.

Q How have the Conpany’s custoner service
operations changed since the |ast general rate case?

A. The evol ution of technol ogy, inproved
processes within the Conpany, and the change in custoner
l'ifestyles have required | daho Power to inplenment a new
busi ness nodel that better serves custoners. That nodel
i ncl udes changes that are identified as: (1) a nove to
centralized customer care transactions, (2) the
installation of a new custoner information system (3)
addi ti onal paynent options, (4) 24 hours a day, 7 days a
week access to account information, (5) inproved outage
managenent and conmuni cati on systens, (6) inproved customer
service systens throughout the Conpany’s service territory,
(7) denonstrated performance of our metering and billing
systens, (8) inproved facility siting process, (9)
enhancenents to conmunity involvenment activities, (10)
addi tional custoner assistance prograns, (11) renewed focus
on demand-si de managenment programs, (12) increased use of

benchmar ki ng and performance nonitoring, and (13) conti nual
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enphasi s on custoner satisfaction neasurenments. | wl]l
el aborate on each of these changes.

Q Pl ease describe the nmove to centralized
busi ness transacti ons.

A Prior to the establishment of the Custoner
Service Center in 1994, |daho Power operated with
approximately 31 District Ofices. These offices
i ndi vidually performed custonmer service functions. Those
functions included taking and processi ng cash paynents,
wor k associated with custoner novenent, billing, credit and
col | ections, answering outage and trouble calls, and the
adm ni strative aspects of new construction. Offices
oper ated Monday through Friday from8:00 AM to 5:00 PM
with smaller offices closing at noon. The difficulties
with this type of operation at |daho Power were: (1)
limted office hours, (2) high operating expenses to
mai ntain the offices, (3) difficult and costly depl oynent
of custoner service technol ogy across 31 |ocations, (4)
mai nt ai ni ng consi stency in operations, (5) multiple phone
contacts for custoners needing to conduct business with
nore than one | daho Power district office, and (6)

inability to effectively neasure and track performance
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because of a | ack of technology to capture the data.

In order to address these issues, in 1993 |daho
Power enbarked on a transition to a nore centralized
operation beginning with the closing of the Shoshone
district office. This transition continued over several
years and has benefited our custoners in a nunber of ways.

The benefits our custoners experience fromthe new
approach include: (1) expanded full service business office
hours of 7:30 AMto 6:30 PM Monday through Friday, (2) a
si ngl e phone nunmber for custoners in the Treasure Vall ey
and a toll-free 800 nunmber for custoners outside the
Treasure Valley calling area, (3) consistency in service
and i nformation regardi ng our policies and procedures, and
(4) pronpt service with over 80 percent of our inbound
calls answered within 30 seconds.

The Custonmer Service Center enploys a well-trained
staff with specific customer service skills and uses state
of the art technol ogy. I|daho Power nonitors calls for
gquality and to provide on-going training support to
personnel. All Customer Service Representatives (CSRs)
have defined standard perfornmance expectations. A

performance managenent systemis utilized that provides
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f eedback to ensure that our customers receive superior
custonmer service.

| daho Power enpl oys bi-lingual CSRs that provide
native | anguage service to the Conpany’s Spani sh-speaki ng
custoners. Additionally, we provide an outside |anguage
line service to help Idaho Power communi cate wi th other
non- Engl i sh speaki ng custoners.

Q How has | daho Power’s Custoner |nformation
System changed since the | ast general rate case?

A. I n Novenber of 2000, the Conpany installed a
new Custoner Information System (CIS) that provides many
enhancenents for custoners as well as inproved access to
customer information for our CSRs, thus increasing our
ability to be responsive. Bill presentation has been
i nproved for easier customer understanding. The systemis
avai l abl e nearly 24 hours a day, 7 days a week, and
facilitates the use of self-service technol ogies such as
I nteractive Voice Response Units and integration with the
I nternet. Single account number and enhanced rate option
capability, integrated trouble orders, and inproved
customer relationship managenent docunentati on are now

st andar d.
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The new CI S enabl es the Conpany to conbi ne service
at nultiple locations into one bill for the customner.

Resi dential and Small General Service accounts can be
conbi ned for Budget Pay purposes. Large General Service
custoners can conbine all of their conmercial services into
one bill. One such custonmer has over 100 accounts comnbi ned
into one bill.

The new system also allows for a summary of al
services to be displayed on the first page of the bill and
for the printing of informative nessages to custoners
directly on the bill

Anot her CIS inprovenent is the ability to retain
per manent customer records. Now, when a custoner is added
to the custoner system his or her information is not
deleted if he or she noves. Should that customer |eave
| daho Power and then subsequently return to our service
territory, his or her previous history can be retrieved.

The system al so has the ability to track all
custoners having service at a specific pren ses over tine,
or to track every service any specific custoner has had on
our systemin the past. This increased availability of

information can assist in inproving our response tine in
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conmmuni cating with the custoner.

Shoul d a custoner’s bill need to be revised or
recal cul ated, the new system automatically cal cul ates and
prints a new bill, thus avoiding the manual cal cul ati ons
that were perfornmed in the past.

Al so, the new CI'S provides custoners with the
opportunity to have duplicate bills and notices sent to a
third party of their choice.

Q Pl ease descri be additional paynment options
provi ded by the Conpany.

A. | daho Power offers various paynent options
to custoners including 61 pay stations dispersed throughout
the I daho service territory, electronic funds transfer,
automati c deduction fromthe custoner’s bank account,

i nternet paynment options, paynment by mail, check by phone,
and credit card paynents.

Q How has | daho Power inproved retail custoner
access to account information?

A. | daho Power provides custoners with account
information through an Interactive Voi ce Response Unit
(I'VRU) that allows custoners to access their account

information nearly 24 hours a day, 7 days per week. The

FULLEN, DI 8
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| VRU provides custoners with the capability to make paynent
arrangenents, retrieve billing, paynent, and neter reading
information, sign up for Budget Pay, and access
conservation and usage information. |daho Power’s
t el ephone nmenu has been recogni zed by Enterprise
| ntegration Group as “above average” for both the utility
i ndustry and call center industry for overall quality,
voi ce quality, information delivery, user friendliness, and
ease of operation. Idaho Power’s tel ephone nenu scores are
shown on Exhibit 51, a one-page exhibit entitled “Idaho
Power Overall Score”.

Q Has | daho Power also inproved its outage
managenent and conmuni cation systens?

A. Yes. Ten years ago |daho Power’ s outage
managenent system was not an integrated system It
consi sted of separate dispatch centers with limted
tel ephone lines and limted use of technol ogy to convey
information. Although 24 hours a day, 7 days a week
coverage was available, it was often staffed by only one
person with nmultiple urgent activities to respond to while
keeping the electrical distribution system operational.

The ability to provide rel evant customer information was

FULLEN, DI 9
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limted until additional help arrived. |daho Power had no
systemto contact custonmers prior to a planned outage, and
very little technology to identify an outage |ocation
unl ess custoners called to tell us they were out of
service. Today, |daho Power provides 24 hour a day, 7 days
a week coverage for outage calls. The IVRU provides up to
date information for up to 144 custoners simnultaneously.
I n case of unplanned outages, the Conpany has at |east one
customer service specialist available at all tinmes (al ong
with dispatch personnel), a nonitoring systemthat notifies
t he Conpany of outages, and a state of the art outage
managenent system that identifies outages by | ocations.
Additionally, there is an outbound calling systemto inform
custoners of planned outages prior to their occurrence.

Among 75 utilities, |Idaho Power was ranked tenth in
the nation in a 2003 national survey conducted by J. D.
Powers and Associates in the outage notification category.
Exhi bit 52, a one-page exhibit entitled “Providing Outage
| nformation — Top Rated Utilities”, shows the ratings for
the top-rated utilities in this category.

Q How does | daho Power provide customer

service outside of the Custoner Service Center?

FULLEN, DI 10
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A | daho Power has operation centers throughout
the service territory to build, operate, and maintain its
transm ssion and distribution facilities. These centers
are open Monday through Friday for general business
activities primarily related to the |ines operations.

| daho Power manages its operations to respond to
enmergency situations 24 hours a day, 7 days a week, and is
staffed at designated | ocations throughout the service
territory to ensure quick response, as well as a presence
within the communities it serves.

As stated earlier, Idaho Power provides 61 pay
stations serving 37 communities throughout the Idaho
service territory to receive cash paynments. In addition
each of the operation centers has a drop box avail able for
check or noney order paynments. The operation centers also
provi de assistance to custoners (via a direct tel ephone
line to our custoner service center) for nost custoner
inquiries, and can direct custoners to the appropriate
personnel for other inquiries.

| daho Power al so has representatives staffed locally
within the regions to accommodate custoners at their hone

or busi ness. Per sonal assi stance is avail able for
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customers in all rate classes regarding billing inquiries,
energy efficiency prograns, power quality, and other

i nqui ri es best accommodated through face-to-face
comruni cati on.

Col l ection and service connection activities are
perfornmed out of the regional offices, and personnel are
avai |l abl e 24 hours a day to respond to these requests. In
addition, neter reading activities allow for personal
interaction at the custoner's prem ses. |daho Power
strives to provide information to all its enpl oyees in
order to respond to custoners’ inquiries through any of
these interactions.

Large industrial and comrercial custoners have a
dedi cated representative who actively manages their
accounts. The representative is charged with ensuring that
t hese custonmers are aware of any planned outages and
changes to their service.

Q How wel | are your nmetering and billing
systenms perform ng?

A | daho Power’s systens are perform ng very
wel |l . Even though our service territory is nore rural than

nost, the Conpany cost per nmeter read is conparable to the
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EEl average (see Exhibit 53 entitled “Cost Per Meter
Read”). The Conpany’s meter reading accuracy rate is 99.8
percent. Additionally, Idaho Power’s system estimated
nmeter reads, corrected neter reads, and neter reread
requests are mniml as indicated by Exhibit 54, entitled
“Meter Reading Quality”.

Q In addition to the direct custoner service
activities previously described, has |daho Power nade
i mprovenents in the way it interacts with the communities
it serves?

A. Yes. The Conpany has inpl emented an
i nproved facility siting process, it nmaintains an active
community relations program and provides substanti al
corporate and enpl oyee contri butions of both tinme and
noney.

Q Pl ease descri be | daho Power’s inproved
distribution and transm ssion facility siting process.

A I n 2002, |1daho Power substantially revised
its new distribution and transm ssion facility siting
process to nore actively pronote community participation
and gat her public input. The primary objectives of this

process are to devel op, publish, and share | ong range plans
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with jurisdictional authorities and customers in order to
foster an understanding of the facilities needed to neet
electricity needs, to purchase substation sites, and to
acquire transm ssion rights in advance of the need and
bef ore physical devel opment in a given area overtakes our
ability to econom cally provide necessary infrastructure.
The overall goal is to ensure that we provide the needed
infrastructure in a tinely fashion and in a manner that is
conpati ble with community needs.

Q How el se i s I daho Power involved with the
comrunities it serves?

A. | daho Power continues to work with our
communities and to encourage enployee participation in
| ocal activities. I|daho Power has five community rel ations
representatives and five comunity education
representatives dedicated to working with the communities
and schools to: (1) educate the public on energy usage,
el ectrical safety, hydroelectric relicensing, and rate-
related issues, (2) plan and nmanage growth, and (3) to
pronmote the | ocal econon es.

In addition, |daho Power contributed over $640, 000

in 2002 to community, civic, health, educational, and other
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non-profit organi zations. These contributions are nmade on
behal f of our sharehol ders and are not part of our current
rate request.

The Conpany’s enpl oyees are anpong the nost giving in
the region in both time and contributions. 1daho Power
enpl oyees, fam lies, and friends have a mmjor inpact in
volunteering with several community projects and they have
set the standard for several events. |daho Power enpl oyees
have consistently raised the nost noney per enployee for
| daho Public TV and have had the hi ghest enpl oyee
participation rate for years. Conpany enployees have
rai sed the nost noney for the American Heart Associ ation
Heart Wal k for 2002 and 2003. |[|daho Power established a
Boise citywide record in 2002 wth Rake Up Boise, a program
of the Nei ghborhood Housi ng Services, Inc., by raking 45
yards of senior citizens. |daho Power has al so provided
energy boxes to the nore than 600 hones of senior citizens
whose yards were raked. The energy boxes contained a
fl orescent |ight bulb, an energy cal cul ator and infornation
on efficient use of energy.

Conpany enpl oyees tied the record at four honmes in

2003 for nost honmes painted as part of Paint the Town, a
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program of the Nei ghborhood Housing Services, Inc., which
pai nts the homes of econom cal ly di sadvantaged seni or
citizens and di sabl ed persons. |daho Power also
participates in simlar paint projects in Pocatello and in
Mal heur County, Oregon.

I n Novenmber and Decenber, enployees participate in
“Take a Turkey to Work Day” which distributes turkeys,
hans, and other food itens to the |Idaho Food Bank and ot her
food distribution agencies throughout |daho Power’s service
area. |daho Power enployees also participate in numerous
civic and community organi zati ons, Chanmber of Comrerce
events, scouting groups, and fund raisers.

Q What has | daho Power Conpany done to assi st
| ow-i ncome customers?

A. | daho Power has actively pronmoted and
managed the collection of contributions fromcustonmers for
Proj ect Share and has nade direct corporate contributions
in the amount of $25,000 per year from 1999 through 2003 as
wel |l as an extra $100, 000 was contributed during the recent
hi gh energy cost years. |In addition, for each dollar that
is collected via customer contributions, |daho Power adds

10 percent to that ampunt for Sal vation Arny Project Share
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adm ni strative costs. Qur regul atory departnment has
informed nme that Project Share contributions are not part
of the Conpany’s rate request.

In addition to Project Share, |daho Power has spent
approxi mately $252, 000 per year for ldaho’s Low |Incone
Weat heri zati on Assistance (LIWA) program since 1989. Like
the Project Share Program these funds were al so
suppl enented during the energy crisis. LIWA expenses are
included in existing rates and continue to be included in
the current rate request. Besides its assistance to | ow-
income famlies, LIWA activities provide conservation
benefits to all customers and the Conpany.

Q Pl ease descri be the Conpany’ s efforts in the
area of conservation or demand-si de managenent (DSM since
1994.

A | daho Power has been engaged in sone form of
DSM activities since the | ast general rate case, although
t he enphasis, delivery mechanisns, and rate recovery have
changed t hroughout the decade.

In the early 1990s, deferred accounting was used for
conservation prograns and they initially appeared on the

utility’ s books as regul atory assets. Recovery of DSM
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expenditures was deferred until regulatory authorization to
begin anortizing the accumul at ed bal ances coul d be obtai ned
and appropriate rates could be put into effect.

At first, annual expenditures for energy efficiency
rose steadily from$1.9 million in 1990 to a peak of $6.9
mllion in 1994. Please see Exhibit 55 for a summary of
DSM spendi ng from 1990 to 2002. In the last half of the
decade, when it appeared that deregul ation and increased
conpetition m ght jeopardize the recovery of regulatory
assets, the Conpany, with Conm ssion approval, began
wi ndi ng down the traditional Conpany-adm nistered DSM
prograns, and instead joined the Northwest Energy
Efficiency Alliance (NEEA) to pronote regi onal market
transformati on. Annual expenditures for energy efficiency
activities declined to $1.6 m|lion by 2000.

However, then cane the California energy crisis that
had dramatic ripple effects throughout the west including
extraordinarily high whol esale market prices in 2000 and
2001. One of the reactions to these high energy prices was
a renewed focus on DSM activities. In 2002, the Conpany,
wi th Commi ssion approval, established the Energy Efficiency

Advi sory Group (EEAG and inplenmented the Energy Efficiency
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Ri der that exists today. The rider is Schedule 91 of the
Conpany’s ldaho Tariffs.

Since 2002, in addition to its continued
participation in the NEEA, the Conpany has worked cl osely
with the EEAG in reestablishing a broader portfolio of DSM
activities at |Idaho Power. Material progress has been
made. The Conpact Fluorescent Lighting (CFL) and the
Energy Star room air-conditioning pilot program have been
successfully conpl eted. Ongoing energy efficiency prograns
for residential custonmers includes the air-conditioner
cycling pilot program Bonneville Power Adm nistration
(BPA) CFL packets, BPA Energy Check-ups, and BPA Super Good
Cent s/ Energy Star manufactured homes incentives. 1daho
Power’ s ongoi ng conmercial prograns are the school building
operator training initiative conducted in partnership with
the Northwest Building Operators Association and Air Care
Pl us Program which is a Heating, Ventilating, and Air
Condi tioning Efficiency Program W are currently
i npl ementing new prograns for irrigation efficiency and for
i ndustrial efficiency. Additionally, we have a new
residential construction program a new conmnercial program

for both existing and new construction, and a BPA program
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for nulti-famly construction in the planning stages.

Q What is the purpose of the Northwest Energy
Efficiency Alliance and how does it benefit |daho Power
customers?

A | daho Power was one of the founders of the
NEEA and has been a funder and an active participant since
it's inception in 1997. NEEA' s mission is to catalyze the
Nort hwest marketplace to enbrace energy efficient products
and services. This mssion is acconplished through a
portfolio of projects that works to generate financi al
return for consunmers in the region by encouraging the
acceptance of energy-efficient products and services in the
mar ket pl ace. This acceptance, in turn, will transform
markets in the region so that consuners purchase these
products as a nornmal part of their buying habits.

The primary benefit to |daho Power custoners is |ow
cost electricity savings. |In 2002 al one, the NEEA has
saved 45 average negawatts (aMAN in the region at a cost of
about a penny per kilowatt-hour. NEEA estimates that |daho
Power custoners have saved about 3 aMWNof this energy. The
savi ngs have come about through the availability of nore

energy-efficient products in |Idaho stores, through the
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adoption of newer efficient technol ogi es and through
educati on of custoners on the ways to be nore efficient.

The follow ng are exanples of benefits provided to
our custonmers over the past year facilitated by the
coordi nati on between NEEA-supported projects and | daho
Power .

1. Conpact fluorescent |ight bulb sales from
t he coupon pronotion with local retailers totaled 42,642
(as of February 2003). W expect approximtely 2.8 mllion
kil owatt-hours saved each year for utility custoners.

2. The year 2002 closed with a market
penetration of ENERGY STAR cl ot hes washers of 27.52 percent
in the state of Idaho, up from 11.47 percent during first
quarter 2001.

3. I n November 2002, the Northwest Buil ding
Operators Associ ation |aunched a Level 1 training series
for Building Operator Certification in partnership with
| daho Power. As a result, 27 school operators were
certified from 25 school districts within the |Idaho Power
service territory. The estimted savings fromthese 25
school districts is 750,000 kil owatt-hours annually.

4. One NEEA neasure, ternmed “conmi ssioning”, is
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the act of providing docunented confirmation that buil ding
systenms function in conpliance with design criterion. By
i ncorporating comm ssioning into the construction of the
Ada County Courthouse project in downtown Boise, the
project is expected to use 20-30 percent |ess energy than
if it had nmoved ahead wi thout comm ssioning. The neasure
is saving about 460,000 kil owatt-hours per year at the
340, 000 square-foot building.

5. The 2000 International Energy Code, which
i ncludes the International Energy Conservati on Code, was
adopted in the state of Idaho in March 2002. NEEA
contributed to this process through funding of |iaison
work, city and county education, and training for
architects, engineers, and inspectors. Estimated
additional costs to the residential sector will be $12.5
mllion, with a return-on-investment of $20.5 mllion in
energy savings. On the non-residential side, the
additional cost of $713,000 will result in $4.3 mllionin
ener gy savi ngs.

6. Whodgrain MIlwork, with plants in Fruitland
and Nanpa, has | aunched a conplete notor inventory of their

nore than 500 notors and replaced some with energy
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efficient nodels. The replacenent of just one 250

hor sepower notor with a higher efficiency nodel has
resulted in an annual electric savings of $600 a year for
t he conpany. The potential savings of upgrading the
efficiency of the 500 notors as they fail is $300,000 a
year.

7. Henggel er Packagi ng in Fruitland, Henningsen
in Twn Falls, and Idacold Storage in Nanpa are savi ng over
a mllion kilowatt-hours a year because of variable
frequency drive installations in their fruit and cold
storage facilities. That translates to about $50, 000
annual ly for these conpani es.

8. The city of Emmett, |daho is saving over
$37,000 a year in net operations costs at its wastewater
treat ment plant because of efficiency inmprovenents
instituted there by BacGen.

| daho al so benefits fromthe NEEA s research into
new i nnovati ve products and services. In addition, the
NEEA brings together regional energy efficiency players in
a coll aborative effort so that ideas and nethods can be
shared. The NEEA provides a background and structure for

| daho Power to inplenment |ocal delivery progranms so that
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| daho Power can bring DSM progranms to custonmers faster and
| argely devel oped.

| daho Power continues to actively participate on the
NEEA Board and will be evaluating continued participation
once the present termexpires in 2004.

Q | s 1daho Power participating in other
conservation activities?

A. The Conpany has participated in Bonneville
Power Adm ni stration’s Conservation and Renewabl es Di scount
since 2001. This programw || depl oy $525,600 annually for
prograns targeted to Idaho | owincone residential custoners

t hr ough 2006.

Q How does DSMfit into the Conpany’s planning
process?
A. The Conpany has submitted its 2002

| nt egrated Resource Plan (IRP) that identifies demand-side
resources as a part of the overall resource portfolio. The
2002 I RP viewed demand-side activities as an alternative to
hel p address future system deficiencies. At the sane tine,
t he docunent cautioned that conservation and demand-si de
nmeasures nust be carefully targeted to cost-effectively

address the projected deficits due to the nature and timng
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of the projected peak deficits and transm ssion overl oads.
| daho Power is actively engaged in the devel opnent
of its 2004 IRP. It is ny understanding, from discussions
with M. Gale and M. Said, that this 2004 process wil |
pl ace a greater enphasis on a nore coll aborative approach
t han has been the case in recent IRP efforts. The process
change is driven by the changi ng energy environnent and by
Comm ssion direction. It is also ny understanding that DSM
activities will be evaluated and integrated with supply-
side activities in the 2004 IRP

Q What is |Idaho Power Conpany’s corporate
position with respect to conservation or DSM?

A. In Iight of the changes in our industry, and
the political, and regul atory | andscape, |daho Power has
devel oped a new policy direction for demand-side
managenent. This policy focuses on four core values: (1)
custonmer efficiency and satisfaction, (2) resource planning
and acquisition, (3) environnental ethics and stewardship,
and (4) responsibility to all stakeholders. |daho Power
wi ||l pursue a bal anced approach to DSM program sel ecti on
that reflects these four core val ues.

Q s the Conpany truly committed to pursuing
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t hat goal ?

A. Yes. | have fully reviewed our DSM
activities and plans with seni or managenent and have the
conpl ete support of M. Keen and the rest of the |Idaho
Power’ s executive management team

Q Does | daho Power conduct benchmarking with
other utilities and measure its custoner service
perf or mance?

A. Yes. |ldaho Power actively nmonitors its
Cust oner Service Key Performance to ensure that excellent
custonmer service is provided. One key perfornmance
indicator is “Automated Call Distribution” Service Level.
Exhi bit 56 shows | daho Power’s performance in this area.
Exhibit 57 is a “Call Handl e Tinme Conparison” between |daho
Power and the 2002 average of EEI-surveyed conpani es.
Exhibit 58, entitled “Call Volunme”, is a breakdown of the
nunmber of calls handl ed by the custonmer service interactive
voi ce response (CSIVR) unit, the outage interactive voice
response (Qutage IVR) unit, and customer service
representatives calls (CSR calls).

The custoner care operation also benchmarks with

peer utilities by utilizing the Edison Electric Institute’s
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Dat aSour ce Tool, which provides operating data from 63
energy conpani es across the nation. This data indicates
that the Conpany perfornms at a | evel conparable with or
above our peers. A conprehensive breakdown of all of |daho
Power’ s benchmark statistics, that indicate how t he Conpany
perforns in the areas of custoner calls and billing and
payment statistics, is included in my workpapers.

Q Does | daho Power survey its custoners for
| evel s of custoner satisfaction and, if so, what are the
results of those surveys?

A. Yes, it does. Idaho Power relies primarily
on two studies for custoner satisfaction neasurenent.
| daho Power has contracted with Burke Customer Satisfaction
Associ ates (CSA) to conduct quarterly custoner relationship
surveys since 1995. In addition to the Burke CSA surveys,
| daho Power acquires the results of the annual J.D. Powers
and Associates Electric Uility Residential Custoner
Satisfaction Study. The J.D. Powers and Associ ates study
is used primarily as a benchmark to other electric
utilities.

During the 2000-2001 energy crisis, |Idaho Power’s

satisfaction |evels dropped in tandemwi th those of other
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western utilities. Upon inplenentation of the Conpany’s
new busi ness nodel, |daho Power began to experience
i nproved custoner satisfaction ratings fromall custoner
segnents. |daho Power’s custoner satisfaction has steadily
i nproved since 2001 and | daho Power is hoping to exceed
pre-energy crisis satisfaction |evels.

| daho Power’ s prinmary neasure for custoner
satisfaction in the Burke CSA surveys is the Custoner
Rel ati onship Index (CRI). The CRI enconpasses responses
fromall custoner segnents to five questions related to
overall satisfaction, overall quality, overall val ue,
i kelihood to recommend, and |daho Power’s caring. Burke
CSA’s nost recent survey results show | daho Power’s CRI at
82 percent which indicates a higher |evel of satisfaction
than at any other tinme since Burke CSA has been conducting
surveys for Idaho Power. According to this report, not
only has | daho Power inproved its customer satisfaction
| evel in every custoner segnent, but |daho Power is also
approachi ng customer satisfaction |levels of what Burke CSA
considers a “Superior Performng Firnmt. See Exhibit 59,
whi ch includes a “Sunmary of Overall Measures and Custoner

Rel ati onshi p I ndex for Idaho Power” and “Strength of
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Cust oner Satisfaction”.

In addition to the Burke CSA studies, J.D. Powers
and Associ ates al so surveys |Idaho Power custoners in its
annual Electric Utility Residential Custoner Satisfaction
Study. In 1999, Idaho Power was ranked second in the
nation and tied for first in the western region in the J.D.
Powers and Associ ates’ custoner satisfaction study. In the
2002 study, |daho Power was reclassified as a nedi um sized
utility along with eighteen other utilities that have
bet ween 250, 000 and 400, 000 residential custoners. The
2003 survey results indicate that |I1daho Power rated eighth
in the nation in the nmediumsized utility group and was
first among northwest utilities. (See Exhibit 60). The
2003 J.D. Powers and Associ ates study shows | daho Power
providing significantly high | evels of custoner
satisfaction in the areas of Custoner Service, Billing and
Payment Options, Power Quality and Reliability (especially
regardi ng keeping custoners infornmed about an outage),
Conmpany | mage, and Price and Val ue. |daho Power is pleased
with our current custoner satisfaction performnce and
remains committed to providing superior service to our

custoners.
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1 Q Does this conclude your direct testinony in
2 this case?

3 A. Yes, it does.

FULLEN, DI 30
| daho Power Conpany



	Cover Letter
	Case No. IPC-E-03-13-A (Interim Rate Relief)
	Application
	Application
	Attachment A
	Attachment B

	J. LaMont Keen
	Direct Testimony
	Exhibit No. A-1
	Exhibit No. A-2
	Exhibit No. A-3
	Exhibit No. A-4

	John R. Gale
	Direct Testimony
	Exhibit No. A-5
	Exhibit No. A-6
	Exhibit No. A-7


	Case No. IPC-E-03-13 (General Rate Case)
	Application
	Application
	Attachment 1
	Attachment 2
	Attachment 3

	J. LaMont Keen
	Direct Testimony
	Exhibit No. 1
	Exhibit No. 2
	Exhibit No. 3
	Exhibit No. 4

	William E. Avera
	Direct Testimony
	Exhibit No. 5
	Exhibit No. 6
	Exhibit No. 7
	Exhibit No. 8
	Exhibit No. 9
	Exhibit No. 10
	Exhibit No. 11
	Workpapers

	Dennis C. Gribble
	Direct Testimony
	Exhibit No. 12
	Exhibit No. 13
	Exhibit No. 14
	Exhibit No. 15
	Workpapers

	Lori Smith
	Direct Testimony
	Exhibit No. 16
	Exhibit No. 17
	Exhibit No. 18
	Exhibit No. 19
	Exhibit No. 20
	Workpapers

	Phil A. Obenchain
	Direct Testimony
	Exhibit No. 21
	Exhibit No. 22
	Exhibit No. 23
	Exhibit No. 24
	Exhibit No. 25
	Exhibit No. 26
	Exhibit No. 27
	Exhibit No. 28
	Exhibit No. 29
	Exhibit No. 30
	Exhibit No. 31
	Workpapers

	Gregory W. Said
	Direct Testimony
	Exhibit No. 32
	Exhibit No. 33
	Exhibit No. 34
	Exhibit No. 35
	Exhibit No. 36
	Workpapers

	Maggie Brilz
	Direct Testimony
	Exhibit No. 37
	Exhibit No. 38
	Exhibit No. 39
	Exhibit No. 40
	Exhibit No. 41
	Exhibit No. 42
	Exhibit No. 43
	Exhibit No. 44
	Exhibit No. 45
	Exhibit No. 46
	Exhibit No. 47
	Exhibit No. 48
	Exhibit No. 49
	Workpapers

	Theresa Drake
	Direct Testimony
	Exhibit No. 50

	Susan J. Fullen
	Direct Testimony
	Exhibit No. 51
	Exhibit No. 52
	Exhibit No. 53
	Exhibit No. 54
	Exhibit No. 55
	Exhibit No. 56
	Exhibit No. 57
	Exhibit No. 58
	Exhibit No. 59
	Exhibit No. 60
	Workpapers

	John R. Gale
	Direct Testimony
	Exhibit No. 61





