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1 (9:09 am.) 1 been there since July of 2014. My
2 CHAIRMAN: 2 responsibilities as customer service manager
3 Q. Good morning. | understand there are no 3 are the call centre, the billing, which
4 preliminary matters, Madam? 4 includes the residential billing, commercial
5 MS. GLYNN: 5 billing and industrial billing. I'm aso
6 Q.No, Mr. Chair. 6 responsible for the meter readersin our rural
7 CHAIRMAN: 7 areas that read meters. | also am responsible
8 Q. Sowe'reover to Newfoundland Hydro. Areyou 8 for the meter shop and what that does, it
9 leading off, sir? 9 makes sure they configure meters, but also
10 MR. CASS: 10 make sure the meters we havein the field are
11 Q. Yes, indeed, Mr. Chair. We have the Customer 11 actually recording properly, governed through
12 Service witness panel here ready to be sworn. 12 measurement counter. And the other area that
13 For the record, they are Tony Lye, Dawn Dalley 13 I’m responsible for is the technical support
14 and Barry Brophy. 14 team. We have anumber of individuals that
15 CHAIRMAN: 15 look after technical requests from customers
16 Q. Okay. Areyou folks going to use the Bible or 16 if they need like contributions inaid of
17 areyou just going to swear? 17 construction, we refer to it asclAC. They'd
18 MS. DALLEY: 18 look after damage claimsand someof that
19  A. Affirmed. 19 area.
20 CHAIRMAN: 20 | report into the corporate relations, to
21 Q. Affirmed. Youwant to -- everybody wanttobe |21 Dawn Dadley, and as a part of Dawn's
22 affirmed. 22 organization.
23 MS.DALLEY: 23 | have a strong background in technology
24 A.It'suptoyou guys. 24 and customer service that | devel oped through
25 MR.LYE: 25 previous roles. | worked for a large
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1 A Bibleisfine. 1 insurance company where | was responsible for
2 MR. BROPHY: 2 -- | wasadirector of IT infrastructure for
3 A.TheBibleisfine. 3 Canada. Before that, | worked with Government
4 CHAIRMAN: 4 of Newfoundland, one of their agencies, where
5 Q.Okay. Sol’ll start with Mr. Lye, | guess, on 5 | was responsible for enterprise architecture,
6 my -- isthat correct? Lye, yes. I’m sorry, 6 and prior to that, with the same, with the
7 on my left. 7 Government, | was responsible for building a
8 MR. ANTHONY LYE, SWORN 8 customer call centre, an internal help desk
9 CHAIRMAN: 9 with Government, and | worked with atel co,
10 Q. Andnext| have Ms. Dalley. 10 an Atlantic Canadian tel co for a number of
11 MS. DAWN DALLEY, AFFIRMED 11 years where | had a number of senior
12 CHAIRMAN: 12 leadership positions.
13 Q. Andfinally, Mr. Brophy, sir. 13 | have alot of experience in developing
14 MR. BARRY BROPHY, SWORN 14 and executing on customer strategy, developing
15 CHAIRMAN: 15 road maps in customer service and this
16 Q. Your pand, sir. 16 knowledgethat I've developed I'musing to
17 EXAMINATION-IN-CHIEF BY MR. FREDERICK CASS 17 help further executethe service that we
18 MR. CASS: 18 deliver to our customers for Hydro.
19 Q. Thank you. Mr. Lye, starting with you, 19 MR.CASS:
20 please, could you confirm your position and 20 Q.And Ms. Dalley, canyou aso please confirm
21 provide a summary of your background and work |21 your position and summarize your background
22 experience for the Board? 22 and work experience?
23 MR.LYE: 23 MS. DALLEY:
24 A.Yes, certainly. My nameisTony Lye. I’'m the 24 A.Sure. It'sDawn Dalley and I'mthe Vice-
25 customer service manager with Hydro. 1've 25 President of Corporate Relations and Customer
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1 Service. | started working with Hydro in 2003 1 Newfoundland and Labrador. | wasalso the
2 as manager of corporate communications. 2 customer service manager from 2011 to 2014 and
3 JOHNSON, Q.C.: 3 in my current position now as energy
4 Q.| can't hear the witness. 4 efficiency manager since July of 2014.
5 MS. GLYNN: 5 (9:15am.)
6 Q. Ms. Dalley, you're going to have to speak up. 6 MR.CASS:
7 MS.DALLEY: 7 Q. Thank you. Ms. Dalley, canyou confirm for
8 A.Sorry. | think we went through this before. 8 us, please, thearea of evidencethat this
9 It'svery familiar. My nameisDawn Dalley. 9 panel isresponsible for?
10 I’m the Vice-President of Corporate Relations 10 MS. DALLEY:
11 and Customer Service. | started with Hydro in 11 A Thispand isresponsible for the evidence
12 2003 as the manager of corporate 12 related to customer service, conservation and
13 communications. My present role was developed |13 demand management and corporate relations.
14 in 2011, so | took that role then. Hasfour 14 MR. CASS:
15 primary areas of responsibility: customer 15 Q. Thank you. Anddo you adopt the written
16 service, which Tony just spoke to; 16 evidence in those areas?
17 conservation and demand management, which |17 MS. DALLEY:
18 Barry will speak to in asecond, so I'll leave 18 A.ldo.
19 that to him. Two other key areas are 19 MR.CASS:
20 corporate communication within Hydro and all 20 Q. Canyoutel usplease what Hydro' s focus has
21 the Nalcor companies, and shareholder and 21 been with respect to customer service over the
22 government relations, which is a Nalcor 22 past few years?
23 function. 23 MS. DALLEY:
24 My background, education wisel havea 24 A. Certainly. The primary focus | guessfor the
25 Bachelor of Public Relations and Master of 25 past threeor four yearshas really been
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1 Business Administration. 1 around, to some degree, recovering our
2 MR.CASS: 2 relationship with customers. We saw that our
3 Q. And Mr. Brophy, same question for you, please, 3 customer satisfaction scores had been
4 sir, if you could tell us about your position, 4 declining over anumber of years, so we took
5 your background and your work experience? 5 stepsto, | guess, step back from that and
6 MR. BROPHY: 6 examine why that wasthe case and determine
7 A.My nameis Barry Brophy. I'mthe energy 7 what we -- what strategies we could put into
8 efficiency manager at Newfoundland and 8 placeto curb that and turnit around. So
9 Labrador Hydro. | have a diploma of 9 that’ s really been our focus since 2012.
10 electronic technology from the College of 10 We conducted additional research ontop
11 Trades and Technology and subsequent to that, 11 of our customer survey, which we at the time
12 aBachelor of Technology from MUN. 12 were doing annualy. | understand that’s been
13 I’ve been with Hydro for morethan 33 13 asource of discussion at the hearing and you
14 yearsnow, started in 1982 at the Holyrood 14 know, we can speak to that more later, but we
15 thermal plant as an instrumentation 15 did some other research, focus groups and
16 technologist. | held that position for five 16 looked at, | guess, industry wide what other
17 years and transferred to Hydro’ s head office 17 companies were doing inthisregard, and we
18 asa technologist with the customer service 18 put inplace a strategy over a five-year
19 department, where | spent the next 18 years. 19 period right now toimplement aseries of
20 | was then moved to the position of customer 20 initiatives which we hopewill help us, |
21 communications and support services supervisor |21 guess, provide better service to our
22 and subsequently to the position of internal 22 customers.
23 energy efficiency advisor, where | was 23 We' vegot anumber of initiatives that
24 responsible for supporting energy efficiency 24 areincluded inthat. Some again which have
25 improvements at Hydro’ s facilities throughout 25 been discussed here at the hearing, but we've
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1 got an account management framework which 1 services?
2 we've developed this year for our large 2 MS.DALLEY:
3 account customers, both commercia -- large 3 A Absolutely, and Barry will again speak more to
4 commercia accounts, as well as our industrial 4 this, but you know, we focusin really four
5 customers. We're doing some work on, | guess, 5 main areas when it comes to our CDM
6 revisiting, revising our AMR strategy and 6 programming. Thefirst oneand realy the
7 approach to seeif there’'s away for usto 7 primary one is our partnership with
8 conduct a more efficient and effective 8 Newfoundland Power through the -- under the
9 implementation. 9 Take Charge umbrella. So we work closely with
10 Wealso haveputin anumber -- under 10 them. That primarily targets the Island
11 Tony’ s group, a number of initiatives around, 11 Interconnected customers, so we share
12 you know, key performance indicators within 12 programs, we share the evaluations and
13 the call centreitself, which we' ve had some 13 naturally we assist with, you know, both data
14 success with thisyear particularly. We've 14 to inform the programs, but also data when it
15 seen a record low account disconnects, | 15 comes to results, you know, what we' re seeing
16 guess, on customer accounts because new 16 in our communities, you know, added to what
17 processes we put in place to that end, and we 17 Newfoundland Power is seeing in their
18 also now have over 5,000 customers transferred 18 communities. So we' ve seen success on our end
19 over to our e-billing initiative asaresult 19 to that note over the past number of years.
20 of very focused initiatives in the call centre 20 We' ve saved about 34 gigawatt hours of energy
21 to bring customers over to e-billing. So you 21 through those programs.
22 know, that’s a situation where you would see a 22 The second focus for that group would be
23 win-win for customersand for us because 23 Hydro's own customers, our retail customers.
24 there's a cost savings that goes with 24 So we have programs that we' ve implemented in
25 transferring customersto e-billing, but you 25 our service territories because of generally
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1 know, the feedback that you see in the 1 the unique nature of our service territories,
2 industry isthat customers also want that kind 2 we're able to implement different programs.
3 of service where they can check their bills on 3 So we' ve taken afocus over the last number of
4 mobile devices and those sorts of things. 4 years, particularly in our Isolated Diesel
5 And another initiative, and I'll leave it 5 communities, to do what | would say are very
6 at this because we'll talk more about it, I'm 6 customized programs that target those areas
7 sure, but we're in the process of finalizing 7 because they’ re high cost service territories.
8 the implementation of a new customer hilling 8 Sowe're ableto do different and somewhat
9 portal through -- caled Smart Utility 9 innovative programsand pilot themin our
10 Systems, which allowsthe customer to have 10 service territories. We do take a very
11 really, you know, very good bill presentation 11 focused and measurement -- measured approach
12 on mobile devicesto check their account 12 to those programs. So we' ve seen success and
13 balances, et cetera. What happens typically 13 have savings over the last number of years of
14 when you provide that level of service to 14 four gigawatt hours through what we would say
15 customers, of course, is they’re more 15 are isolated programs in those diesel
16 satisfied because that's how a lot of 16 communities.
17 customerswant to actually deal with their 17 The third area, over the last number of
18 utility, soit’s another way that they can, 18 years, we've had industrial programs
19 you know, have that transaction with us. But 19 specifically targeting our industrial
20 it's also atransaction that does come through 20 customers. That’s been a program that -- and
21 the call centre, soit’'smore efficient for 21 not unlike other jurisdictions, we've got a
22 the utility aswell. 22 very smal -- waell, unlike other
23 MR. CASS: 23 jurisdictions, we have a small industrial
24 Q.Canyou alsopleasetell usa little about 24 base. So we've seen some ebbs and flows with
25 what Hydro is doing with its cDM programs and 25 that program. We had adedicated resource
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1 over anumber of yearswhich worked closely 1 aswell. Wewould seea lot in our isolated
2 with the industrial customers trying to 2 communities, because again, that’s a high cost
3 identify programs, conducting auditsin the 3 area, so the economics are very, very sound.
4 field, to see what initiatives we could put in 4 We' veimplemented anumber of lighting and
5 place to help with their energy savings. 5 control projectsin those areas, as well as
6 We did secure, | believe, three projects 6 waste heat programsin our diesel communities.
7 with Corner Brook Pulp and Paper which are 7 So overall, we' ve seen some very significant
8 very successful with a total savings of 22 8 savings across our CDM portfolio over the last
9 gigawatt hours. Asyou can appreciate, that’s 9 number of years.
10 asignificant savings compared to, you know, 10 MR. CASS:
11 some of the retail programs. So it'sa-- you 11 Q. Thank you, Ms. Dalley. Mr. Lye, what approach
12 know, when you're able to secure a large 12 has Hydro taken to enhance customer service
13 projectin afacility likethat, it has a 13 for its customers?
14 tendency to have very good results. 14 MR.LYE:
15 So we're very pleased with that, but we 15 A. Thecustomer service department, what | did
16 also, you know, questioned the level of take 16 was, you know, working with Dawn and others,
17 up, I guess, and were the structure of our 17 iswe drafted a customer service strategy that
18 programs appropriate, was there anything else 18 we filed with the Board in September of 2014.
19 we could do for customers to help them achieve 19 In that, one of the keys in there -- there's
20 savings. So we did take a step back a couple 20 really four questions that was asked in that
21 of years ago and evaluated the program, |ooked 21 strategy is, you know: where are we today;
22 at it to see, you know, werewe taking the 22 where do wewant to go; and how do we get
23 right approach, considering our small customer 23 there; and how do we know when we get there.
24 base. Was there anything different we needed 24 So using that as amodel for our strategy, we
25 to do with respect to the program structure, 25 outlined a framework for the next three to
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1 how it was being offered, our interfaces with 1 five yearsto get us there and we identified a
2 customers. So we did some -- to some degree, 2 bunch of initiatives that would get usthere
3 like a corporate soul searching on that and 3 over the next few years.
4 had some external folks comeinand help us 4 Ms. Dalley talked about the -- we decided
5 and talk to the customers and get some 5 what we would do is we would work with the
6 feedback for us. So we've made some 6 customer first and work back. So we would --
7 adjustments and the programs arestill in 7 customers today, they expect to be able to do
8 place and we have some programs, | guess, in 8 thingson their time, you know, 7/24, after
9 the hopper now which we're advancing. So you 9 hours. So in order to do that, we need to
10 know, we're very pleased right now with the 10 make sure we have the right technology so they
11 results on that, but we certainly look forward 11 can do self-service. So we said we would work
12 to doing more programs with our industrial 12 that way first and Ms. Dalley mentioned the
13 customers. 13 project that’s ongoing that we'll implement
14 The fourth areawould be really internal 14 before year end and that will alow the
15 energy efficiency and energy conservation 15 customer to, you know, view their hilling,
16 within our own facilities acrossthe Hydro 16 view their usage. They can get a link
17 network. So we provide basically consultation 17 directly to the energy efficiency. They can
18 and guidance to our operations staff across 18 sign up for notifications, thosetypes of
19 the Hydro network and we' ve seen -- you know, 19 things. So whenwe get that straightened
20 we'vedonea lot of, | would say, education 20 away, what we will do then iswe will work on
21 and awareness work, but we've aso done some 21 our back end because there's lots of process
22 program consultations with them. So we've 22 development. We areworking on process now,
23 implemented a number of projects. | believe 23 but there’s more process, more technology we
24 we're just over closing inon almost ten 24 need to do. So we look at the customer first.
25 gigawatt hours of savings across our network 25 What we also did was you can’t execute a
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1 strategy based on somebody answering the phone | 1 without adding any, you know, head count to
2 in the call centre and saying that’s customer 2 our organization, you know, looking at the
3 service. Customer service needs to be an 3 best way to do that.
4 organization wide initiative. In other words, 4 And the framework that we have in place,
5 everybody inthe organization needsto be 5 | think it’s very positive and we're looking
6 responsible for customer service. So what we 6 to implement that at the beginning of --in
7 did was we developed a customer service 7 2016. Some of those things, like they take a
8 advisory group and there’sateam of senior 8 whileto do, towork yourself through it,
9 leaders that are spread throughout the 9 because you want to make sure that you get it
10 organization. We'll have people from 10 right. So, and | know that it's something
11 transmission rural operations, rates and 11 that our industrial customers and our bigger
12 regulatory, corporate communications, and 12 commercia customers are asking for and it’s
13 other areas of the business, system planning, 13 something that we want to do and we want to do
14 energy efficiency, and we'll take those 14 it right, so that’s probably why we' re taking
15 leaderstogether and they will be the ones 15 our time to get there. But that’s what we're
16 that will champion the execution of the 16 going to do to address our key and our
17 customer service strategy. 17 industrial customers.
18 And on a day-to-day basis is that 18 MR. CASS:
19 customer serviceisreally transactional and 19 Q. Mr. Brophy, can you please comment on the
20 so we haveto prioritize what we' re doing and 20 issuesraised by the Nunatsiavut Government
21 you know, this year, we' ve made a number of 21 regarding Hydro' s energy efficiency programs?
22 accomplishments which we can talk about a 22 MR. BROPHY:
23 little later. But, you know, when you have 23 A.Yes. The Nunatsiavut Government expressed
24 somebody who needsto read a meter and you got |24 that energy conservation and efficiency should
25 somebody who needs to get a bill out and 25 bea primary focus of Hydro and asks what
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1 somebody who needs to answer the phone, the 1 efforts that Hydro have undertaken on energy
2 strategy, you need to prioritize to make sure 2 conservation and efficiency for Nunatsiavut
3 you' re doing the important things first. 3 residents. We certainly agree that
4 So that’ s the approach that we have taken 4 conservation, energy conservation isimportant
5 around customer service, with the support of 5 and itisafocusfor us.
6 othersin the organization. 6 In 2012, Hydro initiated the Isolated
7 MR. CASS: 7 Community Energy Efficiency Program that
8 Q. And how do you plan to improve service for key 8 specifically targets residential and business
9 customers, such asindustrial customers? 9 customers and isolated diesel areas. The
10 MR.LYE: 10 objective of the program is to provide
11  A. That'saredly good question, and again, Ms. 1 outreach, education and energy efficiency
12 Dalley touched onthat. It doesn't matter 12 productsto our customersin over 40 remote
13 what size our organization is. Our 13 diesel communities on the idand and
14 organization, we serve 38,000 customers, but 14 throughout Labrador. The program focuses on
15 all customers want to be important, and | 15 the communities and building awareness, which
16 think it's very important that, especially our 16 involves hiring and training loca
17 key customers, that they have asingle point 17 representatives to promote the program and to
18 of contact when they have any Hydro related 18 install products for customers. From 2012 to
19 issue. Also, weneed to build relationships 19 2014, we've reached 83 percent of our
20 with our key customers. So what we did was we 20 customersin our isolated communities. This
21 developed an account management framework and 21 is dso consistent with the level of
22 in that framework, you know, it looks like how 22 participation specifically to the Nunatsiavut
23 we communicate with our key customers and how 23 communitiesaswell. We'veaso reached 83
24 we set up that single point of contact. Right 24 percent of the customers in those communities.
25 now, we are looking at how we staff that 25 Hydro aso has a business efficiency
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1 program that is specifically for business 1 Community Program, as well aswork with our
2 customersin our isolated diesel communities 2 commercial customersto encourage projects
3 and since the program was initiated in 2012, 3 under the Isolated Systems Business Efficiency
4 we have actualy visited 58 customer 4 Program. Since the program wasinitiated in
5 facilitiesto do high level audits and speak 5 2012, again like | said, we've visited 58 of
6 with customers and that would be our own staff 6 those customers ourselves, and in addition to
7 would that, and 28 of those were -- 28 of the 7 the customer programs, we continueto make
8 58 were actually Nunatsiavut Government 8 energy efficiency improvements at Hydro's own
9 communities. 9 facilities through our internal energy
10 MR. CASS: 10 efficiency work. We work closely with our
11 Q. Canyou please summarize Hydro’s effortsto 11 operations divisions, our planning division
12 increase participation of Industrial Customers 12 and our engineering group to identify and
13 in energy efficiency programs? 13 support energy efficiency improvements.
14 MR. BROPHY: 14 Particularly in our diesel plants, you know,
15 A.Yes. We'vebeen communicating by telephone |15 we're doing afair amount of lighting upgrade
16 and through email with our Industrial 16 work and capturing waste heat, those type of
17 Customers and visiting their facilities when 17 things.
18 prior arrangements can be made, and in the 18 MR. CASS:
19 past years, we have visited with each of the 19 Q. That'sthe examination-in-chief of the Pandl,
20 Industrial Customers to explain and promote 20 Mr. Chair. Thank you.
21 the Industrial Energy Efficiency Program. And 21 CHAIRMAN:
22 also in past years, we' ve had -- we' ve funded 22 Q. Sosdir, | think we're over to you.
23 external consultants to complete high level 23 CROSS-EXAMINATION BY MR. LIAM O'BRIEN
24 energy auditsfor our Industrial Customer 24 MR. O'BRIEN:
25 facilities and we' ve circled back with those 25 Q. Thank you, Mr. Chair. Good morning, folks.
Page 22 Page 24
1 Industrial Customers too with the consultants 1 MS.DALLEY:
2 who performed the audit to review the results 2 A. Good morning.
3 of those audits. 3 MR. O'BRIEN:
4 | know in 2015, we've asked our 4 Q. Thank youfor that background. Actualy it
5 Industrial Customers to complete a survey that 5 covers off some of the background questions |
6 will help us for our future programming and 6 had for each of you. | think what | would
7 al customers did respond to that survey. And 7 liketo do, if we could pull up PUB-NLH-138?
8 again, as Dawn had mentioned, in 2014, Corner 8 | just want to make sure we got an up-to-date
9 Brook Pulp and Paper completed three projects 9 org chart showing each of youonit and if
10 to improve efficiencies with its thermal 10 there' s been any changes. So it’s page three
11 mechanical pulp process and we visited -- we 11 of Attachment 1, PUB-NLH-138. | think this
12 have visited Corner Brook Pulp and Paper’s 12 capturesall three positions here. That's
13 site on a number of occasions and communicated |13 you, Ms. Dalley, there up top.
14 with the staff there. And we're also 14 MS. DALLEY:
15 presently working with and visiting with 1oc 15 A.Yes
16 on potential projectswith that customer as 16 MR. O’'BRIEN:
17 well. 17 Q. Customer service manager, that's Mr. Lye
18 (9:30am.) 18 there. Isthat correct?
19 MR. CASS: 19 MR.LYE:
20 Q. How does Hydro use energy efficiency programs |20  A. That's correct.
21 asit seeksto limit the growth of therural 21 MR. O'BRIEN:
22 deficit? 22 Q. And over ontheright-hand side, that’s you,
23 MR. BROPHY: 23 Mr. Brophy? Isthat right?
24 A.Wdl, we certainly promote our customer 24 MR.BROPHY:
25 programs and particularly the Isolated Systems 25 A.That'sright.
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1 MR. O'BRIEN: 1 A.No, | report directly to Dawn and | service
2 Q. Okay. Is thatorg chart, does it look 2 Newfoundland and Labrador Hydro.

3 accurateto you folksor is there something 3 MR. O'BRIEN:

4 that has been changed since then? Just have a 4 Q. Okay. And how about you, Mr. Brophy?

5 quick look. 5 MR. BROPHY:

6 MS.DALLEY: 6 A.lreportdirectly to Dawn.

7 Al think that’'s generally accurate. 7 MR. O'BRIEN:

8 MR. O'BRIEN: 8 Q. Okay, dl right. And | think what I’'m going
9 Q. Generdly accurate, okay. And | think we're 9 to start with, | think, for you, Ms. Dalley,
10 going to get an up-to-date one as an 10 and you mentioned in your examination in
11 undertaking anyway, in terms of the org chart, 11 direct that you had started this position
12 but | just wanted to make sure. | did want to 12 you'rein now in 2011. Isthat right?

13 ask each of you, | guess, and Ms. Dalley, I'll 13 MS. DALLEY:

14 start with you. Inyour position, you'rea 14 A That'sright.

15 Nalcor employee. Isthat right? 15 MR. O'BRIEN:

16 MS. DALLEY: 16 Q. Andprior tothat, youwere -- wereyou a
17 A.Yes 17 Hydro employee prior to that? Just take me
18 MR. O'BRIEN: 18 back sort of -

19 Q. Takeyour pick of the mic. 19 MS. DALLEY:
20 MS.DALLEY: 20 A.Honestly, | can'trecal. | don’t think |
21 A.Yeah, | know. 21 was. | think | had transferred over to Nalcor
22 MR. O'BRIEN: 22 at that point.
23 Q.| know. You'reaNalcor employee? 23 MR. O'BRIEN:
24 MS. DALLEY: 24 Q. Allright.
25  A.lam. 25 MS. DALLEY:

Page 26 Page 28

1 MR. O'BRIEN: 1 A.Butmyorigina positionwhen| started was
2 Q. Doyou have any dotted line sort of reporting 2 with Hydro.

3 to say Mr. Henderson or now Mr. Maclsaac in 3 MR. O'BRIEN:

4 their role with Hydro? 4 Q. Waswith Hydro?

5 MS. DALLEY: 5 MS. DALLEY:

6 A.ldon't know that formally it would be seen as 6 A.That'sright. | just can't remember the year
7 adotted line, but | certainly undertake my 7 that | would have transferred over in that

8 dutiesin the same -- with the same principles 8 role.

9 as adotted line, so you know, a consultation 9 MR. O'BRIEN:

10 framework around everything, the decisions 10 Q. Okay. Soyou started with Hydro in 2003? |Is
11 that are made when it comes to Hydro. 11 that right?

12 MR. O'BRIEN: 12 MS. DALLEY:

13 Q. Okay. And gentlemen, you're both, by the 13 A. That'sright.

14 looks of it, Hydro employees. Isthat right? 14 MR. O'BRIEN:

15 MR.LYE: 15 Q. And your position at that time was?

16 A.Yes. 16 MS. DALLEY:

17 MR. BROPHY: 17 A. Manager of corporate affairs, | believe, was
18  A.Yes, that's correct, 100 percent Hydro. 18 thetitle.

19 MR. O'BRIEN: 19 MR. O'BRIEN:

20 Q. 100 percent Hydro. Anddoyou gentlemen -- 20 Q. Corporate affairs?

21 and I'll ask you, Mr. Lye, first, | guess. 21 MS.DALLEY:

22 Y ou report into Ms. Dalley, but do you report 22 A.Yeah.

23 at al into Mr. Henderson as well in your 23 MR. O'BRIEN:

24 position? 24  Q.Okay. And at what point did you transfer to
25 MR.LYE: 25 Nalcor?
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1 MS.DALLEY: 1 background. | haven't asked him that.
2 A.That's what I'm saying to you, | don’t 2 MS.DALLEY:
3 remember the exact year. 3 A.No, | mean, | understand what theroleis, but
4 MR. O'BRIEN: 4 he -- | don’t recall adiscussion at the time
5 Q. Allright. 5 around, you know, the drivers for the creation
6 MS. DALLEY: 6 of therole.
7 A.I'mthinking it would have been 2008, 2009, 7 MR. O'BRIEN:
8 around that timeframe. 8 Q. Sure, okay. I’'m going to ask you -
9 MR. O'BRIEN: 9 MS. DALLEY:
10 Q. Okay, al right. Andwhen you transferred to 10 A.If | could excuse you for a second, Mr.
11 Nalcor, did your position change? 11 O'Brien?
12 MS. DALLEY: 12 MR. O'BRIEN:
13 A.Yes, it would have, because it would have had 13 Q. Yeah, sure.
14 broader responsibilities along with Hydro. It 14 MS. DALLEY:
15 would have also had responsibilities for 15  A.Youremaking mealittleweepy. Could | get
16 corporate affairs and communications across 16 atissue?
17 al the Nalcor companies. 17 MR. O'BRIEN:
18 MR. O’'BRIEN: 18 Q. Ohyes, not a problem.
19 Q. Okay. And who would you -- when you 19 MS. DALLEY:
20 transferred to Nalcor, who would you have 20 A.It'smore my kids are making me sick.
21 reported into directly? 21 MR. O'BRIEN:
22 MS.DALLEY: 22 Q.| wonder can be bring up PUB-NLH-229,
23 A.I'veaways been reporting to the ceo, Ed 23 Attachment 1? | just want to walk through
24 Martin. 24 your job description, Ms. Dalley.
25 MR. O'BRIEN: 25 MS. DALLEY:
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1 Q. .Okay. And whenyou transferredto Nalcor 1 A Yeah
2 initially, were you a vice-president at that 2 MR. O'BRIEN:
3 time? 3 Q. lgota few questionson that. Page 16, |
4 MS.DALLEY: 4 believe. Okay, so that would beyour job
5 A.No. 5 description there? Isthat correct?
6 MR. O'BRIEN: 6 MS. DALLEY:
7 Q. No. And what was the title? 7 A.That lookslikeit.
8 MS. DALLEY: 8 MR. O'BRIEN:
9 A. It would have been the samettitle. 9 Q. Okay. Under the summary of job function, so
10 MR. O’'BRIEN: 10 there's-- thefirst paragraph there, "the
11 Q. Sametitle, okay. And so the reason -- | just 11 Vice-President Corporate Relationsis a senior
12 want to ask you the reason in October -- isit 12 level corporate and public relations position
13 October 2011, around that timeframe, that you 13 in the company responsible for developing and
14 would have started? 14 directing programs and activities to enhance
15 MS. DALLEY: 15 the company’s corporate reputation and to
16 A.Yeah, it waslate 2011, yeah. 16 maintain favourable relationships with its
17 MR. O'BRIEN: 17 various stakeholders, in accordance with
18 Q. Late2011. Andthereasonfor creating the 18 established policies.” | guessthe first
19 new position that you'rein, can you give us 19 thing | wanted to ask you, when we're talking
20 any background on that? 20 about the corporate reputation of the company,
21 MS.DALLEY: 21 are we talking about Nalcor there as awhole?
22 A.l expect that’sa question for Mr. Martin, 22 MS.DALLEY:
23 since he created the position. 23 A.It would be Nalcor and the subsidiary
24 MR. O'BRIEN: 24 companies.
25 Q.Okay. | didn’'t know if you had any 25 MR. O'BRIEN:
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1 Q. Andthe subsidiaries, okay. So that would 1 work that’s being undertaken, but generally,
2 include Hydro? 2 those are some of our key groups.
3 MS. DALLEY: 3 MR. O'BRIEN:
4 A Yes 4 Q.Okay. Andintermsof programs, you talked a
5 MR. O'BRIEN: 5 bit about programs here earlier, | believe. |
6 Q. Andcan you tell me why Hydro’s corporate 6 did want to ask you, before we go any further,
7 reputation would be important? 7 you had mentioned -- I’m going to just sort of
8 MS. DALLEY: 8 step aside here. 'Y ou mentioned about afive-
9 A. Reputation generally isthe perception that 9 year plan, | believe, going forward and | did
10 your stakeholders, be it customers, partners, 10 want to get ahandle now, whileit’s in my
11 shareholders, et cetera, have about the 11 mind, sort of how that’s progressing. There's
12 company. Typicaly in, you know, publicly 12 anumber of initiatives, | understood, under
13 traded companies, been alot of studies done 13 that plan. Isthere anumber leftto be
14 that ties impact of corporate reputation to 14 implemented as well?
15 sharevalue. Inour case, naturally that's 15 MS. DALLEY:
16 not adriver. But that favourability that you 16 A Waell, itisafive-year plan.
17 have and how you're perceived, based on how 17 MR. O'BRIEN:
18 you run your business, we would see as 18 Q. Yeah,and how many areleft sort of to be
19 valuableto therelationships that we have 19 implemented?
20 with customers, partners, et cetera. 20 MS.DALLEY:
21 MR. O'BRIEN: 21 A.ldon't have anumber of initiatives, Mr.
22 Q.Okay. Andwhenyou talk about stakeholders, 22 O'Brien, but you know, we would be-- we
23 just give me an overview as to stakeholders 23 identified, I’'m going to say, probably 10 to
24 you' re talking about. 24 12 initiatives this year and those are all on
25 MS.DALLEY: 25 track to be completed this year.

Page 34 Page 36
1 A.Well, it'sabroad base, depending on the line 1 MR. O'BRIEN:
2 of business, but whether they’'re--in our 2 Q. Okay. Thisyear, okay, good. All right. We
3 case, we would see the people of the Province 3 go back here, just under key responsibility
4 of Newfoundland and Labrador as our 4 areas. Thefirst bullet, "develops annual
5 shareholders, but we aso have various 5 integrated corporate relations strategic
6 stakeholders through, you know, customers. 6 planning for ongoing and emerging issuesin
7 Again, we could segment those differently by 7 the short, medium and long term" and that
8 group, but customers, business partners. 8 would include Hydro as well, strategic
9 MS.GLYNN: 9 planning? Isthat right?
10 Q. Ms. Dadley, | hateto interrupt, but | think 10 MS. DALLEY:
11 you need to speak up again. 11 A Yes, it would.
12 MS. DALLEY: 12 MR. O'BRIEN:
13 A.I’'maquiet person, Ms. Glynn. 13 Q. Okay. And then inwhat regard would you --
14 MS. GLYNN: 14 what sort of strategic planning initiatives
15 Q.| understand that, but people are having 15 have you integrated into Hydro sinceyou've
16 difficulty hearing you. 16 been there?
17 MS. DALLEY: 17 MS. DALLEY:
18  A.l know, I'm only joking. Sorry. Customers 18  A. Well, | think some we would have mentioned in
19 would be another stakeholder group. We would 19 our opening evidence with respect to -- |
20 look depending onthe initiative we were 20 mean, they would fall generaly in three
21 doing. For example, we might see mediaasa 21 categories. Onewould be customer service.
22 stakeholder group if we were trying to 22 So those would be the initiatives again which
23 communicate with directly to customers. 23 Mr. Lye spoke about and | also referenced. So
24 Sometimes mediais achannel that wewoulduse |24 those, as well as theinitiativesthat Mr.
25 for that. Soit really doesdepend onthe 25 Brophy mentioned with respect to conservation
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1 and demand management and then on the 1 would ask metolead. Anexample of that,
2 communications side, | don’'t have those handy, 2 which isvery current, is, you know, we'rein
3 but there would be anumber of initiatives 3 the middle of an election, which as a Crown
4 related to communications, things like power 4 corporation means that we may have -- may or
5 line safety, outage communications protocols, 5 may not, have a new government. So we assist
6 et cetera. 6 the government as required with transition
7 MR. O'BRIEN: 7 planning. So that issomething that Mr.
8 Q. Okay. Andthat’'swhat | waswondering, come 8 Martin has asked me to just, | guess,
9 under those types of issues. And the second 9 interface with government on to make sure that
10 bullet there "provide strategic advice to the 10 we provide any information as a Crown
11 CEO, aswell as undertaking leadership on 11 corporation that would be required.
12 behalf of the cEOin relation to key special 12 MR. O'BRIEN:
13 projects and undertakings'. Can youtell me 13 Q. That'spart of your role, | see, as we get
14 what is meant by "undertaking leadership on 14 through some of the points here. | understand
15 behalf of the ceo" and whether that sort of 15 that's part of your role is government
16 pertainsto Hydro in anyway? 16 relations. Isthat right?
17 MS. DALLEY: 17 MS. DALLEY:
18  A. | think we have ageneral leadership model in 18 A.Yes
19 the company of shared leadership. So, you 19 MR. O’'BRIEN:
20 know, when it comesto things, for example, 20 Q. Wadll, let'sgoto-- there' sabullet there,
21 like safety, even though, you know, | may not 21 the fourth bullet, "leads the corporate
22 be an operations leader in the sense that I'm 22 efforts in corporate communications,
23 inthe field, when | go tothefield, I'm 23 government relations'. So the government
24 expected to have distributed leadership. So 24 relations aspect of that, that covers all
25 I’m expected to work with our employeesthe 25 lines of Nalcor, including Hydro, isit?

Page 38 Page 40
1 same as any of our operational |eaders would 1 MS.DALLEY:
2 around, you know, discussing our safety 2 A Generdly, yes.
3 principles, our mandates on safety, discussing 3 MR. O'BRIEN:
4 their own personal safety, et cetera Soll 4 Q. Generaly, okay. Andwith respectto the
5 see that as, you know, an example of that. 5 government relations aspect of your role, as
6 MR. O'BRIEN: 6 it pertains to Hydro, are you the primary
7 Q. Okay. And that’s more of agenera type of a 7 contact with the Provincial Government for
8 role asa leader within Nalcor? Is that 8 Hydro, in the normal course of things?
9 right? 9 MS.DALLEY:
10 MS. DALLEY: 10 A.Not necessarily. It would depend on the
11 A Yes 11 topic. | mean, | haveresponsibility for
12 MR. O'BRIEN: 12 that, but thereare a lot of interfaces
13 Q. And within Hydro? 13 through government. The Government of
14 MS. DALLEY: 14 Newfoundland and Labrador | assume you're
15 A.Yes 15 referencing.
16 MR. O'BRIEN: 16 MR. O'BRIEN:
17 Q. Okay. Arethere any key projects, key specia 17 Q. Yes, | am, yeah.
18 projects or undertakings that you would take 18 MS. DALLEY:
19 over leadership from the CEo on? | just want 19 A.IntoHydro and Nalcor. Sotherearealot of
20 to make sure whether or not that’s captured 20 existing relationships that people would use,
21 here. 21 if they needed information.
22 MS.DALLEY: 22 (9:45am.)
23 A.lthink that they would beitems over time 23 MR. O'BRIEN:
24 that would be, you know, again delegated 24 Q. Okay. Well, how -- well, just take me through
25 responsibilitiesthat, you know, Mr. Martin 25 then your role, | mean, how you see your role
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1 and how that sort of unfolds on a day-to-day 1 MS. DALLEY:
2 basistype of thing, interms of government 2 A If wewerefiling agenera rate application,
3 relations. 3 we would see that as important for government
4 MS.DALLEY: 4 to be awarethat we'redoing that. So we
5 A.Yeah, I think that -- | do have an individual 5 would advise them of that.
6 who sitswithin Nalcor that is a shareholder 6 MR. O'BRIEN:
7 and government relations advisor. So heisa 7 Q. Allright. Andthat individual who sitsin
8 primary, probably more of the primary 8 Nalcor that you would see, | guess, asthe --
9 interface, but there's certainly some, you 9 that’ s the key contact generally, isit, with
10 know, beit issues or opportunities within the 10 the government?
11 company where, you know, | might act as that 11 MS. DALLEY:
12 primary interface. Soit really is-- it does 12 A.Yes.
13 vary, but generally, that individua carries 13 MR. O'BRIEN:
14 that role as part of his responsibilities. He 14 Q. Who'sthat individual?
15 does have other responsibilities as well. 15 MS. DALLEY:
16 But, you know, the objective -- and thisis 16 A. Mak King.
17 not uncommon in Crown corporation governance, 17 MR. O'BRIEN:
18 and we've looked at other models in British 18 Q. Mark King, and what's Mark King' stitle?
19 Columbia, aswell as Ontario, where when you 19 MS. DALLEY:
20 have the government as your sole shareholder, 20  A. Shareholder and government relations advisor.
21 it comes with alevel of best practice and to 21 He' s aso the communications lead for energy
22 some degree responsibility. So we have a 22 marketing.
23 reporting responsibility. 23 MR. O'BRIEN:
24 Some of those are legidative and some of 24 Q. Andintermsof hisreporting, does he report
25 those are more operational on a day-over-day 25 directly to you or does he report -
Page 42 Page 44
1 basis. Most places operate by one which | 1 MS.DALLEY:
2 would argue probably over resounding 2 A.No, hereportsto me.
3 principle, which is a principle of no 3 MR. O'BRIEN:
4 surprises. You know, typically governments 4 Q. Hereportsto you, okay. Sowould he bea
5 like to be informed and so, you know, we have 5 direct link on Hydro matters as well?
6 two -- it' sreally an information channel. If 6 MS.DALLEY:
7 they're looking for information on a 7  A.Again, he may be, but he wouldn’t be the only
8 particular opportunity or issue or matter of 8 one. So it's not -- you know, our
9 policy, they will make requeststo us to 9 organization and government are large enough
10 provide information and if we have something 10 that -- and we have enough relationships that
11 that is happening which we feel may have, you 11 sometimes someone picks up the phone and calls
12 know, policy or public implications, we will 12 someone directly to get information. We see
13 provide that information to them. 13 Mark generdly as-- it'sardatively new
14 MR. O’'BRIEN: 14 role. | should say that too.
15 Q.Okay. Sol guess, intermsof what you've 15 MR. O'BRIEN:
16 said just then, there are instancesin which 16 Q. Okay, sure.
17 you would go to government with information 17 MS. DALLEY:
18 because you feel that there’s a need for them 18 A.It'sbeen about a year and ahalf. But the
19 to have that information and there may be 19 primary purposewas totry and facilitatea
20 other instances where that information is 20 process where we could centralize a contact.
21 requested of you? 21 So if arequest was made for information and
22 MS.DALLEY: 22 for whatever reason that wasn't coming to, you
23 A.Yeah. I'll giveyou an example. 23 know, government in atimely manner, they will
24 MR. O'BRIEN: 24 often escalateto Mark to go and track that
25 Q. Sure 25 information down.
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1 MR. O'BRIEN: 1 communications, regulatory/PuB communications.
2 Q. Totrack the information, okay. 2 Can you give me an overview of what your role
3 MS.DALLEY: 3 would be with respect -- I’'m presuming that’s
4 A Andgetit inamore expedited fashion. He 4 Hydro related. Isthat right?
5 also has responsibility, and | know thiswas 5 MS. DALLEY:
6 discussed at some point during the hearing, if 6 A.Yes, that would be. Generdly, that's -- you
7 | recall, about regular meetings. So he does 7 know, again, we would see that the Public
8 do biweekly meetings with government where 8 Utilities Board would be avery important
9 typically government, it’s usually with policy 9 stakeholder within the Hydro world. So it
10 representatives from the Department of Natural 10 would be, from a communications perspective,
11 Resources, and it’stypically their agenda. 11 if we were doing communications planning with
12 So wewould do ashared agenda, but they’ll 12 respect to atopic whichwe feel that the
13 often havea series of information topics 13 Board is a stakeholder, they would be included
14 that, you know, they want to get information 14 in that planning to make sure that they were
15 on and Mark would facilitate getting the right 15 informed. Generaly what wedois, again,
16 person in the room at that meeting to provide 16 facilitate that interaction with the
17 that information. So we found that to bea 17 regulatory and rates group, just to again make
18 very effective way of eliminating some of the 18 sure that, you know, the Board has been
19 one-of requests that you get for information, 19 contacted or has been apprised of the
20 if we'reable to stay ahead of it. So, we 20 devel opment.
21 found that to be successful to date. 21 MR. O'BRIEN:
22 MR. O'BRIEN: 22  Q.And do you have -- when it comes to
23 Q. Soif there's abiweekly meeting and one of 23 communications with the Board then, do you
24 theissuesis say rates at Hydro, then you'd 24 have oversight over the regulatory group at
25 have someone from rates there with Mark, that 25 al?
Page 46 Page 48
1 sort of thing? 1 MS.DALLEY:
2 MS. DALLEY: 2 A.No.
3 A That'stypicaly, yeah, how it works. 3 MR. O'BRIEN:
4 MR. O'BRIEN: 4 Q.No, okay. So isthere-- sothere’s no one
5 Q. Okay, al right. And areyou involved inany 5 from the regulatory group that would report
6 regular meetings yourself personally with any 6 into you?
7 levels of government, in the Provincia 7 MS.DALLEY:
8 Government? 8 A.No.
9 MS. DALLEY: 9 MR. O'BRIEN:
10 A. Not on aplanned basis, but you know, there's 10 Q. Okay. Andinthefifth bullet here, we move
11 generally ongoing communication when it comes |11 down, thisbullet talks about "integrated
12 to, you know, matters with respect to Hydro, 12 management of external relations, directing
13 but also all the other Nalcor companies. 13 government and stakeholder relations’. What
14 MR. O’'BRIEN: 14 doesthat relate to "directing government and
15 Q. Soisitfair thenif therewasan issue of 15 stakeholder relations'? |Is that just what
16 say a higher concern, it would get escalated 16 we' ve been talking about?
17 toyou and then you might be involved with 17 MS. DALLEY:
18 some meetings at that basis? 18 A.Yes, | would put it in that category.
19 MS. DALLEY: 19 MR. O'BRIEN:
20 A. | may be, but other executives may be aswell, 20 Q. Okay, al right. And then the last sentence
21 depending on the issue. 21 in that bullet, "develops and implements
22 MR. O'BRIEN: 22 positive media programs and maintains
23 Q. Sure okay. If we look back hereat the 23 relations with the leading media locally,
24 screen where the bullet four, and we got to 24 nationally and internationally.” Would that
25 government  relations. Employee 25 relate to your role with Hydro as well,
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1 developing media programs? Isthat part of 1 service? Isthat right?
2 your role for Hydro? 2 MS.DALLEY:
3 MS. DALLEY: 3 A.Yes
4 A.Yes 4 MR. O'BRIEN:
5 MR. O'BRIEN: 5 Q. Okay. And do you have more than one sort of
6 Q. Andwhat sorts of media programswould be 6 budgetary unit that you're responsible for or
7 important for Hydro? 7 does everything come into -- how does the
8 MS. DALLEY: 8 budget process work for you, | guess, may be
9 A Agan,itwould redly -- you know, some of 9 the best -
10 the leading ones that we' ve done recently, and 10 MS. DALLEY:
11 first of all, it's -- | seethat statement as 11 A. No, there's -- the budget units are separated,
12 coming back to philosophically, you know, the 12 so -- and again, Barry and Tony can speak to
13 approach to mediawithin our company and you |13 more detail within their business units, but
14 know, we see media as being a very important, 14 they have, you know, account codes within
15 albeit not exclusive conduit to customers and 15 their business unitsfor various activities.
16 stakeholders. So, you know, wewould want 16 Thoseroll up into Hydro and then the Nalcor
17 them to be incorporated in any kind of 17 business units would be separated under --
18 programs that we' re doing. 18 from acommunications perspective. There
19 We do do some media programs. Power line 19 would be business units for each line of
20 safety is probably agreat example where, you 20 business under communications and Hydro would
21 know, we have a number of power line contacts. 21 be one of those.
22 We work collaboratively with Newfoundland 22 MR. O'BRIEN:
23 Power as well as other stakeholdersin the 23 Q. Okay. Sointermsof -
24 community on that program. We do anumber of |24 MS. DALLEY:
25 media programs, be it news conferences, media 25  A. Or sorry, Hydro actualy rolls up under Hydro.
Page 50 Page 52
1 interviews, you know. | guess that’s probably 1 MR. O'BRIEN:
2 it, but you know, as part of an overarching 2 Q. Under Hydro?
3 effort totry and raise awareness on the 3 MS.DALLEY:
4 seriousness of that issue. 4 A Yesh
5 It would be the same around our 5 MR. O'BRIEN:
6 conservation and demand management programs | 6 Q. Okay. Soin terms of the Hydro side of the
7 where we use, again in collaboration with 7 budgetary process, would you have -- isthere
8 Newfoundland Power on the shared programs, a 8 two units that you look at, the energy and
9 joint approach tousing mediaasagain one 9 conservation and the customer service? Are
10 channel to reach customers. 10 those the two pieces that roll up through you?
11 MR. O'BRIEN: 11 MS. DALLEY:
12 Q. Okay. And| guessit'sfair to say that the 12 A. And communications.
13 focus there when it comes to Hydro is 13 MR. O'BRIEN:
14 providing information to customers, so that 14 Q. And communications as well, okay. So you have
15 they’'reinformed? Isthat fair? 15 three units that you would be responsible for
16 MS. DALLEY: 16 approving budgets for?
17 A.Yeah, without giving alot of anaysis to 17 MS. DALLEY:
18 that, | think that's generally the reason 18 A.Yeah. |think it'sfair to say there are
19 you're doing it. 19 three areas. There are a number of accounts
20 MR. O'BRIEN: 20 under those areas, with the exception, I'll
21 Q. Yeah, okay. If we could go to the last bullet 21 say, of Hydro which has -- on the
22 on that page there "leads the people, 22 communications side, has one account.
23 processes and budgets associated with Hydro’'s 23 MR. O'BRIEN:
24 customer service activities"  You're 24 Q.Anddothey al roll upinto one budget for
25 responsible then for the budget for customer 25 you or do they al just roll up separately as
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1 unitsinto Hydro? How does that work? 1 Isthat how it would work?
2 MS. DALLEY: 2 MS. DALLEY:
3 A.lthinkit's fair to say that you candlice 3 A.Yes, oroutside regular meetings. It would
4 and dice those in anumber of ways. | havea 4 really be dependant on the issue.
5 tendency tolook at them as separate and 5 MR. O'BRIEN:
6 distinct categories. 6 Q. Allright. Andyou would attend those regular
7 MR. O'BRIEN: 7 Hydro |eadership meetings, monthly meetings?
8 Q. Okay. We heard from the finance panel that 8 MS.DALLEY:
9 normally, | guess, the business unit owners 9 A.ldo.
10 would pass on budgets. So in this case, the 10 MR. O’'BRIEN:
11 business unit owners would pass on the budget 11 Q. Okay. Soyou would still consider, even with
12 toyou. Youwould approvethat and it get 12 respect to your three areas which you're
13 passed on to Mr. Henderson, isit, for final 13 responsible for, that Mr. Henderson does have
14 approval? How does that work? 14 the ultimate responsibility over those areas
15 MS. DALLEY: 15 for Hydro?
16 A.Yeah, that would be afair representation. 16 MS. DALLEY:
17 Typicaly, we --1 meet with my team. We 17 A.Yes
18 discuss those budgets. We do any refinements 18 MR. O’'BRIEN:
19 that we require and then we also sit down with 19 Q. Okay. | wonder if we could turn to the next
20 Mr. Henderson, in this case going forward it 20 page there, just scroll up, please, Ms. Gray.
21 will be Mr. Maclsaac, to discuss the budget 21 MS.DALLEY:
22 and have that discussion and ultimately the 22 A. Remind meto ask to have this shortened.
23 approval sitswith them. 23 MR. O'BRIEN:
24 MR. O'BRIEN: 24 Q. Wadll, actually, now that you say that, I’ll
25 Q.Andis Mr. Martininvolved inthat at that 25 ask you whether or not your description has
Page 54 Page 56
1 stage or does it wait until Mr. Henderson - 1 changed sincethereorg. Do you expect any
2 MS.DALLEY: 2 changes?
3 A Following that, it goesto Mr. Martin. 3 MS.DALLEY:
4 MR. O'BRIEN: 4 A What re org are you speaking of?
5 Q. Okay. Interms of, | guess, the 5 MR. O'BRIEN:
6 communications piece and the customer services 6 Q Wdl, I'll rephrase that. Since Mr.
7 piece and the energy conservation piece, what 7 Maclsaac's -- there' s been anew CEO, whether
8 level of accountability doesMr. Henderson 8 or not there’ s been any changesin your role
9 have for those pieces, apart from the 9 at al that you -
10 budgetary side of things? 10 MS. DALLEY:
11 MS. DALLEY: 11 A. Not at thistime.
12 A.In thepast, Mr. Henderson ultimately has 12 MR. O’'BRIEN:
13 accountability for everything that happensin 13 Q. Not at this time, okay. Maybe you can take
14 Hydro. 14 that up with Mr. Maclsaac to have thelist
15 MR. O'BRIEN: 15 shortened. Bullet two, | guess, the full
16 Q. Okay. And do you have-- you’'re part of the 16 bullet, second full bullet there, "leadsthe
17 Hydro team, is that right, the leadership 17 management of corporate relations issues
18 team? 18 arising from executive management committee
19 MS. DALLEY: 19 priorities.” And | think you had mentioned a
20 A.Yes. 20 committee in your direct. A customer service
21 MR. O'BRIEN: 21 committee, isthat -
22 Q. Okay. So any issueswith communication or any |22 MS. DALLEY:
23 issues with customer service or energy 23 A.Yeah, wehave a cross-functional advisory
24 conservation could be discussed at the 24 council that -
25 leadership level of Hydro in regular meetings? 25 MR. O'BRIEN:
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1 Q. That'swhat it was. 1 A. Do you want their names or their roles?
2 MS. DALLEY: 2 MR. O'BRIEN:
3 A Yeah, Tony and one of our general manager in 3 Q. No,justtheroles, if you -
4 transmission rural operations co-lead that 4 MR.LYE:
5 group. 5 A.Sowe have the general manager of transmission
6 MR. O'BRIEN: 6 and rural operations, that Dawn had mentioned.
7 Q. Okay. And can you give me just some 7 MR. O'BRIEN:
8 background on what that group entails? 8 Q. Okay.
9 MS. DALLEY: 9 MR.LYE:
10 A.Sure. And again, Tony canspeak to the 10 A. Kevin Fagan, who isthe manager of rates and
11 details of it. 11 regulatory. There€'sa manager in system
12 MR. O'BRIEN: 12 planning, the manager from corporate
13 Q. Sure. 13 communications, the manager from energy
14 MS. DALLEY: 14 efficiency. There's representation from
15  A.Likely more eloguently than| am. But the 15 business development. | don’t know if I left
16 principle behind it was, you know, we're a 16 anybody out. | think | covered most of the
17 geographically dispersed company with alot of 17 folks.
18 people responsible for those interfaces with 18 MR. O’'BRIEN:
19 customers. Theonly interface with customer 19 Q. Okay. And do they meet regularly? Isthere -
20 does not exist, you know, | guess within our 20 MR.LYE:
21 purview at the call centrelevel. Thereare a 21 A. Sothe council was established thisyear and
22 lot of aspectstoit. Predominantly, some of 22 we drafted aterms of reference. The mandate
23 those interfaces are within operations and 23 for the council wasto meet a minimum four
24 field operations. So, to ensure that, you 24 times per year. We'vemet anumber of times
25 know, we have the proper leadership and 25 this year already. Some of the -- | guessthe
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1 guidance to our employees around the culture 1 GRA work and the hearings got in the way of
2 that we want to create with respect to 2 regular meetings. So | mean, the thingis,
3 customer service, we felt it was important to 3 yes, we have met. However, once we get
4 pull those sort of leadership within those 4 through this, there’ll be more frequent
5 various functional areasto try and eliminate 5 meetings.
6 what | would argue would be abit of asilo 6 MR. O'BRIEN:
7 effect, where you' re operating within your own 7 Q. Okay. And | guessthiscouncil, as Ms. Dalley
8 field and not having consideration for the 8 had indicated, is| guess one of the keysto
9 broader view. 9 prevent a silo effect, so you have better
10 So that council would be providing 10 communications within each aspect of
11 guidanceto Tony around initiatives that he 11 operations, customer service, energy
12 may want to implement as part of the customer 12 conservation? Isthat how -- isthat theidea
13 service strategy and on how, you know, how it 13 behind it? You tak about a terms of
14 might practically be implemented or what the 14 reference. Maybe you can give usjust abasic
15 impact might be, from an operations 15 idea as to what that -
16 standpoint, but it also has interfacesin with 16 MR.LYE:
17 thecbm team, aswell assystem planning, 17 A. So when we talk about where we need -- what |
18 system operations and probably missing some 18 mentioned inthe opening isthat customer
19 there, Tony, but you know, the groups that 19 service has to be an organizational wide
20 generally have interfaces with customers. 20 effort.
21 (10:00 am.) 21 MR. O'BRIEN:
22 MR. O'BRIEN: 22 Q. Right.
23 Q.Okay. Sothere's-- so thiscouncil, whois 23 MR.LYE:
24 it made up of? 24  A.Andthat wasthe purpose of bringing those
25 MR.LYE: 25 folkstogether. They’ve been in those senior
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1 roles. They know the business, know the 1 A. And then more detailed within the annual plan
2 organization very well, and not only that, is 2 and window.
3 they have their staff reporting to them that 3 MR. O'BRIEN:
4 can bring back to them feedback and the things 4 Q Andifl couldlook at just the last bullet
5 that we should be doing to enhance the 5 there, provides leadership and necessary
6 customer serviceand that wasreally the -- 6 coordination of the company’s socia
7 really, generally, the purpose of that council 7 responsibility activities and reporting. How
8 was to gather that feedback, bring it back in 8 would you go about sort of, | guess, dealing
9 those meetings and provide guidance to myself 9 with the company’ s social responsibility, what
10 and the general manager of transmission rural 10 types of activities are you involved with?
11 operations in how we can further enhance that 11 MS. DALLEY:
12 customer experience. 12 A That'sa good question, and actually a new
13 MR. O'BRIEN: 13 area of responsibility forming, so we're just
14 Q. Andthis council was established thisyear? 14 working now on developing the company’s
15 Isthat right? 15 broader sustainability framework, so it’sin
16 MR.LYE: 16 progress.
17 A.Yes itwas. Andagain, that was one of the 17 MR. O'BRIEN:
18 initiatives that came out of the customer 18 Q. Okay, and that includes Hydro as well in that
19 service strategy and that wasone of the 19 bullet?
20 initiatives we identified and yes, we created 20 MS.DALLEY:
21 that this year. 21 A.Yes, itwould.
22 MR. O'BRIEN: 22 MR. O'BRIEN:
23 Q.Okay. The next bullet there provides 23 Q.I'mgoing to moveto another line here. |
24 leadership in the development of clear short 24 wonder can we bring up PUB-228, Attachment 1,
25 and long term goalswith the communications 25 Revision 5. This isour infamous PUB-228.
Page 62 Page 64
1 and shareholders relations team for al 1 Ms. Daley, you had indicated, obviously, that
2 regions and lines of business. | guess, we're 2 you were part of the Hydro leadership team.
3 talking about for the long term ones, thisis 3 You're also part of theNalcor leadership
4 your five year plan, | takeit. Do you have 4 team, isthat right?
5 an annual plan as well for corporate 5 MS. DALLEY:
6 relations? 6 A.lam.
7 MS. DALLEY: 7 MR. O'BRIEN:
8 A.Yes 8 Q. And there' s some hours here. We see under vP
9 MR. O'BRIEN: 9 Corporate Communications and Shareholders
10 Q. Okay, and how do you develop that? 10 Relations, the second from the bottom, 2012
11 MS. DALLEY: 11 were the first hours that were charged in from
12 A Typicaly, the managersand the leads within 12 your position to Hydro, is that right?
13 their areas would work with their teams to 13 MS. DALLEY:
14 develop it, so we do try and have a 14 A Yes
15 collaborative and engaging process with our 15 MR. O'BRIEN:
16 employees to make sure that their feedback is 16 Q. Okay, and you had indicated it was late in the
17 incorporated. We'dlook at research that we 17 year, 2011, that you would have taken on this
18 had conducted or external secondary research, 18 role?
19 et cetera, and develop those plans longer 19 MS. DALLEY:
20 term, and then on an annual basis generaly 20 A.That'sright.
21 have afairly good view inthe two year 21 MR. O'BRIEN:
22 window. 22 Q. Okay, | wonder can you give me an idea, first
23 MR. O'BRIEN: 23 of all, whether the hoursfor 2012 and 2013
24 Q. Okay. 24 are reasonably accurate?
25 MS. DALLEY: 25 MS. DALLEY:
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1 A. | expect that they would be. 1 actuals to November, 2014. For 2014, would
2 MR. O'BRIEN: 2 there have been much more billed to Hydro for
3 Q. Andjust give mean overview asto how you, 3 you than the 979 showing there?
4 yourself, record your time? 4 MS.DALLEY:
5 MS. DALLEY: 5 A.I’'mnot clear on what you mean?
6 A.l have adaily tracking sheet that | track 6 MR. O'BRIEN:
7 time on, and then that rolls up to essentially 7 Q. Wadl, thisparticular -
8 weekly timesheets, which are submitted. 8 MS.DALLEY:
9 MR. O'BRIEN: 9 A.Oh,that's aforecast.
10 Q. Okay, and are there any policies you follow in 10 MR. O’'BRIEN:
11 terms of tracking time for Hydro? Mr. Martin 11 Q. That'saforecast based on November actuals.
12 had indicated that he had, | guess, told 12 So you would have had another month.
13 Nalcor leadership that if amatter isdealt 13 MS. DALLEY:
14 with exclusively for Hydro, that it gets 14 A.Yeah, | would haveto see the actual data.
15 billed to Hydro, but if it's not exclusively 15 MR. O'BRIEN:
16 for Hydro, it doesn’t get billed to Hydro. Is 16 Q. Okay, and how about the forecast 2015 and
17 that something that you' re familiar with? 17 2016, is that a forecast you would have
18 MS. DALLEY: 18 provided?
19 A. That would be the same principle that | use 19 MS. DALLEY:
20 for essentially guidance asI’m completing 20 A.No.
21 timesheets. 21 MR. O'BRIEN:
22 MR. O'BRIEN: 22 Q.No. Areyou abletogiveme anideaasto -
23 Q. Okay. So any leadership meetings that you sit 23 and | can probably take you to an RFI, but we
24 in for Hydro, that would be considered 24 see the hours here charged in from 2013 up to
25 exclusively Hydro, | take it? 25 2014 asa significant change, and then a
Page 66 Page 68
1 MS.DALLEY: 1 continued sort of higher level of hoursand
2 A.Yes, it would. 2 what’ s the reasons for that?
3 MR. O'BRIEN: 3 MS.DALLEY:
4 Q.Okay, what typesof things would you be 4 A.l would expect, again without going back in
5 dealing with that would have a crossover with 5 detail, like alot of other folks who you've
6 Hydro, but would also deal with other lines of 6 spoken to on thisissue, that it would have
7 business? 7 been related tothe significant level of
8 MS. DALLEY: 8 activity within Hydro that would have required
9 A. The Nalcor leadership team meeting would be an 9 oversight around regulatory processes, outage
10 example of that, as would leadership team 10 inquiries. Theresponse itself would have
11 safety meetings, you know, any initiatives 11 been some, but it wouldn’t be extensive around
12 that crossover. Right now, | happen to be 12 that because that would have been in the early
13 assisting and sponsoring with an information 13 days, and to be honest, we code to a 37.5 hour
14 management initiative that would be Nalcor, 14 timesheet, so alot of those early days would
15 but would have implications within Hydro. 15 have been 18 hour days.
16 MR. O'BRIEN: 16 MR. O'BRIEN:
17 Q. Sonone of your work in that area would be 17 Q. Okay. Maybel can help you with that. PUB-
18 charged to Hydro? 18 NLH-379, there was a question posed about the
19 MS. DALLEY: 19 increase in leadership hours, and if weturn
20 A.No. 20 to - sothe question there, "Further to
21 MR. O'BRIEN: 21 response PUB-NLH-045, explainin detail the
22 Q.Canyougivemeanideajust interms of the 22 significant increase in time for 2014/2015 for
23 forecast there, we'vegot 2014, that's a 23 the following executive positions’, and you
24 forecast, all of the - footnote 5, the number 24 see your position there as the last one there,
25 shown to have been re-forecasted based on 25 the Vice President of Corporate
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1 Communications. If we go to page 2 of 3, and 1 and the subsequent inquiry process’, | guess,
2 lines 23, "In 2014, the Vice President of 2 we could roll that upinto something you
3 Corporate Communications, Dawn Dalley, was | 3 wouldn’t expect to be incurred year over year?
4 actively involved inthe samekey priority 4 MS.DALLEY:
5 areas asthe President and ceo, including 5 A.Let ushope not.
6 Hydro's public and operational responses to 6 MR. O'BRIEN:
7 the January 2014 interruption and supply 7 Q. Okay. Sointermsof the futuretest year, |
8 eventsand the subsequent inquiry process. 8 guess, test period from 2016 forward, would
9 2014/2015, winter availability efforts and 9 you expect much work to be included in your
10 continued GRA activitiesfrom a stakeholder 10 hours billed to Hydro on those issues?
11 engagement perspective, and public and 11 MS. DALLEY:
12 customer relation perspective, as well as 12 A.Againyou're asking me to be predictive of
13 providing strategic support to planning and 13 that sort of opportunity?
14 implementing and overseeing significant 14 MR. O'BRIEN:
15 communication effortson these issues and 15 Q. Yes, | am, actudly.
16 events. A renewed focus was placed on Hydro's |16 MS. DALLEY:
17 customer service function and energy 17 A.l would expect that from an outage and general
18 efficiency program development in 2014, and 18 regulatory interfaces that whenit comesto
19 both functions report through to vP 19 our capital budget submissions, when it comes
20 Communications’. Would that be the fair 20 to future general rate applications, there
21 assessment of those increase in hours then? 21 would be activity associated with those.
22 MS.DALLEY: 22 MR. O'BRIEN:
23 A. That sounds very familiar. 23 Q. Sure, and | think we'll probably get to that
24 MR. O'BRIEN: 24 in terms of GRA issues as we go forward.
25 Q. Soundsfamiliar, okay. 25 MS. DALLEY:
Page 70 Page 72
1 MS.DALLEY: 1 A Yeah.
2 A.ltdoes. 2 MR. O'BRIEN:
3 MR. O'BRIEN: 3 Q. Butinterms of the outage and the subsequent
4 Q. All right, so there wouldn’t be anything else 4 inquiry process, your involvement in corporate
5 that you can think of to add to that list? 5 communications and shareholder relations, you
6 MS.DALLEY: 6 wouldn’t expect that to carry over much beyond
7 A. With respect to going forward or looking back? 7 the point it’s gone now, would you?
8 MR. O'BRIEN: 8 MS. DALLEY:
9 Q. Fortheincrease, and we can scroll back up 9 A.No.
10 thereif youwant to havearun through it 10 (10:15am.)
11 again. 11 MR. O'BRIEN:
12 MS. DALLEY: 12 Q.Okay. Letmeask you about the nextissue
13 A.Yeah. | mean, obviousy, some of those 13 here, about the 2014/2015 winter availability
14 initiatives, you know, would be year over year 14 efforts. Can you tell me sort of what your
15 initiatives, so in some cases you'd get - 15 involvement would have been with respect to
16 obviousdly, last year there was a high degree 16 that aspect of Hydro and whereyou fit into
17 of regulatory activity, which | would hope and 17 that piece?
18 expect that we wouldn’'t see onan ongoing 18 MS. DALLEY:
19 basis. 19 A.Sure. Therewasa high degree of interest
20 MR. O'BRIEN: 20 over the previous winter, and | expect it will
21 Q. Okay, well, let me ask you about some of those 21 be very similar thiswinter and likely for the
22 pointsthen. | guess, thefirst two points, 22 subsequent winter as we head up to the
23 the public and operational - if we go down to 23 interconnection of Muskrat Falls, around the
24 23,"The public and operational responsesto 24 availability of supply for customers. So last
25 January 2014 interruption and supply events 25 winter, we implemented a process, and |
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1 believe | spoketo it during the outage 1 therewas a campaign, a 2014/2015 sort of
2 inquiry, of essentially daily system meetings 2 media campaign of sorts that was started with
3 and any activity that would come out of that 3 Hydro. Wasthat afair description of -
4 from a communications perspective, so | 4 MS.DALLEY:
5 participated in those meetings, both 5 A.You're referencing, | think, the winter
6 representing - fundamentally customer service 6 readiness program.
7 and communications were the two primary areas 7 MR. O'BRIEN:
8 of focus as we discussed, you know, generally 8 Q. Yes, the program.
9 what’s happening on the system on a daily 9 MS.DALLEY:
10 basis, what the priorities are, what risks we 10 A Yeah
11 may see, what work is being done, what units 11 MR. O'BRIEN:
12 are out for outages, and we have a series of 12 Q. Andjust tell mesort of how that arose, was
13 protocolsin place which were developed over 13 thisaprogram that was started by you, was
14 last year with respect to sharing information 14 this designed by someone elsein Hydro, how
15 with Newfoundland Power as well as customers |15 did that arise?
16 and other stakeholders around - again daily 16 MS. DALLEY:
17 system status is probably an overarching 17 A.ldon't remember theexact genesisof the
18 category of that. So | would have been 18 program. It likely would have come from the
19 involved in those meetings. 19 corporate communications team. | don’t know
20 MR. O'BRIEN: 20 particularly who it was, but wewould have
21 Q. OkKay, is this adaily meeting that you're 21 discussions with that team around that
22 involved in? 22 program.
23 MS. DALLEY: 23 MR. O'BRIEN:
24  A.ltwasat thetime, yes. 24 Q. Okay, and what was the program to include?
25 MR. O'BRIEN: 25 MS. DALLEY:
Page 74 Page 76
1 Q. And hasthat continued now forward? 1 A.ltwould have been a number of componentsto
2 MS.DALLEY: 2 it from a practical perspective. It'sreally
3 A It does, those meetings happen daily. 3 a multi-faceted education and awareness
4 MR. O'BRIEN: 4 program, so you would have had, you know, a
5 Q. Areyouinvolved with those daily now oris 5 micro site created around it. We would have
6 there someone el se from your department? 6 had alot of social media interfaces, there
7 MS.DALLEY: 7 were blogs written around it. You need
8 A.Not on a routinebasis. So the senior 8 multiple channels to reach people effectively.
9 communications advisor for Hydro now sitsin 9 We would have had television ads, radio ads,
10 onthose. Aswe head into the winter with 10 there was adirect mail pieceinvolved, so |
11 again the peak interest and criticality of the 11 think that probably encompassesthe bulk of
12 system and the electricity supply, my 12 it.
13 intention isto join those on a- it won't be 13 MR. O'BRIEN:
14 daily, but I'll join them on a more routine 14 Q. Okay, that would cover the bulk of it, okay.
15 basis. 15 Can you tell me what the purpose of that media
16 MR. O'BRIEN: 16 program was?
17 Q. And will that carry over into 2016/2017, your 17 MS. DALLEY:
18 involvement when it gets close to the winter 18 A.Yes, it wasto educate customers on the
19 period? 19 electricity system, | guess, around power
20 MS.DALLEY: 20 outages, around safety, around power outages,
21 A.Yes, | would expect that it will. 21 on the new advanced notification system which
22 MR. O'BRIEN: 22 was developed coming out of the January
23 Q. Andyou did mention, | think - you were asked 23 outages. Generally, the response was with
24 some questions at theinquiry in March, | 24 respect to the January supply outages and sort
25 guess, on this issue, and | understood that 25 of providing information to customers around
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1 what they could do and what we were doing with 1 just ask - actually, it’s on to the next page,
2 respect to those outagesto prevent themin 2 | think, yes, down to line 10, "So we wanted
3 the future. 3 to provide advance notification, | guess, and
4 MR. O'BRIEN: 4 awareness and education of customers to that
5 Q. Okay. Wasthere acost to that program? 5 end. The cost of that program was about
6 MS.DALLEY: 6 $400,000.00, about $1.42 per customer”. So
7 A Yes 7 that’sin line with what you just indicated.
8 MR. O'BRIEN: 8 You said the final figure was about
9 Q. What wasthe cost to that program? 9 $440,000.00, | think, isthat right?
10 MS. DALLEY: 10 MS. DALLEY:
11 A. Total cost was somewhere around $440,000.00, | {11  A. Yes, it was.
12 believe, once the final tally was done. 12 MR. O'BRIEN:
13 MR. O'BRIEN: 13 Q. Okay. | just wanted to confirm that based on
14 Q.| wonder if we can pull up a cross-examination 14 that evidence and your evidence here, that one
15 document. It’sthe transcript from the March 15 of the key sort of approaches herewas to
16 30th hearing Ms. Dalley wasreferencing. | 16 repair Hydro's corporateimage aswell, is
17 just wanted to - 17 that fair to say?
18 MS. GLYNN: 18 MS. DALLEY:
19 Q. We'll enter that as Information 48. 19 A.No.
20 MR. O'BRIEN: 20 MR. O'BRIEN:
21 Q. 48, thank you. If we could turn to page 80, 21 Q. No, and why isthat?
22 please, and line 10. Soin thistranscript 22 MS.DALLEY:
23 here, Mr. Dumaresque had asked you some 23 A. The corporate reputation iswell known to be
24 questions about the winter readiness campaign, 24 driven by your operational work. Y ou know,
25 and if you come down to 14 there, he said, "I 25 it'sa- | guess, an accepted principle from
Page 78 Page 80
1 know several weeks ago you will - just to - 1 thosewho work in thisfield that when it
2 for people’ s clarification, | don’t know how 2 comes to- andyou say “image'. There's
3 you would not know about it, but, anyway, it 3 differentiation in academic worlds between
4 was ready for winterness advertising campaign. 4 image and reputation, but we'll talk about
5 Can you please tell mewhy thiswas done and 5 reputation because, | think, that’swhat you
6 what the cost of doing that was", and your 6 mean.
7 answer was, "Y eah, we embarked oncomingout | 7 MR. O'BRIEN:
8 of last year because of what we wanted to do 8 Q. Sure, yes.
9 was provide informationto people of the 9 MS.DALLEY:
10 province on the state of readinessfor the 10 A.You know, you can try and gloss over
11 winter", and thisisan areal just wanted to 11 something, but it won't have sustained effect,
12 ask you, "We understood the confidence in the 12 and indeed it didn’t in this case.
13 electricity system coming out of last winter 13 MR. O'BRIEN:
14 had been seriously diminished. Our research 14 Q. What'sthat?
15 told usthat aswell, so we wanted to advise 15 MS. DALLEY:
16 people of the work that Hydro had put into the 16 A ltdidn'tinthiscase.
17 system, that we' d accepted the recommendations {17 MR. O'BRIEN:
18 coming out of the various inquiries and that 18 Q. ltdidn'tinthiscase, okay.
19 we had done substantial work in getting ready 19 MS. DALLEY:
20 for the winter". Wasthat redly the key 20 A.We achieved the objectiveswe wanted to from
21 purpose for this program? 21 the program, so the awarenessincreased, a
22 MS.DALLEY: 22 number of variablesthat we |ooked at around
23 A.Yes, itwas 23 those objectives, but it had noimpact on
24 MR. O'BRIEN: 24 reputation.
25 Q. Andif we scroll down to the bottom, and I'll 25 MR. O'BRIEN:
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1 Q. Andwhy do you say that? 1 MS.DALLEY:
2 MS.DALLEY: 2 A.Andthat was onthe customer survey which
3 A.Because we measured it. 3 would have been distinct from the actual
4 MR. O'BRIEN: 4 survey on the program itself.
5 Q. And how did you measureit? 5 MR. O'BRIEN:
6 MS. DALLEY: 6 Q. And what was the timing between those two, the
7  A.Weasked customers. We surveyed them. Well, 7 survey and the program, and then the customer
8 the people of the province really because it 8 service one? Wasthere anumber of months
9 was a broader campaign. 9 after?
10 MR. O'BRIEN: 10 MS. DALLEY:
11 Q. Andinterms of the results of that, was that 11 A. Wdl, the customer service one would have been
12 afull customer service sort of - what type of 12 in - the customer service one last would have
13 asurvey did you do? 13 been done in November of - it would have been
14 MS. DALLEY: 14 in the field November of 2014.
15 A Well, we didtwo. Wedid asurvey on the 15 MR. O'BRIEN:
16 program itself, and then we also separately 16 Q. Okay.
17 and distinctly surveyed Hydro’ s reputation. 17 MS. DALLEY:
18 MR. O’'BRIEN: 18  A. Soit would have predated the actual program.
19 Q. Okay, and the program itself didn’t affect 19 The program survey itself was, I'm going to
20 Hydro’ s reputation? 20 say, conducted in late March of 2015, and then
21 MS.DALLEY: 21 the Hydro reputation survey would have been in
22 A.Againit'sdifficult to, you know, parse those 22 the field in May/June of thisyear.
23 variables out, you know, without some sort of 23 MR. O'BRIEN:
24 control, but we certainly didn't see an 24 Q. Of 2015, okay. So the program itself, when
25 impact, the reputation to client, so - 25 did that start, at what point did that start?
Page 82 Page 84
1 MR. O'BRIEN: 1 MS.DALLEY:
2 Q. Soyoudidn’t see- 2 A.l don't have the exact date, Mr. O’ Brien, but
3 MS.DALLEY: 3 it would have been, I'm thinking, late
4 A ltwould be difficult to say that - 4 November. | think we started it with anews
5 MR. O'BRIEN: 5 conference, if | recall. 1’'mgoing to say
6 Q. Difficult to say how - 6 it'saround late November.
7 MS. DALLEY: 7 MR. O'BRIEN:
8 A. Hard numberswould tell you. 8 Q. Canyou give me an undertaking just to provide
9 MR.LYE: 9 the date asto when you would have started
10  A.Can | make acomment aswell? 10 that?
11 MR. O'BRIEN: 11 MS. DALLEY:
12 Q. Yes, sure. 12 A. Sure
13 MR.LYE: 13 MS. GLYNN:
14 A. Dawn is actually right on the reputation 14 Q. Noted on the record.
15 piece, but you' re asking a question about the 15 MR. O'BRIEN:
16 survey. We did ask that question specific, 16 Q.| wonder if we could have alook at the other
17 that would you think Hydro is winter ready, 17 cross-examination document that Newfoundland
18 and 80 percent of the 725 people that 18 Power submitted.
19 responded said that we were. 19 MS. GLYNN:
20 MR. O'BRIEN: 20 Q. We'll enter that as Information 49.
21 Q. Said that you were? 21 MR. O'BRIEN:
22 MR.LYE: 22 Q. Ms. Dadley, thisdocument hereisthis the
23 A.Yes, o that's different from reputation 23 direct mail piece you were talking about?
24 overal, but from awinter ready point of 24 MS.DALLEY:
25 view, it's 80 percent said we were. 25  A.Yes itis.
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1 MR. O'BRIEN: 1 how isit that Hydro would determine they’re
2 Q. Andcanyougive meanidea- 1 know you're 2 winter ready when sending out one of these
3 going to give me an undertaking as to when the 3 documents, just based on - because you're
4 program started, but would that have gone out 4 going to do that in the future, | take that,
5 as part of the - first part of the programiin, 5 aswell?
6 say, November of 20147 6 MS.DALLEY:
7 MS.DALLEY: 7 A. Going to do what?
8 A.l will haveto advise on the timing of it as 8 MR. O'BRIEN:
9 well. 1 can't remember exactly when that 9 Q. Areyougoing to do thesetypes of programs
10 would have went out. I'm thinking it would 10 into the future as well?
11 have been December, early December. 11 MS. DALLEY:
12 MR. O'BRIEN: 12 A. We haven't determined that yet.
13 Q. Okay. 13 MR. O'BRIEN:
14 MS. GLYNN: 14 Q. Okay.
15 Q. Sowell note that as an undertaking. 15 MS. DALLEY:
16 MR. O’'BRIEN: 16 A.But certainly we'll be discussing with
17 Q. Sure, if we can ask for that undertaking as 17 customers over the coming seasonsaswe go
18 well just to find out when this went out, and 18 into winter because we understand that
19 at the top of the document here, it'sawinter 19 customers are concerned about the power supply
20 readiness update. Isthat anormal type of 20 asaresult of the January disruptions, and
21 document that you sent out before, or is that 21 subsequently, | would say the March disruption
22 - like, doyou send out prior to 2014, the 22 aswell.
23 winter of 2014/2015, did you send out these 23 MR. O'BRIEN:
24 types of documents before? 24 Q. Okay.
25 MS. DALLEY: 25 MS. DALLEY:
Page 86 Page 88
1 A.No. 1 A.So ourintention is to provide them with
2 MR. O'BRIEN: 2 information. Whether we do something like
3 Q. And it's entitled "The winter readiness 3 this, | don’t know, but -
4 update”. Why isit entitled an update? 4 MR. O'BRIEN:
5 MS. DALLEY: 5 Q. Sure, might be something different, yeah.
6 A.Becauseit'san update. 6 MS.DALLEY:
7 MR. O'BRIEN: 7 A.Wdl,it's recognizable at this point under
8 Q. Okay, andintermsof - if we could turn down, 8 that frame.
9 "Wearewinter ready". When Hydro sent out 9 (10:30 am.)
10 this document, had it established that it was 10 MR. O'BRIEN:
11 winter ready? 11 Q. Sure, okay. | guess, intermsof how Hydro
12 MS. DALLEY: 12 would determine it’s winder ready?
13 A. Pardon? 13 MS. DALLEY:
14 MR. O’'BRIEN: 14 A. Oh, yes, yeah. We would have had discussions
15 Q. Had it established that it was winter ready? 15 with our operations staff at the time and this
16 MR. O’'BRIEN: 16 if foundationally based on operations, so we
17 Q. Had Hydro established that we were winter 17 would have gone through, and again operations
18 ready? 18 could provide you with more information, but
19 MR. O'BRIEN: 19 wewould have discussed with them where we
20 Q.Yes 20 were around winter readiness, the various
21 MS.DALLEY: 21 winter readiness activities that had been
22  A.Yes. 22 planned for the year, the checklist that had
23 MR. O'BRIEN: 23 been completed, aswell asany initiatives
24 Q.| just want to get an idea as to how, and you 24 that were coming out of theinquiry and the
25 may not be ableto answer this question, but 25 Liberty Report, and our own assessments, that
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1 we needed to be prepared for the winter. 1 MR. O'BRIEN:

2 MR. O’'BRIEN: 2 Q. ltake it fromthese statementsthat they

3 Q. Okay. | wonder if we could scroll down to, | 3 speak to Hydro's sort of pledge to its

4 guess, the bottom half. Y ou’ve got a number 4 customersto be proactive and provide more

5 of bullets, "We' ve got our winter ready plan 5 information, isthat fair?

6 inplace”. Thefourth bullet there, "We' ve 6 MS.DALLEY:

7 secured additional generation to meet customer 7  A.That'stheintention, yes.

8 demand during high peak periods'. Can you 8 MR. O'BRIEN:

9 tell me what additional generation was being 9 Q. Andyou had mentioned the March 4th outages.
10 referenced there? 10 | wonder if we could pull up Information 29
11 MS. DALLEY: 11 there. | didwant to ask you acouple of
12 A. Those would have been the industrial contracts 12 questions about that.

13 that we had for interruptible supply. 13 MS. DALLEY:
14 MR. O'BRIEN: 14  A. Sure.
15 Q. Okay, it was not referencing the new Holyrood 15 MR. O'BRIEN:
16 CT? 16 Q. Ms. Dadley, | redly just wantto focuson
17 MS. DALLEY: 17 some of your comments as part of the
18 A. No, the Holyrood CT is actually inside, so it 18 leadership team of Hydro asit pertains to
19 talks about the fact that it’sin progress, | 19 some of the commentsof - your commentson
20 believe. 20 someof Liberty’s consulting statements in
21 MR. O'BRIEN: 21 thisreport. You've had achance to review
22 Q. Okay, | wasjust wondering in terms of that. 22 thisreport, | take it?
23 In termsof the nexttwo bullets, "We're 23 MS. DALLEY:
24 committed to getting information and updates 24 A.Yes, | would have when it was issued.
25 on interruptions and outages to you as quickly 25 MR. O'BRIEN:
Page 90 Page 92

1 aspossible’. Thelast bullet there, "We will 1 Q. lwonderif wecouldturn to page8 of the

2 inform you in advance if there are significant 2 report. About half way down, there's abunch

3 changesin our generation supply”, at that 3 of different actions, specific actions that

4 point in time were you considering the CT as 4 could have beentaken, and in retrospect

5 part of your generation supply? 5 probably should have been taken, but were not,

6 MS.DALLEY: 6 includes, so Liberty haslisted a number of

7 A.Aganl'dhave to confirmthetiming, but | 7 actions that Hydro could have taken over this

8 don’'t believethat the combustion turbine 8 time frame, and | think part of them refer to

9 would have been on the system at that time. 9 or atleast deal with communications with
10 MR. O’'BRIEN: 10 customers aswell. | want to seeif you agree
11 Q. It wasnot on the system, | don’t think, until 11 with me on those. The first one there, "Given
12 |ate on in 2015. 12 the system could not survivean N-1 event,
13 MS. DALLEY: 13 emergency notifications might have been made
14  A. Sorry, did you say later 2015? 14 at 5:24 when it was learned that Unit 1 would
15 MR. O'BRIEN: 15 not be available". Do you understand Liberty
16 Q. No, later onin 2015. 16 to be talking about notifications to customers
17 MS. DALLEY: 17 at that point?

18  A. Okay, yes, itwasin January, some timein 18 MS. DALLEY:

19 January. 19  A. Just give me asecond, I'm going to read above
20 MR. O'BRIEN: 20 that.

21 Q. Okay, and would you have - once the CT wasin 21 MR. O'BRIEN:

22 place, would you have considered it on the 22 Q. Yes, sure, we can scroll up abit if you like

23 system as part of your generation supply? 23 there.

24 MS.DALLEY: 24 MS.DALLEY:

25  A.Yes. 25 A.That'sokay. Yes, | would say -
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1 MR. O'BRIEN: 1 been notified prior to you?

2 Q. It might help you, the second line. 2 MS.DALLEY:

3 MS. DALLEY: 3 A.No, there was not.

4 A Yes, | would say that. 4 MR. O'BRIEN:

5 MR. O'BRIEN: 5 Q.Anddo youhavea notification tree, soto

6 Q.Okay, and if wedo look under point 4, 6 speak, when it comes to that?

7 "Operators often find themselves in 7 MS.DALLEY:

8 challenging situations with limited time, and 8 A.Yes wedo.

9 sometimes limited information with which to 9 MR. O'BRIEN:
10 make important decisions. No utility person 10 Q. And how does that work?
11 wants to be in the position of having to open 11 MS. DALLEY:
12 the switch on customers'. 12 A. It depends on the magnitude of the event, but
13 MS. DALLEY: 13 that morning the system operations supervisor
14 A That'sright. 14 called me. Typically, what would happen, and
15 MR. O'BRIEN: 15 I’'m not positive about this, but | believe
16 Q. And aswe go through a number of these points 16 that morning it happened concurrently was the
17 here that Liberty has indicated, | think 17 system on-call individual would contact the
18 reference some of that thought process, is 18 communications on-call.
19 that fair? 19 MR. O'BRIEN:
20 MS. DALLEY: 20 Q. Andthe next bullet there, "The failure of the
21 A.l would say, yes. 21 new CT to start at 0612 could have
22 MR. O'BRIEN: 22 precipitated an activation of the emergency
23  Q.And| wantedto ask youon that particular 23 plan”. Again nobody would have contacted you
24 day, or that particular morning, when would 24 immediately following that affair?
25 you have first learned that there was some 25 MS.DALLEY:

Page 94 Page 96

1 concern with respect to availability of power 1 A That'sright.

2 or possible outages that morning? 2 MR. O'BRIEN:

3 MS.DALLEY: 3 Q. Yeah,andinterms of - I’'m not going to go

4 A Aganl spoketo this, | believe in some 4 through each one of those, but in terms of the

5 detail. 5 notification, has Hydro putin place- we

6 MR. O'BRIEN: 6 talked about this sort of notification tree.

7 Q. Right. 7 Has Hydro put in place any changes since March

8 MS. DALLEY: 8 4th to deal with the concernsthat Liberty has

9 A. Atthepreviousinquiry proceedings. It would 9 raised about notification to customers?
10 have been 7:18 am. 10 MS. DALLEY:
11 MR. O'BRIEN: 11 A.lthink there stwo-fold, and | just spoke
12 Q. Andthat would have been, aswe go through 12 about the communications on-call, about the
13 some of theselists, a number of hours after 13 communications on-call and the communication
14 Liberty suggests that some notification might 14 to the operations folks about who was on call
15 have been considered? 15 has now beenimplemented. Sowe align the
16 MS. DALLEY: 16 communications on-call with the operationa
17 A.Yeah, if they're starting their thought 17 on-call, so they both take call at Wednesdays
18 process at 5:24. 18 at noon, and notification goes out to
19 MR. O’'BRIEN: 19 essentially our corporate emergency response
20 Q. Right, we're talking amost two hours here 20 program participants, aswell as, | think, it
21 before you would have been notified? 21 goesto the - there’ sa power outage list as
22 MS.DALLEY: 22 well, advising that thisiswho the system on-
23 A.That'sright. 23 cal is, and thisiswho the communications
24 MR. O'BRIEN: 24 on-call is, so now that interfaceis direct to
25 Q. Isthereanyonein your group that would have 25 them. That said, the communications on-call
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1 that morning would have been aware of this 1 have in place. So we have some fairly
2 about two minutes after |, but | spoke to her. 2 structured protocols now that wouldn't have
3 She was my first call aswell. 3 been in place previously, which provide
4 MR. O’'BRIEN: 4 detailed guidance around that, the joint
5 Q. Shewasyour first call. 5 outage protocol which we havein place with
6 MS.DALLEY: 6 Newfoundland Power. Aswell as now we have a
7 A.lt wasa very - there wasa very quick 7 series of, for lack of abetter word, and |
8 notification that morning once we were aware. 8 think | spoke about this at the outage
9 MR. O'BRIEN: 9 proceedings as well, preemptive advisory,
10 Q. Sointerms of the timeline, though, between 5 10 which gives customersthe insight that there
11 o'clock and 7 o'clock, isthere any changes 11 isarisk onthe system which they wouldn't
12 that Hydro has made to ensure that atwo hour 12 have had previously. So if we have amain
13 gap doesn’t go between communications? 13 transmission line coming into the Avalon taken
14 MS. DALLEY: 14 out of service for maintenance or repair, we
15  A. | think those processes are now being covered 15 would advise customers of that. Thereis some
16 off within the daily system operations 16 discretion within the advisories. Y ou know,
17 meeting, and the call is being made from the 17 for example, if you have a beautiful sunny day
18 system on-call to the communications on-call, 18 and it's the middle of summer, and load is not
19 so the two of those- | will say that we 19 an issue, we may not provide that advisory to
20 haven’t experienced naturally an event of this 20 customers. However, if it's, you know,
21 magnitude at the other side, but we've seen 21 approaching hurricane and alineis out, we
22 risks on the system that would have 22 would have atendency to advise them.
23 precipitated an event like this, in which case 23 MR. O'BRIEN:
24 we have been involved. We also have a series 24 Q. Sointermsof those changes, were they made
25 of equipment advisories and processes that 25 subsequent to the March 4th incident?
Page 98 Page 100
1 we've put in place as well. So there's 1 MS.DALLEY:
2 typically advisories - probably not the right 2 A. Theequipment advisories, I’ d have to check, |
3 word, but internally communications are 3 believe it was after the March 4th incident.
4 apprised is probably abetter way to put it 4 MR. O'BRIEN:
5 during those system meetings, but also on a 5 Q. Okay.
6 routine basis if a piece of equipment is taken 6 MS.DALLEY:
7 off the system, that would precipitate 7 A.I'm getting a nod from someone in the
8 something like this. 8 audience, so that’s very helpful. | likea
9 MR. O'BRIEN: 9 visual -
10 Q. Youreapprised right off thebat if that's 10 MR. O’'BRIEN:
11 going to happen? 11 Q.| believeit wasaswell, but | wanted to make
12 MS. DALLEY: 12 sure.
13 A.Yeah, it's anatification that goesto the 13 MS. DALLEY:
14 appropriate lists. 14 A Yeah
15 MR. O'BRIEN: 15 MR. O'BRIEN:
16 Q.Letme ask youin termsof that then, if 16 Q. Okay. | did also want to ask you, and before
17 you' re advised, who makes the call in terms of 17 this goes out of my mind, we talked about the
18 communication to the customers? Isthat a 18 cost of the winter readinessplan, and |
19 joint call between you and Mr. Henderson or is 19 wonder isthat included in the - thisisthe
20 that your call? 20 $440,000.00 that we were talking about. Is
21 MS.DALLEY: 21 that included in either revenue requirement
22 A. | would say that it depends, however, because 22 for 2014 or 2015?
23 the senior communications advisor is 23 MS. DALLEY:
24 responsiblefor - Hydro aso has, | guess, 24 A.No.
25 oversight on the communication protocols we 25 MR. O'BRIEN:
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1 Q. Okay. The next page, page 9 of this report, | 1 communication failure within Hydro", and | did
2 just wanted to get your commentson ltem 6 2 want to ask you, not so much about the
3 there, "Hydro was not well prepared for an 3 description of it as a power warning versus a
4 emergency at this particular time of day". | 4 power emergency, but the comments of Liberty
5 won't read through it in total, but | wanted 5 here about a communication failure within
6 to get your comments. Liberty hasindicated 6 Hydro. Isthat something you can comment on?
7 here that thinking on the part of management 7 MS.DALLEY:
8 doesn’'t give respect to the fact emergencies 8 A.l expect that what Liberty isreferringtois
9 can come at any hour. Canyou give me your 9 there' s a stream of information which happens
10 thoughts on that? 10 into system operations - through system
11 MS. DALLEY: 11 operations and then there’s a communications
12 A. | think that’'s a stretch on the comments that 12 link which happens between communications
13 were made around that situation. It was more 13 personnel, and then on the other side of that
14 of areflection on the fact that, you know, at 14 you’ ve got communications personnel talking to
15 that typical - first of all, we expect outages 15 system operations personnel within their
16 at any time of day, and that’s the nature of 16 respective utilities. What happens sometimes
17 the business that we're in, and we expect that 17 isinformation is shared and discussed in real
18 emergencies can happen at any time of day. 18 time between the system operators, put it that
19 The explanation that was given to Liberty was 19 way, and that information takestime to get
20 that this explains why it took 30 minutes that 20 trandated back into the communications people
21 morning because people were dispersed versus 21 and then out. So thereis adisconnect in
22 our compatriots at Newfoundland Power luckily, |22 timing sometimes of minutes when you're in
23 to some degreefor them, were mobilized in 23 that situation, and that’s what they would be
24 because they had an outage taking place at 24 referring to there. 1 discussed that during
25 that timein the east end of St. John's. So 25 the outage inquiry processaswell. One of
Page 102 Page 104
1 you had people mobilized in their centre ready 1 the solutions which we had been discussing
2 to respond versus, you know, to be honest, 2 around that was taking - we developed a series
3 folks had to, you know, get someone elseto 3 of holding statements, I'll say, which isa
4 bathe their child and get their computer up, 4 common term in crisis and emergency response
5 etc. Soit’samatter of minutes, it'snot a 5 communications where you agree on a series of
6 matter of not being prepared for the response. 6 statements that you can put out very quickly
7 MR. O'BRIEN: 7 that are generic innature. So customers
8 Q. Okay. If wecanturn tothenext - sorry, 8 typically want to know that you know that the
9 note 8 there on page 9, if we can scroll down, 9 power isout, soit'svery easy to craft and
10 and the note starts with, "Hydro’s initial 10 we worked with Newfoundland Power personnel
11 designation of the March 4th event as a power 11 and we crafted respective statementsif we
12 warning rather than a power emergency doesnot |12 werein asituation like this, we can post
13 reflect a sufficient appreciation of customer 13 this immediately to some degreeto socia
14 expectations. Newfoundland Power had already 14 media, and it essentially says, you know, the
15 begun load shedding at that point”. There'sa 15 power is out and we re looking into it. What
16 comment here, and | just want to get your 16 that doesisit givesyou enough timeto get
17 thoughts on that. 1f we scroll down the last 17 the appropriate people together to confirm the
18 two sentences of that pagethere, starting 18 situation and confirm the facts. So the
19 with, "Curiously Hydro’'steam viewed theevent |19 holding statements are a critical addition to
20 asawarning rather than an emergency, even 20 our response because we no longer have the
21 though Hydro’ s system operations had already 21 luxury of time and customer expectationsto
22 advised Newfoundland Power to begin load 22 some degree, social media has eiminated that.
23 shedding”. The fact that Newfoundland Power’'s |23 Often customers are the ones telling us that
24 communications personnel had this information 24 the power is out versus the other way around.
25 before their Hydro counterparts evidenceisa 25 Sothat wasaway of sort of curbing that.
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1 The other piece, once we have that time, isto 1 try and, I’ll say, educate and illuminate them
2 confirm those factsand get alignment before 2 onisthat what'simportant for customersis,
3 we push further information and subsequent 3 yes, that you'reworking onit, but what’'s
4 updates out to customers, and one of those 4 really critical isthat they know you're
5 means was to have ajoint call between the two 5 working on it, and they know what the problem
6 system operations leads and the two 6 is. So there's certain parameters of
7 communications leads to make sure everyone has 7 information that customers like to have, so we
8 the same information. 8 try and deal with field staff to say here's
9 MR. O'BRIEN: 9 what we need from you. That would be routine
10 Q. Andintermsof - we spoke earlier about this 10 aswell asexceptional situationswhere we
11 counsel Mr. Lye had spoke about. Arethese 11 would ask for them to promptly provide us with
12 types of, like, internal communication issues 12 that information inside the processes that
13 between - of everybody owning customer service |13 we've devel oped.
14 asapiece. Isthat something that arose out 14 MR. O'BRIEN:
15 of theMarch 4thincidents at al, is it 15 Q. Okay, al right, I wonder if we can turn then
16 something that there will be arenewed focus 16 tothe nextline. One of the other areas,
17 on that? 17 when we looked at PUB-379, where your time,
18 MS. DALLEY: 18 Ms. Dalley, has increased over 2014 to 2015 is
19 A.I'mnot sure | understand thelink you're 19 with respect to continued GRA activities from
20 tying to the question. 20 astakeholder engagement perspectiveand a
21 MR. O'BRIEN: 21 public relations perspective. We saw that in
22 Q.I'mjusttrying to get anideagoing forward 22 our list. | wonder can you talk about first
23 in terms of informing customersin terms of - 23 off, | guess, what your rolewould be ina
24 | got your piece interms of the internal 24 general rate applicationitself? Like, in
25 communication. 25 this particular one, let’s say, what type of
Page 106 Page 108
1 MS.DALLEY: 1 role did you play?
2 A Right. 2 MS.DALLEY:
3 MR. O'BRIEN: 3 A. It would be in reviewing the initia
4 Q. Andthenis there apiecethen that sort of 4 submissions. If there are aspects of the rate
5 now we're talking about everybody owning 5 application which pertain to customer service,
6 customer communications aswell? Will those 6 conservation, demand, management, or
7 two merge? 7 communications for that matter, it would be
8 MS. DALLEY: 8 sometimes devel oping, sometimes reviewing that
9 A . Wewould have looked at that from a process 9 information, depending on what it is. When it
10 perspectiveisthe best way to describeit, 10 comesto the processof afiling itself, it
11 Mr. O’ Brien, where we would have gone back 11 would be just ensuring that the appropriate
12 inside our internal outage protocols. We 12 communications has been put in place to
13 certainly do dowhat | would say education 13 customers. From aregulatory perspective,
14 sessions with our field staff on the 14 making sure people are informed. From a
15 importance of customer communications. Our 15 government perspective, making sure that the
16 senior communications advisor hasmet with 16 shareholder is informed of our activities.
17 various field staff, and that’s common amongst 17 Then once we're into the process itself, it
18 utilities that we've talked to, other 18 would be very similar to others. If there are
19 utilities that have run operations campaigns 19 RFIswhich are specificaly related to areas
20 out into their field staff to make sure they 20 of my accountability, | would be again either
21 get frequent updates. We've also spoken with 21 responsible for having those created or
22 Newfoundland Power on similar challenges that 22 creating them, depending on what the issueis.
23 we face where crews areresponsibleto the 23 MR. O'BRIEN:
24 situation, so their priority in the moment is 24 Q.Okay, andin termsof - well, let’s look at
25 to respond to the situation at hand. What we 25 the piece that involves government engagement,
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1 | guess, and that sort of thing. Would you 1 status of it, that kind of interaction.
2 have been involved - prior to October of 2011 2 MR. O'BRIEN:
3 when you came into this particular role you're 3 Q. I'mjusttrying toget a flavour for the
4 in now, would you have been involved in 4 interaction with you in your role with
5 discussions with government about the general 5 government relations as to the nature of your
6 rate application or moving forward with a 6 interaction with government on these types of
7 general rate application? Do you have any 7 things, on directions on when to file aGRA,
8 recollection of discussions? 8 or directions on when not to file a GRA, that
9 MS.DALLEY: 9 kind of thing?
10 A.No. 10 MS. DALLEY:
11 MR. O'BRIEN: 11 A. | would have no interaction of those topics.
12 Q. And when would you have first had any 12 MR. O'BRIEN:
13 discussion with government yourself on Hydro's (13 Q. No.
14 GRA, the 2013 or the 2014 one? 14 MS. DALLEY:
15 MS. DALLEY: 15 A.No.
16 A.l wouldn't be able to point to a specific day 16 MR. O’'BRIEN:
17 on that, Mr. O’ Brien. In the course of norma 17 Q. If weturnto Attachment 8 of this document,
18 operations, if we werefiling the general rate 18 there' sadirection hereto Hydroto filea
19 application, at some point we would have - | 19 general rate application by June 30th of 2012.
20 may have indicated in a phone call that we 20 This document is dated December 22nd, 2011.
21 were preparing to file. | don’'t have 21 Would you have had any involvement or
22 something specific. 22 discussion with government over that?
23 MR. O'BRIEN: 23 MS. DALLEY:
24 Q. Wadll, let’stalk about, | guess, when you came 24 A.No, it wouldn’'t have been anything of
25 into thisrolein 2011, Hydro'slast general 25 significance. Again | may have been made aware
Page 110 Page 112
1 rate application had beenin 2007. Wereyou 1 that the action was being taken, and | would
2 aware whether or not there was one in progress 2 have maybe seen acopy of it whenit was
3 at that point in late 2011 or being prepared? 3 issued, but | wouldn’'t have beeninvolved in
4 MS.DALLEY: 4 the development of that or discussions with
5 A.Agan you're asking me to reflect on my 5 government around the topic itself.
6 awareness four years ago? 6 MR. O'BRIEN:
7 MR. O'BRIEN: 7 Q. Okay, so you wouldn't have been involved with
8 Q. Yes, that'swhat I’'m asking, yes. 8 discussions that we need to update our rates
9 MS.DALLEY: 9 here or bring forward our rates, so we need a
10 A.Sol would expect that | was. 10 general rate application, or is this something
11 MR. O'BRIEN: 11 that just camefrom government, or can you
12 Q. Okay. Thereare anumber of - if we can pull 12 even answer that question?
13 up CA-NLH-024. Thiswas a question asked, the 13 MS. DALLEY:
14 consumer advocate asked of Hydro just for a 14  A.I'mnot evensure | can confidently answer
15 list of directives, government directives that 15 that. You're asking me to sort of speculate
16 have been taken into account by the Board in 16 retroactively on how that may have been
17 this application. Would you be involved with 17 created, and | don’'t know.
18 speaking with government on any sort of Orders {18 MR. O'BRIEN:
19 in Council or directivesto Hydro? Isthat 19 Q. Okay. One of the other things, if we look at
20 part of your role? 20 Attachment 7, if we go back here, and just
21 MS.DALLEY: 21 scroll back another page, Ms. Gray, if we
22 A. Depending on theissue, | may have facilitated 22 could. This particular Order in Council would
23 that. It wouldn’'t be directly responsible to 23 have predated your - | think, predated your
24 my areas of accountability, but | certainly 24 new position. It seems to be August 23rd,
25 may have facilitated that or checked on the 25 2011, and thisis an Order in Council dealing
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1 with the debt guarantee fee. Would you have 1 have been Mr. Sturge, it could have been Mr.
2 had any roleand discussions with government 2 Martin.
3 prior to coming into your role now? Isthat 3 MR. O'BRIEN:
4 part of your - 4 Q. Okay, al right, and there were a number of -
5 MS. DALLEY: 5 between, | guess, 2012, the one we looked at
6 A.No. 6 there earlier, and 2013, there were a number
7 MR. O'BRIEN: 7 of directions from government to file a
8 Q.No. 8 general rate application that kept sort of
9 MS.DALLEY: 9 getting pushed downthe road. Were you
10 A.Aganl| may have been aware that that was 10 involved with any discussions with government
11 happening, but | wouldn’t have had any role. 11 about the need for Hydro to come in?
12 MR. O'BRIEN: 12 MS. DALLEY:
13 Q. Ultimately, Hydro filed a generate rate 13 A. It would be the same answer.
14 application in July of - sorry, end of June, 14 MR. O'BRIEN:
15 2013, is that, right, or July of 2013 that 15 Q. Yeah, and what isthat?
16 ultimately was amended. Did you have any 16 MS. DALLEY:
17 discussion yourself with respect to the 17 A.Whichisnot at a substantive level. Again my
18 initial sort of version of this rate 18 role generally is to facilitate these
19 application? 19 discussions, not to actually drive the
20 MS.DALLEY: 20 discussions. Those would be handled by what |
21 A.l wason maternity leave at thetime, solI'm 21 would argue are the subject experts in that
22 going to think that it wasn't of high interest 22 case who would be providing information to
23 for me at the time. 23 government and vice versa.
24 MR. O'BRIEN: 24 MR. O'BRIEN:
25 Q.| can'timagine. Would anyone in your shop, | 25 Q. And those are the people inthe line of
Page 114 Page 116
1 guess, have been part of discussions? Mr. 1 business?
2 King wasn't in his position at that time. 2 MS.DALLEY:
3 MS.DALLEY: 3 A . Wadl, or the support department, depending on
4 A.No. | expectit would have been handled 4 the issue.
5 within the line of business. 5 MR. O'BRIEN:
6 MR. O'BRIEN: 6 Q. Andthat could be regulatory, could be -
7 Q. Okay. 7 MS. DALLEY:
8 MS. DALLEY: 8 A.Couldbe, yeah. You know, it's-
9 A. Atthe subsidiary level, but again| don't 9 MR. O'BRIEN:
10 know how that would have unfolded. 10 Q. If we're talking specifically about rate
11 MR. O'BRIEN: 11 application, | presumethat’s -
12 Q. Andthe reason| ask you ismorethat Mr. 12 MS. DALLEY:
13 Henderson wouldn’t have been in the position 13 A Typicaly, we would have regulatory and
14 for very long at that time when theinitial 14 finance have those discussions with
15 application - his position, when the initial 15 government.
16 application was filed, and he seemed to think 16 MR. O’'BRIEN:
17 that if there was anyone to have a discussion, 17 Q. Okay, al right. Mr. Chair, | guess, we're at
18 it might beyou, but you were on maternity 18 11:00. We can take our break.
19 leave, so it wasn't you. 19 CHAIRMAN:
20 MS. DALLEY: 20 Q. Okay.
21 A.Hewasn't tracking my whereabouts at the time. 21 (BREAK - 11:00 A.M.)
22 MR. O'BRIEN: 22 (RETURN - 11:33A.M.)
23 Q. Hewasn't tracking your whereabouts. 23 CHAIRMAN:
24 MS. DALLEY: 24 Q. Sir, we are back to you.
25  A.No, and, you know, | expect again that could 25 MR. O'BRIEN:
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1 Q. Thank you, Mr. Chair. | think where we left 1 MR. O'BRIEN:
2 off earlier, we were talking, Ms. Dalley, 2 Q. Right.
3 about your involvement or whether you had any 3 MS.DALLEY:
4 involvement with theinitial GRA filing in 4 A.ljust don'trecal a specific time when |
5 terms of any discussions with government, and 5 shared that or a meeting related to that
6 | understood that from your answers that you 6 specifically.
7 were on maternity leave when the filing got 7 MR. O'BRIEN:
8 putin, isthat right? 8 Q. Okay.
9 MS. DALLEY: 9 MS. DALLEY:
10 A.Yes 10 A.Buttobefair, it wouldn't be surprising that
11 MR. O'BRIEN: 11 | would have shared something like that
12 Q. Okay. Didyou haveany - let me ask you in 12 because there isa significant process and
13 terms of any discussions about the Order in 13 practical - you know, very pragmatic impact
14 Council with respect to the RSP distribution 14 around implementing something like that.
15 of the load variation surplus, would you have 15 MR. O'BRIEN:
16 any involvement in discussions with government |16 Q. Okay, so it’s something you figure would bein
17 on that? 17 your mind and be something worth discussing,
18 MS. DALLEY: 18 you just don’t have a memory of when and with
19 A.No. Again | would say that | was generally 19 who?
20 aware that that was happening, but | wouldn’t 20 MS.DALLEY:
21 have been involved in the discussions. 21 A. No, not to point to specifics, | wouldn’t have
22 MR. O'BRIEN: 22 that.
23 Q. Andthereason | ask redly is because part of 23 MR. O'BRIEN:
24 the order in council dealing with that isa 24 Q. Did you, yourself, make any recommendations to
25 methodology approach of adirect rebate versus 25 anyone at Hydro or anyone in government about
Page 118 Page 120
1 an adjustment in rates, and | didn't know 1 how to do that distribution?
2 whether that would touch on your role for 2 MS.DALLEY:
3 customer service, whether or not you would 3 A Prior to the actua implementation?
4 have any discussions about that being a 4 MR. O'BRIEN:
5 consideration of adirect rebate? 5 Q. Order in Council, yes.
6 MS. DALLEY: 6 MS. DALLEY:
7  A. Again wewould have had discussionsinternally 7 A.No.
8 about the impact of that and what that meant 8 MR. O'BRIEN:
9 from a customer service perspective, the same 9 Q. Soin termsof the 2013 filing of the GRA,
10 discussions we would have shared with 10 would you have had involvement - based on your
11 Newfoundland Power related to that impact, but 11 earlier testimony, | got the impression that
12 | don’t recall having any specific discussions 12 you might have had some involvement with the
13 around that with government. 13 three areas you're talking about here today,
14 MR. O’'BRIEN: 14 and perhaps the costs surrounding those three
15 Q. Okay, and so interms of customer impact, 15 areas. Would you have had any involvement
16 would you have had discussions internally 16 with that, the preparation of the - the
17 about the practicalities of how to do that 17 evidence that you're testifying to today,
18 type of arebate, and would that have - if so, 18 would you have had involvement with that
19 would that have been brought up with 19 preparation with the 2013 filing?
20 government in terms of any discussions? 20 MS.DALLEY:
21 MS.DALLEY: 21 A.I’'mtrying to think of the timelines. | would
22 A.I'msearching my mind becauseit strikes me 22 have gone on maternity leave in the middle of
23 that the complexities of that would have been 23 March.
24 something that, to befrank, | would have 24 MR. O'BRIEN:
25 thought to share. 25 Q. Okay.
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1 MS.DALLEY: 1 about that decision?

2 A. Around that time, so thingsthat would have 2 MS.DALLEY:

3 been done up to that point, | would have, but 3 A. |l was aware of why we were making the

4 anything after that, | wouldn’'t have. 4 decisions we were making, and so | would have

5 MR. O'BRIEN: 5 been involved in the discussions from a, you

6 Q.Okay. | understood from Ms. Russell’s 6 know, to be kept informed perspective.

7 testimony that there might have been something 7 MR. O'BRIEN:

8 in progress in terms of afiling back in 2012. 8 Q. Okay, and were you involved with facilitating

9 Would you have been involved with preparations | 9 any discussions with government at that time?
10 in that? 10 MS. DALLEY:

11 MS. DALLEY: 11 A. Not that | can recall.

12 A Typicdly,| am, so theanswer to that, | 12 MR. O'BRIEN:

13 would expect, without again recalling specific 13 Q. By this pointintime, would Mr. King have

14 dates and times because of the timeframe 14 beeninvolved inhisrole in June of 20147

15 you're talking about, four yearsago, but, 15 When did he come into -

16 yes, when we're developing GRAS, as| said 16 MS. DALLEY:

17 earlier, | aminvolvedin the development of 17 A. No, he started in September of 2014.

18 the evidence asiit relates to my areas. 18 MR. O’'BRIEN:

19 MR. O'BRIEN: 19 Q. Would there have been anyone else involved

20 Q. Okay, so any changes from, say, March of 2013 20 with liaising sort of between government -

21 until the actual filing, you wouldn't have 21 MS.DALLEY:

22 been involved with making any of thosechanges |22 A. There may have been. Asl spoke earlier, not

23 or making any recommendations on changes? 23 al interactions with government. As a matter

24 MS.DALLEY: 24 of fact, | would expect there are a number of

25  A.You mean, thefiling in June or July? 25 interactions. Some of them we are made aware
Page 122 Page 124

1 MR. O'BRIEN: 1 of. We know that happened on aregular basis

2 QYes 2 in other areas of the company that we are not

3 MS.DALLEY: 3 awareof. Sol can't speak definitively to

4 A No. 4 that because | don’t monitor every call and

5 MR. O'BRIEN: 5 every emal and every transaction with

6 Q. That'sa"no",isit? 6 government, but | do know that they happen

7 MS.DALLEY: 7 frequently.

8 A.Yes, that'swhat | said earlier. 8 MR. O'BRIEN:

9 MR. O'BRIEN: 9 Q.Do you recal any presentations made to
10 Q. Andintermsof RFIS, answering RFISarising 10 government or meetings to government
11 out of that process, youwereon maternity 11 specifically arising out of the decisionto
12 leave from March 2013 until when? 12 amend the GRA filing?

13 MS. DALLEY: 13 MS. DALLEY:

14 A. | returned sometime in September. 14 A.l don't recal anything specifically. Again |
15 MR. O'BRIEN: 15 will put acomma after that, but that doesn’t
16 Q. Okay. SoRFIsweren't asked, | don’t think, 16 mean that it didn’t happen.

17 until in thefal, soyou would have been 17 MR. O'BRIEN:

18 involved with responding to RFIs then? 18 Q.| understand that.

19 MS. DALLEY: 19 MS. DALLEY:

20 A.Yes. 20  A. Okay.

21 MR. O'BRIEN: 21 MR. O'BRIEN:

22 Q. Okay. If wego aongfrom 2013 into 2014, and 22 Q.Intermsof the 2014 filing then, you would
23 the decision made to amend the GRA filing in 23 have prepared the evidencethat you're - or
24 or around June of 2014, were you involved with 24 would have been part of the preparation of the
25 any discussions with Hydro leadership team 25 evidence that you' re sponsoring here today?
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1 MS.DALLEY: 1 stakeholders, you know, if there were
2 A.Yes. 2 amendments or changes, if there were media
3 MR. O'BRIEN: 3 inquiries related to the filing, if there were
4 Q. Anddoyourecal that therewasabit of a 4 information to be provided to, | guess, just
5 time lag there between June of 2014 and 5 various stakeholders.
6 November when there was an actual filing, did 6 MR. O'BRIEN:
7 you have any discussions with government about 7 QAndin-
8 getting anew Order in Council to amend the 8 MS.DALLEY:
9 old one? 9 A.As changes were anticipated, but | don’'t
10 MS.DALLEY: 10 recall specificitems.
11 A. Same answer, Mr. O'Brien, | don't recall 11 MR. O'BRIEN:
12 specificaly, but that doesn’t mean that those 12 Q. Soyou'reincluding - in the stakeholder, you
13 discussions didn’t occur. 13 include customers, | believe, in your previous
14 MR. O'BRIEN: 14 testimony, isthat fair?
15 Q. Okay. Do you know if anybody in your group or 15 MS. DALLEY:
16 if Mr. King, say, would have had discussions 16 A.Yes, they are.
17 on that? 17 MR. O'BRIEN:
18 MS. DALLEY: 18 Q. Okay, and would government beincluded in
19  A. | can't comment specifically. Hemay or may 19 stakeholder engagement piece as well?
20 not have. Again | don’'t monitor hiscalls, 20 MS. DALLEY:
21 his emails, and his discussions, but | expect 21 A.Yes
22 if we werefiling a general rate application, 22 MR. O'BRIEN:
23 he would have made government aware that we 23 Q. And so going forward, you mentioned in terms
24 were filing it, and what time frame, it would 24 of any amendments, there were additional
25 depend on the state of readiness. Typically, 25 applicationsfor cost recovery in 2014 and
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1 wetry and get to adefinitive state before we 1 2015. Did you haveany involvement with
2 provide any briefing to government on that, so 2 facilitating discussions with government about
3 it would be somewhere in that time frame prior 3 those?
4 to the actual filing we would have given them 4 MS.DALLEY:
5 an update. 5 A. Our group again, wewould have ensured that
6 MR. O'BRIEN: 6 government were aware of the filings that we
7 Q. lwonder if wecan go back toPUB-NLH-379, 7 were making, so we would have provided them
8 down to page 2 of 3, line 23 there. We looked 8 with, you know, our intention. Typically, the
9 at just someof the areas whereyour time 9 process is we advise them in atimely manner
10 would increase from 2014 and 2015, if wecome |10 that we intend to make applications or
11 downto line26to 27, the end of line 26 11 changes, and then we generally provide them
12 there and, "Continued GRA activities from a 12 with a copy. If there'sa requirement for
13 stakeholder engagement perspective and 13 discussion, if things aren’t clear, myself or
14 customer relations perspective’.  The 14 my group or Mr. King would have facilitated a
15 stakeholder engagement perspective going 15 meeting. If we could have incorporated that,
16 forward then from 2014, fall of 2014 when the 16 oftentimes - again because we're meeting
17 GRA was filed, what involvement would you have |17 regularly, we're ableto incorporate updates
18 had going forward with respect to the GRA from 18 and information requests within the context of
19 a stakeholder engagement perspective? 19 the actual meetings.
20 MS. DALLEY: 20 MR. O'BRIEN:
21 A. Oncethe GRA was filed? 21 Q. Okay, and -
22 MR. O'BRIEN: 22 MS.DALLEY:
23 Q. Yes, the amended GRA was filed. 23 A.That'susually agood avenue for usto cover
24 MS.DALLEY: 24 those items.
25 A.If there were updates to be provided to 25 (11:45am.)
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1 MR. O'BRIEN: 1 same numbers for that?
2 Q. Intermsof thosetwo applications, | guess, 2 MS.DALLEY:
3 the 2014 and 2015 cost deferral recovery 3 A.Soitlookslike an historical based forecast.
4 applications, those would have been initiated 4 MR. O'BRIEN:
5 by Hydro and you' d give updates to government, 5 Q. Okay.
6 isthat how that goes? 6 MS.DALLEY:
7 MS.DALLEY: 7 A.Which again | would have seen before this, but
8 A. Typicaly, yes. 8 that’ s an historical based forecast.
9 MR. O'BRIEN: 9 MR. O'BRIEN:
10 Q. So it'snot something that’s generated by 10 Q. So you would expect, though, in terms of 2016,
11 government to suggest it to Hydro, it'sthe 11 say, your GRA related activitiesto decrease,
12 other way around? 12 | presume?
13 MS. DALLEY: 13 MS. DALLEY:
14 A.You mean with respect to getting information? 14 A Yes
15 MR. O'BRIEN: 15 MR. O'BRIEN:
16 Q. No, with respect to actually proceeding with 16 Q. Would you expect other areasto increaseto
17 the application, you'd let government know 17 capture that decrease?
18 what’syour intent and what you’'re going to 18 MS. DALLEY:
19 do, that's - | believe that's what you 19  A. | think when welook at the - one of the areas
20 testified? 20 which, you know, spending a significant amount
21 MS.DALLEY: 21 of time on, you know, working closely with
22 A.That'stypicaly how it unfolds, yes. 22 Tony, but the customer service strategy, in
23 MR. O'BRIEN: 23 particular, is an area of increased focus for
24 Q. Okay. In termsof continued GRA activities 24 us. Sol’'vebeen spending certainly alot
25 from, | guess, 2015, you're till involved 25 more time on those strategies and the
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1 obviously in some GRA activities. In the 1 activities that have subsequently been
2 context of your role, do you foresee that 2 generated from that, which would be something
3 changing at any point in terms of the future? 3 that you wouldn’t have seen previously. So we
4 MS.DALLEY: 4 have aseries of activitiesthat we have
5  A. With respect to future GRAS? 5 advancing over the next threeto four years
6 MR. O'BRIEN: 6 from system upgradesto process improvement,
7 Q.Yes 7 etc. Sothere'scertainly an increased level
8 MS. DALLEY: 8 of activity there. Onthe cDM side, | mean,
9 A.No, | would expect it would be the same. 9 there'sa bit of give andtake. There are
10 MR. O’'BRIEN: 10 some new programs there, there’'s alot of
11 Q. Okay. Sofor 2014, the hours that you would 11 program review happening, but that’s certainly
12 have- go back to 228, puB-228. In 2014, 12 within the context of what | would see a
13 we've got 971 hours charged in. | presume any 13 normal operations.
14 hours related to Hydro GRA would have no 14 MR. O'BRIEN:
15 relation to any other line of business, would 15 Q. Okay, and if we can go back to 379 there, and
16 it? 16 that follows through, | think, on the last two
17 MS. DALLEY: 17 itemsthere; providing strategic support and
18 A.No. 18 implementing and overseeing significant
19 MR. O'BRIEN: 19 communication efforts on theseissues. Now
20 Q. So that would be encompassed in that 979 20 I’m not sure if that relatesto the outage.
21 figure? 21 Perhaps you can tell me, "Aswell as providing
22 MS.DALLEY: 22 strategic support to planning and implementing
23 A.Yeah, the 979 isrelated to Hydro. 23 and overseeing significant communications
24 MR. O'BRIEN: 24 efforts on these issues', is that al issues
25 Q. Yeah, and why would 2015 and 2016 havethe |25 covered here? Maybe we can scroll up just to
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1 giveyou - 1 MS.DALLEY:
2 MS.DALLEY: 2 A.No, | wouldn't categorize it that way. |
3 A.Yes | mean,if not those, there likely will 3 would categorize it ashalf of the timeis
4 be others. 4 spent directly on matters that are attributed
5 MR. O'BRIEN: 5 directly to Hydro, as we discussed earlier
6 Q. Andthe last bullet there, | think you're 6 when you asked about allocations.
7 touching on customer service and the energy - 7 MR. O'BRIEN:
8 MS. DALLEY: 8 Q. Right.
9 A. Yeah, wejust spoketo that. | mean, in 2015, 9 MS.DALLEY:
10 wedid an update of the potential study in 10 A. Sothereare many other mattersthat | deal
11 coordination with Newfoundland Power, andwe |11 with on a broader basis, which, you know -
12 aso did the five year cbm plan and programs, 12 MR. O'BRIEN:
13 so there' san increased level of effort asa 13 Q. Which touch on Hydro?
14 result of those initiatives this year. 14 MS. DALLEY:
15 MR. O'BRIEN: 15 A. Would berelated to Hydro. Y ou know, it’sthe
16 Q. Right. 16 samething, if | go toa Nalcor leadership
17 MS. DALLEY: 17 safety meeting, the perspective | am bringing
18 A.Once weget into regular programming, the 18 isfrom the employeesthat | oversee, and 95
19 implementation of programs next year would 19 percent of my employees are within Hydro.
20 again be at arelatively solid staccato. 20 MR. O'BRIEN:
21 MR. O'BRIEN: 21 Q. Okay.
22 Q. Okay, and so in terms of your hours then going 22 MS.DALLEY:
23 forward, you figure that the 979 that's 23  A.Sol bringthat to thetable, however, the
24 recorded would be a reasonabl e representation 24 time is attributed to Nalcor as, for lack of a
25 of the forecast going forward, or would you 25 better word, a shared |eadership perspective
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1 expect more involvement at your level going 1 that benefits the parent company and all the
2 forward for Hydro? 2 subsidiaries, not just Newfoundland and
3 MS.DALLEY: 3 Labrador Hydro.
4 A My sensewhen | looked at that forecast, 4 MR. O'BRIEN:
5 although it appeared to be historically based, 5 Q. Right, okay. | wonder if wecould turnto
6 was that based on the effort put forwardin 6 costs at thispoint. You had indicated
7 the last number of yearsand the work that | 7 earlier, Ms. Dalley, that you would be
8 foresee coming in the next couple of years, | 8 responsible for the budget of the units under
9 would seethat asbeing reflective. | don't 9 you, and | presumein terms of the corporate
10 know what itison apercentage basis, but 10 relations costs that we seein the 2014 and
11 it's about half - 11 2015 test year, that comes from your group, is
12 MR. O’'BRIEN: 12 that right?
13 Q. It'sabout half of - 13 MS. DALLEY:
14 MS. DALLEY: 14 A.Yes
15  A.Or sol think, yeah, give or take. 15 MR. O'BRIEN:
16 MR. O’'BRIEN: 16 Q. Okay, and you have your annual budget. Do you
17 Q. Andthat’safair reflection based on what - 17 expect any increases in costs into the
18 MS. DALLEY: 18 2016/2017 year above what you've got in your
19 A.ltis of the -1 mean, generaly, | think 19 2014/2015 year?
20 that’sfair. 20 MS. DALLEY:
21 MR. O'BRIEN: 21 A. No, wewould have anticipated what wasin the
22 Q. Soyou'd spend sort of half your timewith 22 test year requirements, the revenue
23 Hydro related topics, | guess, or issues, and 23 requirements, was what we were working with.
24 the other half on the other lines of business, 24 MR. O'BRIEN:
25 or how would that work? 25 Q. Okay. | wonder if we can bring up regulated
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1 activities evidence, Schedule 1, Revision 1. 1 remained relatively steady, excepting out
2 | think we can make thisone alittle bit - 2 salaries and benefits which are costs that are
3 here we go. So we see the operating expenses 3 usually under collective agreements, the
4 by functional areahere, and under corporate 4 majority of them, which are negotiated outside
5 services, we see corporate relations expenses, 5 of, | guess, to some degree our control.
6 the last one before total corporate services. 6 MR. O'BRIEN:
7 MS. DALLEY: 7 Q. Right.
8 A. Yeah 8 MS.DALLEY:
9 MR. O'BRIEN: 9 A.Inother groups, but, you know, within the
10 Q. Sorry, | don’t have aline number to point you 10 group itself, we're looking at expedited AMR
11 to. Soif wescroll up just alittle bit, Ms. 11 measures. Right now, we' ve implemented AMR on
12 Gray, | just wanted to get a flavour there. 12 an attrition base model. We are reevaluating
13 So from 2007 actuals, we' ve got 5 million and 13 to see that if there are increased
14 change there, to 2015 test year, 7.5 million 14 deficiencieswe can gain by expediting that
15 over there, so about 2.5 million or 50 percent 15 process. We're also doing a number of
16 sort of change in costs there. 1n one of the 16 technology changes, which again we will look
17 responses to the RFIS, there' san indication 17 at for resource efficiencies. Within customer
18 that’s 35 percent over inflation? 18 service, it'sa very small contact centre
19 MS. DALLEY: 19 team, but we are looking at opportunities
20 A.Yes 20 within that where we can - you know, if we
21 MR. O'BRIEN: 21 can't- agood exampleis thecall centre
22 Q.Can youtel uswhy there's been such an 22 where we haveto staff acertain period of
23 increase over that period? 23 time, so you need people there and people to
24 MS.DALLEY: 24 answer the calls, and the volume of calls, but
25 A.Yes, | can. Sothe deltaon the change would 25 there may be means from a technology
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1 be about 2.5 million. 1 perspective when we look to self-service
2 MR. O'BRIEN: 2 applications where if we can push the
3 Q. Right. 3 customersto other channels that are their
4 MS.DALLEY: 4 preferred channels, then that may indeed allow
5 A.About a millionof that is salaries and 5 usfrom a resource perspective tolook at
6 benefitson customer service. .7 would be 6 different staffing models that we can look at
7 salaries and benefits with respect to cbwm 7 within that, but, you know, | mean, right now
8 staff, and $800,000.00 of that were changes to 8 those are principle based things because until
9 taxation, whichisaflow through that comes 9 you get in andgo at that, but from a
10 through the customer service budget. 10 principle perspective - | mean, three of us
11 MR. O'BRIEN: 11 are here, you know, there’'s a consistent
12 Q. Sothat’syour 2.5, okay, and you' re satisfied 12 challenge around the requirement for new
13 that this 35 percent over inflation increase 13 resources. The account management would be
14 is an example of reasonable cost control? 14 another principle onthat. Had lots of
15 MS. DALLEY: 15 discussion with Mr. Henderson about this,
16 A.Yes 16 trying to see how we could efficiently bring
17 MR. O'BRIEN: 17 that principle and that model and framework
18 Q. Doyou have any particular measures aimed at 18 around what we were doing without increasing
19 cost control under your heading? 19 the complement. So could we do it without
20 MS.DALLEY: 20 bringing on per se an account manager, and
21 A. Sotheefficiencies that we bring to the team, 21 we' ve done that within the complement that we
22 so whenever we do planing or any resource 22 have. So, you know, as the business changes,
23 requirements, we look to accomplish that 23 we're looking at ways to streamline the
24 within the complement that we have. Sothe 24 resource requirements, or from a technology
25 customer service team, for example, budget has 25 perspective, to stream work out of the
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1 business. Y ou know, we'll have anew billing 1 A.There is. Sothe way that was initialy

2 system, customer billing system, coming in the 2 constructed was as a meter reader would submit

3 next couple of years. We expect again there 3 their retirement, we would essentially AMR

4 will be opportunities around that for usto 4 their area. So we would swap out the meters,

5 streamline some of those processes. 5 putin the collectors, and thenthe meter

6 MR. O'BRIEN: 6 reading position itself was no longer

7 Q.On that last point there, the customer 7 required. Sothat'swhat we ve doneto this

8 billing, when do you expect that new process 8 point. It'saslow and steady approach to

9 to sort of - 9 that, which againiscost effective because
10 MS. DALLEY: 10 you're justifying it based on the positions,
11  A.It'san upgrade that’sincluded inthe JD 11 and Tony might know the exact numbers of meter
12 Edwards, so when isthe - 12 readers. | think when we started, there's
13 MR.LYE: 13 probably been about six retirements now from
14  A. Sothe project isin the initiation stage, so 14 meter readers as aresult of that.
15 it'sjust starting now. Soto seethat - | 15 MR.LYE:
16 would say to be realistic, it could be 16 A. Six, yeah.
17 anywhere from 12 to 18 months. 17 MS. DALLEY:
18 MR. O'BRIEN: 18  A. So, you know - but that’s aslow and steady.
19 Q. Twelveto 18 months. 19 | don’'t know exactly whenthe last meter
20 MR.LYE: 20 reader is slated to retire, but sometimein
21 A.Andthat'sreally what you would call plus or 21 the 2020s. Sowe'relooking at ways that we
22 minus whatever. | mean, that’s - you know. 22 can rationalize that along a continuum, so
23 MS. DALLEY: 23 we're looking at technology improvements which
24 A.Yeah, it'sarange. 24 have happened with AMR technology to this
25 MR. O'BRIEN: 25 point. For example, we have avery remote
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1 Q. Andin termsof theefficienciesyou'd see 1 area, so if we need to dispatch, for example,

2 coming out of that type of billing 2 a crew to do a disconnect, that'sa very

3 arrangement, can you elaborate on that? 3 costly propositionin some of our service

4 MR.LYE: 4 territories, so we'relooking right now at

5 A.Wdl, to Dawn’s point, there' s alot of manual 5 evaluating isit better for usto go with a

6 processes. You know, even theway that we 6 two way disconnect system where we can

7 would do, like, bill estimates, you know, 7 disconnect remotely. That way we don't

8 cancels or re-bills, there would be 8 actually haveto roll acrew. So there are

9 opportunities to improve what takes blocks of 9 efficienciesto be gained in that, but we're
10 time now multiplied by a number of iterations 10 evaluating them now against the cost naturally
11 to bring that down with a new system. So what 11 because the benefit has to be there. The same
12 you' re getting is you' re getting productivity 12 thing from asafety perspective, you know,
13 improvements. 13 we've had - fortunately, with avery increased
14 MR. O’'BRIEN: 14 effort, areduction inthe number of safety
15 Q. Andone of the other areas Ms. Dalley had 15 incidents with our meter readers over the last
16 mentioned was the AMR. That’s the automatic 16 couple of years, but we'vealso had some
17 meter reading, isthat right? 17 serious incidents with our meter readers, be
18 MS. DALLEY: 18 it - and it's stuff that again Newfoundland
19 A.Yes 19 Power would deal with, and I’ve gone out and
20 MR. O'BRIEN: 20 walked the routes with our meter readers and
21 Q. Andintermsof -isthat part of aprogram 21 crews, and pets, dogs, access issues, we've
22 that’sin place now of changing out meters? 22 had meter readers bitten, we've had themin
23 Can you just sort of give me alittle bit more 23 Icu, falling down in customer properties and
24 information that? 24 areas that they wouldn’t have seen. So that’s
25 MS.DALLEY: 25 aseriousissue for us and AMR has the ability
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1 to actually keep our workers safer by 1 tell us what that involves, is it just
2 technology, taking them out of the actual 2 salaries - | understand there may be some FTES
3 role. Sothere’sa lot of benefits to AMR 3 included in that?
4 technology. We're actually looking at it now 4 MS.DALLEY:
5 aswell for aload control pilot in Postville. 5 A. |l would have to get the specific breakdown. |
6 We're evaluating AMI technology that can 6 don't haveit in front of me, butl can
7 provide direct load control benefits. So we're 7 certainly get it for you. | doknow that
8 doing a pilotin Postvilleto seeif it's 8 therewere two- I’'mjust not sureon the
9 successful, a very high cost service 9 timing of it. There were - acommunications
10 territory. You know, we're looking at - and 10 position was transferred into Hydro, and an
11 Barry can correct me, | think it's 10 11 additional one was added, and | believe that
12 kilowatts on peak. 12 wasin - I’'mnot sureif that was 2014 or
13 MR. BROPHY: 13 2015.
14 A That'sright. 14 MR. O'BRIEN:
15 MS. DALLEY: 15 Q.| might be ableto help you with that. 1've
16 A.You know, that’s the tipping point to putting 16 got acouple of RFIsthat | cantalk toyou
17 inanew enginein adiesel community, which 17 about. | guess, first of all, would you be
18 is highly expensive, so we're looking at 18 responsible for determining the FTESon an
19 opportunitiesto do direct load control, bring 19 annual basisin your group? How would that
20 customers on boardto that and have the 20 work?
21 ability during those peak hours to just turn 21 MS.DALLEY:
22 off their hot water tank for that period of 22 A. No, the managers would be responsible, but we
23 peak time, which again defers the cost of, you 23 would be in discussions about any FTE
24 know, the expense of capital cost of adding an 24 complement that was required.
25 engine. So there' sopportunities like that 25 MR. O'BRIEN:
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1 that we're looking at on afrequent basis 1 Q. And how would those discussions go? | mean,
2 which lead to cost reduction. 2 would you discusswith them whether or not
3 (12:00 p.m.) 3 there’ sways to avoid having to add FTES, that
4 MR. O'BRIEN: 4 kind of thing?
5 Q.| wonder if we could ook at NP-NLH-005. 5 MS. DALLEY:
6 MS.GRAY: 6 A.Absolutely.
7 Q. Revision 3? 7 MR. O’'BRIEN:
8 MR. O'BRIEN: 8 Q. And that happens on an annual basis?
9 Q. Yes, please, and Table 2.13, which we'll have 9 MS. DALLEY:
10 to blow up a fair bit. | think thisisthe 10 A. No, it happens annually, but it also happens
11 salaries and benefits, and | won't spend much 11 as we'redoing work and resource planning
12 timeon that. | justdid want to confirm, 12 about the -
13 based on what evidence | was given from other 13 MR. O'BRIEN:
14 witnesses, you wouldn’'t have any input, Ms. 14 Q. Okay.
15 Dalley, would you, intermsof salariesand 15 MS. DALLEY:
16 benefits for your team, that’'s all HR, is that 16  A. Sofrom awork planning perspective, we would
17 fair? 17 have discussions about whether the work can be
18 MS. DALLEY: 18 handled within the existing complement and the
19  A. That would be correct. 19 criticality of the work.
20 MR. O'BRIEN: 20 MR. O'BRIEN:
21 Q. Andinterms of the- if wescroll overto 21 Q. Okay.
22 2013 to the 2015 test year, there's a 22 MS.DALLEY:
23 $700,000.00 increase therein salaries, and 23 A.If anew position was proposed, we would have
24 the 2014 to 2015 test year is about 24 discussions around alternative methods to
25 $500,000.00 increase in salaries. Can you 25 accomplish that work and is a resource
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1 required. The example | spoke to just afew 1 related. In the past, those have been
2 minutes ago, was a good example of that. As 2 positionsthat have had some, what | would
3 we went into developing the account management | 3 say, are functiona requirements within
4 framework, we knew there was an extra level of 4 Nalcor, so you have ashared service team.
5 effort that would be required to put that 5 They would have line of business
6 framework in place and have those discussions. 6 accountabilities, but they would also have
7 Didwe feel that we could accomplish that 7 some shared functional things that span across
8 within the existing complement that we have by 8 Nalcor. Aswe veevolved, that isno longer
9 adding it to someone else’s duties, etc, and 9 the case. We've shifted the Hydro
10 we determined that we could share an existing 10 communications team members to be solely
11 resource and put that in. There were alot of 11 Hydro. So 100 percent of their work is
12 synergies to be had doing that. 12 related to Hydro, they have no shared
13 MR. O'BRIEN: 13 responsibilities with any other team.
14 Q. Okay, well, maybe if we canlook at IC-NLH- 14 MR. O'BRIEN:
15 096, and thismight help uswith the FTEs. 15 Q. Okay.
16 Attachment 1. So the corporate relations 16 MS. DALLEY:
17 block is thetop block there, and this has 17 A. Sowhat you're seeingisan amalgamation of
18 your three departments, | believe, corporate 18 pieces of a variety of people being
19 communications shareholders, and then customer |19 consolidated into clear roles with clear
20 service, and energy efficiency, isthat right? 20 accountability for Hydro.
21 MS.DALLEY: 21 MR. O'BRIEN:
22 A.That'sright. 22 Q. Andthat'sreally wherel wasgoing. | think
23 MR. O'BRIEN: 23 | just wanted to see if that's what had
24 Q. Soif we scroll over then to the actuals and 24 occurred, because | do notethat there's a
25 the forecast, the forecast for 2014 and 2015 25 decrease in charge ins from Hydro out to
Page 150 Page 152
1 for customer service- sorry, for corporate 1 Nalcor, so that would make sensein terms of
2 communications and shareholders relations 2 what you' re saying.
3 appearsto increase from 2014 to 2015 from 1 3 MS.DALLEY:
4 to 3, isthat right? 4 A Right.
5 MS. DALLEY: 5 MR. O'BRIEN:
6 A.That looksright. 6 Q. Sowe'relooking at here - we'relooking at an
7 MR. O'BRIEN: 7 increase in two FTES. Are welooking at two
8 Q. Okay, and can you give me an overview asto 8 individuals as opposed to two FTES?
9 what those individuals would be doing, what 9 MS.DALLEY:
10 type of role they would have? Y ou were about 10 A. That'sright.
11 to speak about an increase in two individuals 11 MR. O'BRIEN:
12 and | didn’t know if therewas particular 12 Q. Okay, al right, and those particular
13 rolesthat were created for those increases 13 individuals were already performing work for
14 under the corporate communications and 14 Hydro under a Nalcor position?
15 shareholders relations perspective? 15 MS. DALLEY:
16 MS. DALLEY: 16 A. That'sright, yes.
17 A.I’'mjust looking for a good example because | 17 MR. O'BRIEN:
18 think I’ ve spoken to some of this. 18 Q. Andintermsof corporate communications and
19 MR. O’'BRIEN: 19 shareholdersrelations, do there remain any
20 Q. Sure. 20 individualsat Nalcor, apart from Mr. King,
21 MS.DALLEY: 21 say, who would perform roles?
22 A.Page10of theevidencegivesa fairly good 22 MS.DALLEY:
23 overview of what the activities arerelated 23 A.Soto be clear, Mr. King doesn’t charge any
24 to, corporate communications. So they have 24 timeto Nalcor.
25 responsibility to - and they are solely 25 MR. O'BRIEN:
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1 Q. Okay. I didn't know that, thank you. 1 know, has been 18 monthsin the job and, you
2 MS. DALLEY: 2 know, is here on the stand, so between the
3 A.It'sa corporate resource across Nalcor and 3 three of us here, but there’' s no new positions
4 none of histimeis coded to Hydro. 4 that | can recall.
5 MR. O'BRIEN: 5 MR. O'BRIEN:
6 Q. Allright. 6 Q. No, I didn't figure that.
7 MS. DALLEY: 7 MS. DALLEY:
8  A.With respect to others, if there are, it would 8 A.Sol'mexpecting -- and when | was reviewing
9 be very rare and it would be a situation. So 9 this material over thelast couple of weeks,
10 for example, you would have seen, | believe, 10 there were anumber of -- and particularly
11 in the January supply disruptions, a very 11 between the year-over-year forecast, like
12 limited amount of time under our corporate 12 there were a number of people that we had sick
13 emergency response wherewe would have had |13 leaves, for example, and there was vacancy as
14 others from other lines of business 14 aresult of that and just it appeared the
15 essentialy foldin. Alot of companies use 15 timing over the year. We brought another
16 contractors or other people for that. We just 16 billing officer on for | think probably four
17 happened to have those servicesand skills 17 or five months this year, Monica, with respect
18 availableinside of Nalcor, so those people 18 to assisting usin the data collection around
19 would have folded in and assisted with that 19 the RsPrefund, for example. So some of those
20 responsein thosefirst four or five days. 20 would have gotten captured in here.
21 Therewould have been people who had some |21 MR. O'BRIEN:
22 experience and would have been able to assist 22 Q. Would they have been captured though at the
23 with the media or managing social media and 23 time -
24 monitoring interactions, things like that, 24 MS.DALLEY:
25 during the response. 25  A. Yeah, thiswas donein December, right.
Page 154 Page 156
1 MR. O'BRIEN: 1 MR. O'BRIEN:
2 Q. Okay. 2 Q.Yeah
3 MS. DALLEY: 3 MS.DALLEY:
4 A Butagainit'sthe exception by far, not the 4 A.Yeah, sono, thelast version that | saw would
5 rule, and the guidance that we provide to the 5 have had that in.
6 communications team, particularly the Hydro 6 MR. O'BRIEN:
7 people, but also others, you know, it's abit 7 Q.Okay. All right. Sointermsof -- butin
8 of firewalling around Hydro at this point. So 8 terms of the 2014 and 2015, why we see a total
9 there' stwo peoplethat lead that effort and 9 --and if we scroll back over to the left
10 it'stheir job. 10 there, we can see it just indicates the total
11 MR. O'BRIEN: 11 for the corporate relations -- just the
12 Q. Andthey’re now in Hydro? 12 corporate relations total and we scroll back,
13 MS. DALLEY: 13 weseea39toa43. Sothere’'sanincrease
14  A.They are. 14 on four FTES. Isit your evidence that that’s
15 MR. O'BRIEN: 15 not actually increased positions? And | might
16 Q. Andwe seein the customer service heading 16 be able to help you in terms of referring to -
17 here, a32 to 34. |Isthat reflective sort of 17 -if wecanrefer to 2.57 of the evidence.
18 anet, based on someincreasessay in -- or 18 Thereisalittle bit of adiscussion therein
19 decreases in the automatic meter reading area 19 your evidence on that.
20 but increases in other areas? is that 20 MS. DALLEY:
21 something you can speak toor Mr. Lye can 21 A.I'veaso-- yeah, and | would have asked for
22 speak t0? 22 information over the last couple of weeks.
23 MS. DALLEY: 23 MR. O'BRIEN:
24 A.Yeah, I’'mjust going to -- I'm sort of looking 24 Q. Yeah, okay. Sowhenweget to linetwo here
25 to both Tony and-- 1 know Tony has -- you 25 and if wecan scroll up, just to make sure
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1 we're on the right heading for you, corporate 1 that, but typically, | would say it’ s the case
2 relations heading there. 2 amost exclusively we would have somelagin
3 MS.DALLEY: 3 that. Sothe positionsthemselves may not
4 A.Yes 4 have changed, but the -- you know, thereis
5 MR. O'BRIEN: 5 someone completing that work until the actual
6 Q. So, we scroll down to line two, in 2015, there 6 technology is implemented, at which timewe
7 were 43 operating FTES. So that corresponds 7 would release the temporary worker from our
8 with what we just saw on the chart. 8 employment.
9 MS.DALLEY: 9 (12:15p.m.)
10 A.Yeah 10 MR. O'BRIEN:
11 MR. O’'BRIEN: 11 Q. Okay. Sowhen it saysthe-
12 Q. Anaddition of four FTES over the 2007 actual. 12 MS. DALLEY:
13 So actually had 39 in 2007 and in 2014. 13 A.ljust don't know the timing of those, you
14 MS. DALLEY: 14 know, those ins and outs.
15 A Right. 15 MR. O'BRIEN:
16 MR. O'BRIEN: 16 Q. Would thereduction then in FTES through the
17 Q. "Norma salary increases over this period of 17 implementation of that program, that reduction
18 time contributed to the increase, aswell as 18 -- when this was prepared, it would have been
19 an increase of .4 million associated with the 19 inthefall of 2014.
20 additional FTEs. The change includes a 20 MS.DALLEY:
21 reduction in FTES through the implementation 21 A.Yeah.
22 of the automatic metering or meter reading 22 MR. O'BRIEN:
23 through many areas of Hydro’srural services 23 Q. Sol guessyou would have been forecasting a
24 territory, thetransfer of FTEsto Nalcor 24 reduction of four individuals. Can you give
25 offset by an increase in personnel associated 25 me an undertaking just to provide -- just to
Page 158 Page 160
1 with the energy efficiency program.” Soin 1 confirm whether they have?
2 terms of -- | guess there'sa couple of 2 MS.DALLEY:
3 questions| had there. The automatic meter 3 A Absolutely.
4 reading, from 2014 to 2015 was there a number 4 MR. O'BRIEN:
5 of individualswould have retired in that 5 Q. Yeah
6 period of timethat were replaced with the 6 MS.DALLEY:
7 automatic meter reading? 7 A. With respect to the meter readers?
8 MS. DALLEY: 8 MR. O'BRIEN:
9 A.Sowhat happenstypically with the automated 9 Q. The meter readers.
10 meter reading or automatic meter readings, we 10 MS.DALLEY:
11 would get notice from an employee that they 11 A. Justfor clarification.
12 intend to retire. Sometimes we get generous 12 MR. O'BRIEN:
13 notice of that and sometimes we don't. 13 Q. Yeah, for the meter readers on that.
14 MR. O'BRIEN: 14 MS.DALLEY:
15 Q. Right. 15  A. Yeah. | mean, we have two areas, three areas
16 MS. DALLEY: 16 now which you would argue one would say wasin
17 A. So depending on where we are in the cycle with 17 limbo, but the employees themselves are
18 the capital budget planning, the person may 18 retired or planning to retire.
19 indicate they’ re going to retire in two weeks, 19 MR. O'BRIEN:
20 but we need to prepare capital budget 20 Q. Right.
21 submission under our capital program to file 21 MS.DALLEY:
22 that. So you'll see some offset there aswe 22 A.Andwe've got temporariesin some, not in
23 bringin temporaries. So the person will 23 others, and the budget submissions themselves
24 retire, we'll bringina temporary. If we 24 aregoing to go in for 2017.
25 have notice, we're able to sometimes plan 25 MR. O'BRIEN:
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1 Q. For 2017, okay. 1 filled.
2 MS. GLYNN: 2 MR. O'BRIEN:
3 Q. Theundertaking is noted on the record. 3 Q Okay. Andl wanted totakeyou to another
4 MR. O'BRIEN: 4 area, just in terms of -- we've got four FTES
5 Q. Thank you. And thenthe other areal wanted 5 discussed here and in that last RFI. There's
6 to ask about wasthe transfer of FTES to 6 another RFI that talks about FTESfor your
7 Nalcor. What would they represent? 1I'm 7 area and | just wanted to get some
8 wondering if that is atypo. 8 clarification on it, and that’s NP-NLH-228.
9 MS.DALLEY: 9 So the question there is further to the
10 A . Sol- 10 response to a request for information NP-NLH-
11 MR. O'BRIEN: 11 005, Attachment 1, asked to explain increase
12 Q. Onthe basis of your earlier evidence that it 12 in corporate service salariesand benefits
13 was atransfer from. 13 incurred by regulated Hydro from 2012 to 2013
14 MS. DALLEY: 14 test year. If we go over to page three,
15 A.I’mdoing a deep cognitive dive right now and 15 there's a 2014-2015 analysis there.
16 | don’t recall any FTES transferred to Nalcor. 16 MS. DALLEY:
17 It's- 17 A.Um-hm.
18 MR. O'BRIEN: 18 MR. O'BRIEN:
19 Q. Canyou give me an undertaking just to confirm 19 Q.Lines15to0 16. Actudly, why don’t we start
20 that? 20 with line 11, approximately one million of the
21 MS.DALLEY: 21 4.1 million is attributed to forecast increase
22 A. 1l will confirm that. There are FTES going the 22 in home base FTEsof -- and this is a
23 other way. 23 discussion of other areas of 13.7, of which an
24 MR. O'BRIEN: 24 increase of four were in project execution and
25 Q. Okay. 25 technical servicesrelated to capital program.
Page 162 Page 164
1 MS. GLYNN: 1 In addition, finance saw an increase of six,
2 Q. Noted on the record. 2 primarily related to finance restructure that
3 MR. O'BRIEN: 3 occurred in mid 2014 in which FTES are
4 Q. Andin terms of the increasein personnel 4 budgeted for the final year in 2015. There
5 associated with the energy efficiency 5 was anincrease of 5.5FTES in corporate
6 programs, how many personnel would have been 6 relations, and we saw four there. | wonder if
7 involved there? 7 you could respond to the differencein the
8 MS.DALLEY: 8 four and the 5.5?
9 A.lthinkit'ssix ontheteamnow. Wewould 9 MS.DALLEY:
10 have had -- when we chose to do the industrial 10 A.Tobehonest, Mr. O'Brien, | can assureyou
1 program review, it was the lead, the employee 1 it's probably best that | provide a
12 who was leading that effort left and went to - 12 reconciliation of those two.
13 - assumed another person and that coincided 13 MR. O'BRIEN:
14 with the timing of our review. So we held 14 Q. An undertaking would be fine for
15 that vacancy openwhile we conducted the 15 reconciliation.
16 review and subsequently brought someone on in 16 MS. DALLEY:
17 a temporary capacity to assist once the 17 A.Becausel havethe information here, but |
18 program became reenacted and now we' re working 18 think I'm going to walk you through it and
19 that along with the account management role. 19 then you're going to ask me to do that
20 MR. O'BRIEN: 20 undertaking.
21 Q. Okay. Soyou did have one personnel increase 21 MR. O'BRIEN:
22 in that area? 22 Q. Okay. | am going to do that. So, | thank you
23 MS. DALLEY: 23 for that.
24 A.Yeah. | think that what you're seeing there 24 MS.DALLEY:
25 is the vacancy that was held open then being 25  A.No problem.
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1 MS. GLYNN: 1 2015 test year. There' s an increase from 2013
2 Q. Noted on the record. 2 of 164,000 to 2014 of 195,000. Canyou tell
3 MR. O'BRIEN: 3 me what that would be related to?
4 Q. And there was another undertaking, but | think 4 MS.DALLEY:
5 you've covered thisoff. | just wanted to 5 A.I'msurel can, but | can’t right now.
6 confirmit. PUB-NLH-423, Attachment 1, and 6 MR. O'BRIEN:
7 page -- so thisisto ask to complete atable 7 Q. Okay. Can you give an undertaking to provide
8 providing corporate services charges and hours 8 that information?
9 from each affiliate to regulated Hydro from 9 MS.DALLEY:
10 2011 to 2013 and the test years 2014 to 2015. 10 A Sure
11 So the heading of the -- if we scroll down on 11 MR. O'BRIEN:
12 page one, thisis -- actually, we get to the 12 Q. And when welook at 195 to 69, would that be
13 answer, there' s an attachment here that starts 13 related to the move of employees from Nalcor
14 with corporate -- if youlook inthe area 14 to Hydro you spoke -
15 that’ s blue, Newfoundland and Labrador Hydro 15 MS. DALLEY:
16 corporate services charged by affiliate number 16 A. |l would expect that would be the significant
17 one. Isthat for all of the lines of business 17 driver of that.
18 or do you know? 18 MR. O’'BRIEN:
19 MS. DALLEY: 19 Q. Okay. And can you give an undertaking just to
20 A.I'mnot familiar with affiliate number one, 20 confirm that aswell?
21 what that means, or with this RFI,to be 21 MS.DALLEY:
22 honest. 22 A.Sure.
23 MR. O'BRIEN: 23 MR. O'BRIEN:
24  Q.Okay. And | think the question was, if we go 24 Q. Thank you.
25 back to the question - 25 MS. GLYNN:
Page 166 Page 168
1 MS. DALLEY: 1 Q. Both undertakings are noted on the record.
2 A Yeah,if you can. 2 MR. O'BRIEN:
3 MR. O’'BRIEN: 3 Q. So the individuals that would have been
4 Q. Sojust to make sure. For each affiliate to 4 transferred from Nalcor to Hydro which we
5 regulated Hydro. 5 spoke about before, they don’'t charge any more
6 MS. DALLEY: 6 into Nalcor? Isthat fair?
7 A. Sothe other lines of business? 7 MS. DALLEY:
8 MR. O'BRIEN: 8 A.I'msorry, could you repeat that again?
9 Q. AndI'masking youif you know the answer to 9 MR. O'BRIEN:
10 that, and I’d ask for an undertaking just if 10 Q. Theindividuals that weretransferred from
11 you can find that out and tell me if that’s 11 Nalcor to Hydroin the corporate relations
12 for one affiliate or if it'sjust for al, 12 department wouldn’t charge anything back to
13 sort of as a group charging into Hydro, which 13 Nalcor or any other lines of business at this
14 iswhat | had assumed might be the case. 14 point, would they?
15 MS. DALLEY: 15 MS. DALLEY:
16 A Sure 16 A.lcan't -- I mean, | can't say that they
17 MR. O'BRIEN: 17 wouldn’t at some point in the future, if it
18 Q. Okay. 18 was required, but it would be an exceptional
19 MS. GLYNN: 19 situation where that would be the case.
20 Q. Noted on the record. 20 MR. O'BRIEN:
21 MR. O'BRIEN: 21 Q. Okay. It'snot the intent?
22 Q.And if we scroll down and look at the 22 MS. DALLEY:
23 response, we can see adifferencein -- if we 23 A. Absolutely, no.
24 look at corporate relations, we see the 24 MR. O'BRIEN:
25 chargesin to Hydro from 2011 right acrossto 25 Q. Andthelast areal wanted to cover with you
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1 folks was just customer satisfaction. | 1 strategy, we wanted enoughtimeto see some
2 wonder if we could look at Undertaking 5? 2 impact before we invested in going back to get
3 MS.GRAY: 3 that feedback from customers through the
4 Q. Undertaking 5A or 5B? 4 customer survey. So we decided to take the
5 MR. O'BRIEN: 5 investment that year, focus on more
6 Q. What'sthat? 6 qualitative data, againto help inform our
7 MS.GRAY: 7 strategy and then subsequently follow up two
8 Q. Undertaking 5A or 5B? 8 years following the last survey with more of a
9 MR. O'BRIEN: 9 quantitative survey to customers. So that
10 Q.5A or 5B, that'sagood question. |I'm sorry, 10 would have been the reason for the gap.
11 Information 5. 11 And at the time when we were setting --
12 MS. GRAY: 12 going out to set the target and target setting
13 Q. Okay. 13 in aworld like this, perception is very
14 MR. O'BRIEN: 14 similar to other perceptual surveyswherel’ll
15 Q. Andthat’sthe answer. And thisis a document 15 say it'sas much art asit is science to some
16 showing key performance indicators for Hydro. 16 degree. So we have anumber of parameters
17 Down at the bottom, if we can makethat a 17 that we look at when wedo target setting.
18 little bit bigger, we see percent satisfied 18 Oneisthethreshold of where you arein the
19 customers and satisfaction rating there, 19 scale. So asyou climb the scale and you get
20 maximum 100 percent. If we just scroll up to 20 higher, to get that last mileis often takes
21 thetop again, so we know which linewe're 21 significant effort. So if your satisfaction -
22 looking at. | wanted to ask just for 2013, we 22 - which ours would have been in the early, you
23 scroll down, 2013, in terms of atarget, was 23 know, 2000 and -- | can't seethe numbers
24 there atarget set for 2013? 24 there, but ’08-09 timeframe, it would have
25 MS. DALLEY: 25 beenin the’90s. So thelevel of effort
Page 170 Page 172
1 A.No, therewasn't. 1 required to movethe extranine percent is
2 MR. O'BRIEN: 2 usually quite stark. So you know, you have
3 Q. No? And why isthat? 3 some sense of whereyou areinthat gap to
4 MS.DALLEY: 4 100, I'll call it.
5 A.We had seen quite adramatic -- first of all, 5 Then we also look at, you know, how do we
6 we saw ayear-over-year actual drop aswell as 6 do our target setting, should wedo bands
7 atrending dropinthe overall satisfaction 7 versus actual hard targets. We looked at the
8 with Hydro, and that isthe nature of the 8 historical view of absolute change. So in
9 question. What we decided to do with the -- 9 this case, over acouple of years, we would
10 essentially the budget that we had for 10 have seen adecline. We alsolook at the
11 research for that year was focused to try and 11 floor and the ceiling. So we had essentially
12 seeif we could get some more qualitative data 12 established a new floor when we went to 80
13 around what was driving the decline. Sowe 13 percent. Our ceiling had been90 or 92
14 spent a time that year having focus group 14 percent. So you know, we understood that that
15 discussions with customersto try and help 15 was the range that we were dealing with, but
16 inform our decision making around what we 16 we also saw the historical trend going down.
17 could do toreversethe trend that we were 17 Because we had -- you know, we looked at
18 seeing. And soas aresult of that shift, 18 the direction and the magnitude of the change.
19 that was one reason. 19 We were implementing a number of, you know,
20 The other reason was a the time -- and 20 initiatives around the customer service
21 we may certainly changethisagain. | know 21 strategy. So essentially we felt that curbing
22 it's been atopic of discussion here about the 22 the trend that year over the period of time
23 two years versus one year, but when you survey 23 that we were talking about would be very much
24 ona one-year basisand what is for us a 24 arealistic target within where we were. That
25 relatively small group executing on a 25 if we -- you know, you start seeing adecline
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1 going thisway, your firstinclination is 1 thenyou can startto increasethe target
2 naturally to want it to turn around, but you 2 going forward?
3 actually really want to stop it and settle in. 3 MS.DALLEY:
4 So we had done, you know, alevel of work and 4  A. That would be the objective, yes.
5 felt comfortable that maintaining it at 80 5 MR. O'BRIEN:
6 where wewere inthe early stagesof the 6 Q. Okay. And these targets or KpPI, key
7 customer service strategy that we still had a 7 performance indicators, for customer
8 lot of work todo, would be, you know, a 8 satisfaction, is that built into your
9 target that was worthwhile. 9 contract?
10 We also considered external factors, 10 MS. DALLEY:
11 which in surveys like this where you're 11 A. Performance contract?
12 talking agrab in timeand a perception, 12 MR. O'BRIEN:
13 external factors like the supply disruptions 13 Q. Your performance contract.
14 last year, the fact that we were in an 14 MS. DALLEY:
15 extended general rate application period, the 15 At isn't today because there's no target
16 fact that there was a considerable debate in 16 there. So for example, thisyear it would be
17 the marketplace around electricity, supply of 17 on delivering the objectives under the
18 electricity that would have been impacting 18 customer service strategy.
19 public opinions and therefore has an impact on 19 (12:30 p.m.)
20 the opinions of our customers. So there are a 20 MR. O'BRIEN:
21 number of driversthat went into setting that 21 Q. Okay. Andthose are the objectivesyou just
22 target. 22 spoke about in terms of -
23 MR. O'BRIEN: 23 MS. DALLEY:
24  Q.Okay. And actualy, | just wanted to be fair 24 A. That was some of them, yes.
25 toyou, interms of -- if we could turn to the 25 MR. O'BRIEN:
Page 174 Page 176
1 next page, and | think your answer has 1 Q. Someof them, yes, okay. And had it beenin
2 responded to that. | did-- | askedif a 2 your performance contract before?
3 target had been set, and we look at 2013 3 MS.DALLEY:
4 target on the bottom, it says 90 percent, but 4 Al don't think it was in my performance
5 the results arenot applicable. So you 5 contract. It would have been the
6 wouldn’t have done asurvey inthat year to 6 establishment of the customer service
7 determineif - 7 strategy.
8 MS. DALLEY: 8 MR. O'BRIEN:
9 A That'sright. Wewould have stayed with the 9 Q. And ddiverables on that basis?
10 target that was existing until we had enough 10 MS. DALLEY:
11 information. 11  A.In 2013, | believe it would be the deliverable
12 MR. O’'BRIEN: 12 related to that. But it’s part of the overall
13 Q. That'swhat | wanted to ask. 13 Hydro measurement and it sits on the Hydro, |
14 MS. DALLEY: 14 guess, corporate targets.
15 A.Do the analysisto essentially reset the 15 MR. O'BRIEN:
16 target. 16 Q. Soitdoes stinintermsof the corporate
17 MR. O'BRIEN: 17 target, that overall?
18 Q. Sointermsof when you next set atarget, you 18 MS. DALLEY:
19 set onein 20147 19 A.ltdoes.
20 MS. DALLEY: 20 MR. O'BRIEN:
21 A.That'sright. 21 Q. Okay.
22 MR. O'BRIEN: 22 MS.DALLEY:
23 Q. Atgreater than 80 percent. Anddo | have 23 A. | should say too, to offer up information on a
24 thisright that one of the ideas behind that 24 topic which | particularly enjoy talking
25 isto stop a slide and get to an areawhere 25 about, the actual measure that we go to
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1 customerswith, whichisincluded, istheir 1 very concrete plan. For year one, we did some
2 satisfaction with Hydro. So it is a 2 pre-work. The second year isleft open to
3 overarching perception on their satisfaction 3 flexibility. Soif | look at the five years,
4 with the company. 4 we've got aseries of initiatives we want to
5 MR. O'BRIEN: 5 do, but we adjust those based on resources,
6 Q. Okay. 6 based on budget. Y ou know, there are a number
7 MS.DALLEY: 7 of factorswhich goinand aswego tothe
8 A.Versus their satisfaction with customer 8 annual planning process, we'll refine those
9 service. 9 down into aclear set of deliverablesfor the
10 MR. O’'BRIEN: 10 coming year, which advance out of thefive-
11 Q. Particular areas, yeah. 11 year plan.
12 MS. DALLEY: 12 So you know, a good example would be the
13 A.Which isa different measure, yeah. The 13 technology around billing. Becausethereis
14 customer service satisfaction is 89 percent. 14 an opportunity for an upgrade there that we
15 MR. O'BRIEN: 15 didn't anticipate until further out, it's
16 Q. Okay. Andintermsof 2015, you' vegot a-- 16 advanced, so therefore we' ve adjusted the plan
17 do you have atarget set for 2015? 17 accordingly and moved that forward.
18 MS. DALLEY: 18 MR. O'BRIEN:
19 A.Sothisyear it'sthedeliverables that are 19 Q.ldon't haveany further questionsfor the
20 under the customer service strategy, again 10- 20 Panel.
21 12 of them, | believe. 21 CHAIRMAN:
22 MR.LYE: 22 Q. Mr. Johnson, Sir.
23 A.Yes. 23 CROSS-EXAMINATION BY THOMAS JOHNSON, Q.C.
24 MS.DALLEY: 24 JOHNSON, Q.C.:
25 A. | can't remember the number, but - 25 Q. Thank you. If we could -- first of al, good
Page 178 Page 180
1 MR. O'BRIEN: 1 afternoon now. Mr. Young is skirting out of
2 Q. That'swhat you spoke about earlier, the 10 to 2 the way there. If we can just turn to that
3 12. 3 customer service strategic road map that’s
4 MS.DALLEY: 4 been filed.
5 A.Yeah 5 MS. DALLEY:
6 MR. O'BRIEN: 6 A.Mr. Johnson, | canhardly hear you. I'm
7 Q. Andhow is-- and Hydro’'stracking to have 7 sorry.
8 those completed by the end of the year? 8 JOHNSON, Q.C.:
9 MS. DALLEY: 9 Q. Oh,I'm sorry.
10 A.Yes, most of them are actually completed now. 10 MS. DALLEY:
11 There issome discussion about the portal 11 A. | do have some hearing loss from alot of rock
12 platform. Theimplementation may be alittle 12 music in my youth.
13 delayed, but right now it’slooking like we'll 13 JOHNSON, Q.C.:
14 have it done by the end of the year. 14 Q. Wadll, it wasn't misspent.
15 MR. O'BRIEN: 15 MS. DALLEY:
16 Q. Andthat's part of your five-year plan you 16 A. Others may disagree with you.
17 spoke about. And what remaining deliverables 17 CHAIRMAN:
18 under that plan are left? 18 Q. From who?
19 MS. DALLEY: 19 MS. DALLEY:
20 A.Wdll, first of dl, it'safairly flexible 20 A. Pardon?
21 document, so we establish anumber, as Tony 21 CHAIRMAN:
22 mentioned, of sort of, you know, here’ s where 22 Q. What band was it?
23 we want to be in the future. Here'swherewe 23 MS. DALLEY:
24 aretoday. Hereare anumber of initiatives 24  A. Collective Soul, to be honest.
25 that will help us get there. Welaid out a 25 CHAIRMAN:
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1 Q. I'mvery familiar with that stuff. 1 actually -- when we started out, we started
2 MS.DALLEY: 2 out in athree-year window. Soyou know,
3 A lfyoudon'tlistento itloudly, it doesn’t 3 initially our conception was we would look to
4 sound the same. 4 a three-year window. Whenwe started to
5 JOHNSON, Q.C.: 5 identify some of the opportunitiesthat we
6 Q. Ifwe could turnup that customer service 6 have, wereally felt that, you know, this was
7 strategic road map that’ s been filed with the 7 likely going to span over alonger period of
8 Board? It'sat CA-322, Attachment 1. And 8 time, not long, but we sort of in our minds
9 I'll be asking some questions about it. Maybe 9 and in our planning started to look at afive-
10 we could go to the beginning of the document, 10 year window. So really we seeit now asfive
11 Ms. Gray? Soit indicates at the preface that 11 years, including the prior year. Because as
12 the document outlines a strategic road map for 12 wewere developing the strategy, in coming
13 customer service at Hydro from 2015 to 2017, 13 through 2013 and we made somerevisionsasa
14 and just an opening question on that. Isthis 14 result of some of the outages and the feedback
15 replacing a strategy or isthisthefirst time 15 we had from customers in that year, you know,
16 that there's been a strategy on customer 16 we actually accomplished -- | think we
17 service at Newfoundland and Labrador Hydro? 17 characterize them here as sort of pre-actions,
18 MS. DALLEY: 18 for lack of a better word, but you know, there
19 Al couldn't speak to historical pieces. There 19 was awindow there prior to the filing of the
20 would have been an annua planning process, 20 strategy when we were within that mind set and
21 but along-term view, | don’t recall myself 21 accomplishing some of those objectives.
22 having seen something with alonger window and |22 JOHNSON, Q.C.:
23 assessment with it. 23 Q. So what’'sthe five yearsthen that we're
24 JOHNSON, Q.C.: 24 talking about? Because | see 2015 to 2017.
25 Q. Right. So you're not aware of there having 25 MS.DALLEY:
Page 182 Page 184
1 been a strategic plan in place prior to this? 1 A.Yeah you'd redly betalking -
2 MS. DALLEY: 2 JOHNSON, Q.C.:
3 A Agan, notthat I'm aware of, but there may 3 Q.Butit'snow five-
4 have been. 4 MS.DALLEY:
5 JOHNSON, Q.C.: 5 A.Now we'd betalking about -
6 Q. Right. Youwould be aware of it? 6 JOHNSON, Q.C.:
7 MS. DALLEY: 7 Q. What'sthefiveyears?
8 A.lthink I probably would have. 8 MS. DALLEY:
9 JOHNSON, Q.C.: 9 A. Thiswould be year one, aswe see it, 2015.
10 Q.| would hope so. 10 So it would go to 2019, | guess, 2020.
11 MR. BROPHY: 11 JOHNSON, Q.C.:
12  A.I'mnot aware of one, other than our annual 12 Q. Okay.
13 plans. 13 MR.LYE:
14 MS. DALLEY: 14 A. It doesreference in the document, if you read
15 A. My 33-year-old or 33-year veteran here may 15 through all of it, that there-- about the
16 have. 16 fiveyears.
17 JOHNSON, Q.C.: 17 JOHNSON, Q.C.:
18 Q. Yeah, okay. Andittalks about thisbeing a 18 Q.Yes
19 strategic road map for 2015 to 2017, and just 19 MR.LYE:
20 | guess a clarification. Was this supposed to 20 A.Butwe'refocused on’15t0’17. But further
21 be afive-year service strategy at one point 21 in the document, it references, you know,
22 and then got turned into a2015 to 2017 22 could be five-year plan.
23 arrangement? 23 JOHNSON, Q.C.:
24 MS.DALLEY: 24 Q. Okay, al right. And in terms of who gave the
25 A.That'savery good question, Mr. Johnson. | 25 direction for the undertaking of this
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1 strategic road map for customer service? 1 A Hisinput and his sign off ona strategy,

2 MS.DALLEY: 2 which iswhat happened.

3 A That'sagood question. It was mewhen | saw 3 JOHNSON, Q.C.:

4 theresearch and wherewe weregoing. 1I'm 4 Q. Sojust going back to thediscussion there

5 just trying to think if there was any 5 earlier this morning about Mr. Henderson
6 discussion prior to that. But | don’t recall 6 having ultimate responsibility for customer

7 any discussion prior tothat. Itwas -- | 7 service at Hydro, and just indicate how you

8 felt there was a requirement to actually focus 8 seethat, you know, given thefact that he

9 inonwhat wasdriving the research results 9 doesn’'t have people reporting to him directly
10 and in order to do that, rather than doing it, 10 inthisarea, as| understand it. You don't
11 you know, off the cuff, that we needed to have 11 report to him. Just if you could provide -
12 abroader view to the customer feedback and 12 MS. DALLEY:
13 lay out a series of actions that we felt would 13 A. So Mr. Henderson has accountability or had
14 again improve the customer experience with us. 14 accountability -
15 JOHNSON, Q.C.: 15 JOHNSON, Q.C.:
16 Q. Okay. Andintermsof thisdocument, it got 16 Q. Right.
17 prepared and filed with the Board | believe on 17 MS. DALLEY:
18 September 30th, 2014? 18  A.-for Hydro’'sregulated operations, of which
19 MS. DALLEY: 19 customer service, energy efficiency and
20 A.That'sright. 20 communications are part of that. | appreciate
21 JOHNSON, Q.C.: 21 that most people come from a construct of a
22 Q. And then so, you would have signed off on this 22 very hierarcha model andindeed wedo as
23 document, Ms. Dalley, | takeit? 23 well. However, we have principles which drive
24 MS.DALLEY: 24 -- and values which drive our work. So Mr.
25 A.Yes 25 Henderson, we have a very collaborative

Page 186 Page 188

1 JOHNSON, Q.C.: 1 environment. He isengaged actively inthe
2 Q. Right. And what other sign offs were 2 planning. We engage with him in the planning.
3 necessary for this document? 3 It'savery collaborative development of the

4 MS.DALLEY: 4 annual plans. It'sthe samething with the

5 A.We would have done engagement with other 5 strategy. Rob and | spoke about it numerous
6 people in the company. We spoke with 6 timesduring the development. He saw the
7 employees. We spoke with other managers and 7 final copy. We sat down, we met about it. We
8 aswell, | consulted with Mr. Henderson. He 8 had a discussion about it. | got his

9 had a copy. We reviewed it and he 9 feedback. | mean, ultimately if he felt it

10 incorporated feedback as well. 10 was unachievable -- well, there were changes
11 JOHNSON, Q.C.: 11 he requested and changes we made. So, | don’t
12 Q. Right, so Mr. Henderson didn’t initiate this 12 -- | guess I’ m not confused by that.

13 customer service strategy and he would have 13 JOHNSON, Q.C.:

14 provided input, but he would have had no 14 Q.Okay. So there were changes that he

15 signing off authority on what its contents 15 requested? Do you have some examples, for
16 were or what it was aiming to do? Would that 16 instance?

17 be right? 17 MS. DALLEY:

18 MS. DALLEY: 18 A.l wouldn't off thetop of my head. 1 just

19 A.No, | wouldn't characterizeit that way. | 19 remember there were anumber of things aswe
20 would have -- my consultation with Mr. 20 were discussing that he asked that we could
21 Henderson would have been about gaining his 21 change and we did.
22 sign off. 22 JOHNSON, Q.C.:
23 JOHNSON, Q.C.: 23 Q.Okay. Soin termsof -- if you could go to
24 Q.| see, okay. 24 page 11 of 19 of the document. Just alittle
25 MS.DALLEY: 25 bit further. Yeah, there you go, the
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1 objective there. Thisisin Section 6 looking 1 they’ve had, let's say, a new service
2 at the future state of what you're trying to 2 connection.
3 achieve and the objective indicates to 3 JOHNSON, Q.C.:
4 maintain an 80 percent customer satisfaction 4 Q. Right. But let mejust understand something.
5 rating over the next fiveyears. So this 5 Thisis supposed to be a plan going out to --
6 would have been something approved with Mr. 6 or a strategic road map going out to 2019.
7 Henderson that that would be what the 7 MS. DALLEY:
8 achievement hopewould be for five years, 8 A.That'sright.
9 going out to 2019? 9 JOHNSON, Q.C.:
10 MS. DALLEY: 10 Q. Andthat theideaisthat in 2019, 80 percent
11 A. Yeah, wewould have had discussion around that |11 customer satisfaction would bethe target.
12 at that early stage. 12 That's your objective?
13 JOHNSON, Q.C.: 13 MS. DALLEY:
14 Q.Okay. And you indicated, you know, that 14 A. Atthe time of the plan, but again, as |
15 there's been a drop off in customer 15 mentioned, and I'll reiterate it so that it's
16 satisfaction overall with Hydro. It wasin 16 clear, these documents generally are very
17 the low 90s and then it went down to the low 17 fluid. So aswe seek more feedback from
18 80s. And why isit taking that amount of time 18 customers through our customer surveys and we
19 to-- why are wetargeting five years out 19 seethat thetrend is improving, we wouldn’t
20 till being at the low ebb of the customer 20 maintain that satisfaction rating as itis.
21 satisfaction? 21 That was the floor that was established. So
22 MS.DALLEY: 22 we came in when we were doing the survey and
23 A.lthink typicaly target settingis afluid 23 said, you know, based on what we have to do,
24 process. So we would see the same thing this 24 there' salot of opportunity here. Let’'slay
25 year. You would have seen the resultsthis 25 out the five-year plan and maintain stability
Page 190 Page 192
1 year or late 2014 when we surveyed comein at 1 where we are now. But wejust got feedback
2 84 percent. So, you know, wewill look at 2 from customersin December, November-December
3 that and incorporate that into our target 3 of last year which was four percent higher
4 setting, which right now we're doing on a 4 than that.
5 biannual basis. So we would incorporate that 5 JOHNSON, Q.C.:
6 feedback and adjust accordingly. 6 Q. Soisthisnow going to be updated as to where
7 JOHNSON, Q.C.: 7 you want to be for 20197
8 Q. Right. 8 MS.DALLEY:
9 MS.DALLEY: 9 A.ltwill be adjusted in our KPIS, yes, aswe
10 A.So that, indeed the objective from a 10 take that feedback in and adjust it
11 measurabl e measurement perspective may indeed |11 accordingly.
12 change. We have anumber of other measures 12 JOHNSON, Q.C.:
13 which we're looking at incorporating as well 13 Q. Right, | see.
14 which feed into the strategy. So measurement 14 MS. DALLEY:
15 is not a one-off item. There are a number of 15 A.Butagain, it'snotjust asl went through
16 ways to get feedback from your customers. 16 earlier when | was discussing, you know, what
17 JOHNSON, Q.C.: 17 the factors are that you take into
18 Q.Butin- 18 consideration when you' re target setting. So
19 MS. DALLEY: 19 historic performance is one of those factors,
20 A. Sowe seethat as the overarching rating, but 20 but not the only factor.
21 there are anumber of piecesthat fitinto 21 (12:45 p.m.)
22 that. For example, we're looking at 22 JOHNSON, Q.C.:
23 incorporating transactional surveys, so that 23 Q. If wecould look at the 2014 survey results
24 on a transactional basis, | can pinpoint 24 which areat cA-323, Attachment 1? Thisis
25 someone’ s experience with the company after 25 the 2014 residential customer satisfaction
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1 tracking study. And in particular, I'm 1 of 100. So customer concern would be the top
2 interested in the analysis inthe document 2 driver in -- that’ s the customer’ s judgment or
3 about the key drivers of customer 3 their opinion on how -- what their
4 satisfaction, and in that regard, if | could 4 satisfaction iswith Hydro. So Hydro listens
5 bring you to page 26 of 547 5 to and acts upon customer concerns and Hydro
6 So as| understand it, this diagramis 6 cares about its customers.
7 attempting to show us the results of a 7 And then the supply of electricity would
8 regression analysis and perhaps you could walk 8 be the second one at 27 percent, which is very
9 usthrough what this-- theseresults are 9 close. It would be a high second, which would
10 saying to us, in terms of what the key drivers 10 be Hydro ensures a sufficient supply of
11 are and how that fitsin here. 11 electricity for the foreseeable future and
12 MS. DALLEY: 12 Hydro maintains the electricity system. And
13 A. Certainly. So what they’ve done is conducted 13 you'll see again the performance on the
14 a regression analysisagainst two of the 14 subsequent page in that area.
15 variables, which again I’m not a statistician, 15 And then the other three, price, power --
16 but it's been described to me and I've been 16 or four, sorry. Price, power restoration,
17 told and validated with others that it makes 17 customer service and then reliability are the
18 for avery robust model because of the nature 18 other four drivers.
19 of the statistical regression. 19 JOHNSON, Q.C.:
20 So, it basically tellsyou what are the 20 Q. Right.
21 most important things to customers, the 21 MS.DALLEY:
22 levers, if youwill, that you can pull to 22 A. Soyou may -- because you're performing well
23 improve your customer experience with the 23 on something one may feel that you don’t need
24 company. So, therearetwo -- and the next 24 to pay any attention to that, but that’s not
25 page actually is an additional pieceto this. 25 necessarily the caseif you drop in that area.
Page 194 Page 196
1 JOHNSON, Q.C.: 1 What it's saying isthose arethe factors
2 QYes 2 based on the datathat they’ve givenin each
3 MS.DALLEY: 3 individual survey, that that -- and then
4 A.Which isimportant, which is your performance 4 conglomerated over al, that is how people are
5 on those things. 5 judging the company.
6 JOHNSON, Q.C.: 6 JOHNSON, Q.C.:
7 Q. Yes and weshould go tothe next I think, 7 Q. S0, like price seems to be surprising because
8 yeah. 8 it's only 13 percent and, as opposed to
9 MS.DALLEY: 9 customer concern being 32 and 27. Were these
10  A.Yeah. Sothetwo work very well together. 10 figures like consonant with the way you
11 JOHNSON, Q.C.: 1 normally think about it, about what the
12 Q. Right. 12 drivers were?
13 MS. DALLEY: 13 MS. DALLEY:
14  A. Sotypicaly thedriversare -- you'll see the 14 A.How | would normally think about the drivers?
15 amalgamation of aseriesof statements that 15 JOHNSON, Q.C.:
16 are asked in thesurvey and customers are 16 Q. Yeah, what, you know, did this provide
17 asked to respond to that and give ustheir 17 insightsthat were different from how your
18 ranking, twofold, how important it is to them 18 thinking was internally as to what drove
19 and how satisfied they are with Hydro's 19 customer satisfaction?
20 performanceinthat area. Sothe area, the 20 MS. DALLEY:
21 top driversthat the analysistellsusfrom a 21 A.My thinking internally, though, would have
22 customer perspective are this area of customer 22 been driven by the data you see.
23 concern and you' | see that that’s weighted at 23 JOHNSON, Q.C.:
24 32 percent. So those numbers, if you add them 24 Q. Okay, so there was no surprise here in this
25 up, on thetop five drivers are weighted out

Page 193 - Page 196
Discoveries Unlimited Inc., Ph: (709)437-5028




November 23, 2015

Multi-Page™

NL Hydro GRA

Page 197 Page 199
1 data. 1 MS.DALLEY:
2 MS. DALLEY: 2 A. That would be correct, those are the two areas
3 A.No, | try not to inform my--I mean, | try to 3 where the performance is not where we would
4 drive my opinions from thedata that I'm 4 likeit to be.
5 receiving from customers and other materials 5 JOHNSON, Q.C.:
6 that, you know, in thisarea of customer 6 Q. Okay. Now interms of these--which of these
7 serviceand generally how customers have a 7 six drivers, customer concern, supply of
8 tendency to judge the interactions that they 8 electricity, price, power restoration,
9 have. | mean, to be honest, there’sawhole 9 customer service, reliability, which of these
10 field out there about just the customer "wow" 10 six drivers are expected to be impacted by the
11 factor which drives satisfaction, so it hasa 11 work envisioned in your customer service
12 wide spectrum. 12 strategic road map?
13 JOHNSON, Q.C.: 13 MS. DALLEY:
14 Q. Sothis, and you spoke earlier in connection 14 A. | would say the two areas where you would see
15 with, you made an observation when Mr. O’Brien 15 the most impact from that, where we saw, were
16 was examining you and you noted, for instance, 16 customer concern whichis the 32 percent
17 that Hydro had 89 percent satisfaction in 17 rating and then the customer service and we
18 terms of the customer service piece and so 18 would do some education around price, we would
19 these are the key drivers of where you get 19 do education around the supply of electricity,
20 your 80 percent or in 2014, your 84 percent 20 but not unlike the discussion we had around
21 overall satisfaction, is that right? 21 reputation, you know, there are other areas of
22 MS.DALLEY: 22 the business which will have impact on these
23 A.Weéll the 84 percent is from a specific 23 because therating isfor Hydro overall, not
24 question. 24 just for the call centre and that interaction
25 JOHNSON, Q.C.: 25 portion. So, for example, aline crew going
Page 198 Page 200
1 Q. Right, and it's an overall satisfaction piece, 1 out to do anew service, for example, would
2 isthat right? 2 have an impact on that customer’s perception
3 MS.DALLEY: 3 of their service with Hydro, aswell aswhen
4 A Well that's how I’'m saying the question is 4 that customer picked up the phoneto call us
5 framed. So the question is how satisfied are 5 and get that new service connection or in the
6 you with--it’ s better to goto the specific 6 futureif they're ableto, you know, execute
7 question because there’ s a subtlety there and 7 that request on amobile device, that would
8 I’m giving you what would be my assessment on 8 also lead--those experiences all roll together
9 how people would perceive that question and 9 into the customer’ s experience.
10 the discussion we had with the researchers 10 JOHNSON, Q.C.:
11 around the framing of that question. So, 11 Q. Right, okay. So what role does your
12 yeah, in general how satisfied are you with 12 department have in improvements in the
13 Hydro on a scale of 1 to 10. 13 customer experience as relates to, say,
14 JOHNSON, Q.C.: 14 reliability, the number of power outages, the,
15 Q. Right. Okay, and so then these would be the 15 you know, power restorations, speed and
16 key driversof that overall satisfaction, 16 restoring power? Do you have any role there
17 would that be right? 17 at al toplay interms of--I’'mtrying to
18 MS. DALLEY: 18 understand where else you guysimpact the
19  A.Yes, yes, sorry. 19 customer.
20 JOHNSON, Q.C.: 20 MS. DALLEY:
21 Q. Okay, that's what | understood. So now 21 A.| think there's acouple of areas where you
22 basically they’ re saying there’ swork to do on 22 would see the interface, | mean, Tony had
23 price, there’ s also work to do on the number 23 talked about it earlier about, you know, it’s
24 of power outages, that's as | read your scale 24 one of the fundamental drivers behind having
25 here. 25 an oversight customer service council as
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1 driving the strategy because what we know and 1 being targeted to address those?

2 the feedback we're getting from customersis 2 MS.DALLEY:

3 that their experience isnot just driven by 3 A Thedataitself, although it breaks out the

4 that one phone call they may make to our group 4 satisfaction here, the regression analysisis

5 inside the call centre, it has outreach into 5 not conducted on a regiona basis, likely

6 our field and operation’s area, so you know, 6 because of the sample size for that area. So,

7 we see the ability to be ableto, again they 7 you know, the point of having those specific

8 would sheppard the strategy work. We would 8 leversthat you can pull ina certain area

9 drive feedback from customersinto specific 9 would be very difficult to ascertain, so this
10 initiatives. A good example of that iswe 10 would be information that we would have
11 know that customers aso want clear and 11 discussions, which | have had discussions with
12 precise and timely communication around power |12 the regional manager in that area where you're
13 outages, so, you know, the communication’s 13 getting more, I'll say qualitative feedback on
14 group would be working with customer service 14 what might be happening in Labrador from a
15 and with the field on agood process around 15 reliability perspective. So I'veseen, |
16 outage communication, as well as education to 16 don’'t have them handy, but I’ ve looked at the
17 our crews onthe importance of that for 17 reliability data, I’ ve looked at the employee
18 customers so that we can respond in atimely 18 engagement data, aswell as the customer
19 manner during outages, which isan area, if | 19 service data to ascertain whether, you know,
20 recall, that has actually improved from survey 20 from a reliability perspective havewe had
21 to survey and we would see some of the impact 21 more outages than normal in that area over the
22 of that there, which again you may not see as 22 course of ayear? Essentialy you're coming
23 a specific attribute under here in these 23 to more of a qualitative analysis around what
24 areas, but is an attribute that we test when 24 the drivers would be.
25 we go to customers and ask. It may not float 25 JOHNSON, Q.C.:

Page 202 Page 204

1 up as akey driver, but it's an element that 1 Q. So arethere being steps taken totry to

2 we would see and want to see improvement in. 2 address theissues that are particular up

3 JOHNSON, Q.C.: 3 there or -

4 Q.Canlaskyou orbringyoutopage 12of 54 4 MS.DALLEY:

5 for amoment and that is the seeming different 5 A.Wehaven't singled out Labrador at thistime

6 level of satisfaction with customers in 6 for anything specific.

7 Labrador and | think it’s page 12 of 54 where 7 JOHNSON, Q.C.:

8 the statement ismade "Looking at the 2014 8 Q. Okay. Why would that be?

9 results, customersin the central and northern 9 MS. DALLEY:
10 region are more likely to be satisfied with 10 A.Just the prioritization of resources and
11 Hydro's customer servicethan thosein the 11 efforts, sowe've, you know, | would say
12 Labrador region." And | guessthe question | 12 we're, someof the initiativesthat we've
13 would have thereis what'sthe, isthis a 13 identified will have impacts we expect overall
14 finding that you've seen before and 14 and it would have impacts for customers in
15 experienced before with Labrador? 15 Labrador aswell.
16 MS.DALLEY: 16 JOHNSON, Q.C.:
17 A. With the Labrador ratings being lower? 17 Q. So when we speak of Labrador, are we talking
18 JOHNSON, Q.C.: 18 interconnected or are we talking, you know,
19 Q.Yes 19 the isolated communitiesin Labrador?
20 MS. DALLEY: 20 MS. DALLEY:
21 A.Yes. 21  A.Thelabrador area, asyou seeit there, is
22 JOHNSON, Q.C.: 22 separated out, therate area is separate
23 Q. Okay, and so you see the isolated tend to be 23 because it includes all the isolated
24 lower in the rate area, we see Labrador lower, 24 communities, including Newfoundland
25 and what are the issuesin Labrador and what’s 25 communities, but the Labrador region overall
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1 would includeinterconnected customers, as 1 (1:00 p.m.)
2 well astheisolated customers. 2 JOHNSON, Q.C.:
3 JOHNSON, Q.C.: 3  Q.Doyou know whether Newfoundland Power, you
4 Q.lsee If wecouldgo back to the strategic 4 know, were sat down in aformal fashion prior
5 plan for a moment, the CA-322 and page 6 of 5 to this strategic document and said, look, you
6 19, thereyou go. | want to focus, if | can 6 know, we' re treating you like a customer, what
7 find it, the third paragraph from the bottom, 7 can you offer to usin terms of your insights
8 it talks about the customer service strategy 8 of what we should be considering or -
9 about halfway down the bottom there, "The 9 MS. DALLEY:
10 customer service strategy will focus on 10 A.The focus onthe document was really on
11 Hydro's 38,000 residential, commercial 11 residential and industrial customerswith a
12 industrial customers served directly by Hydro. 12 future focusand a separatefocus on the
13 Newfoundland Power, Hydro’ s largest customer, |13 Newfoundland Power relationship, so we didn't
14 will also bein scope for thisplan.” What’'s 14 provide thisto them. We have met with them
15 meant by that? Arethey being treated like a 15 formally around, you know, | guess, | was
16 customer here aswell? | mean, they're a 16 informed they didn’t have acustomer service
17 utility customer. 17 strategy per se, but we did meet with their
18 MS. DALLEY: 18 team. Our team went over there, we met, they
19 A. Thatisclearly theintent in the discussion, 19 shared their operations, they shared their
20 | had significant discussions with Mr. 20 planswith theteam at thetimeso that we
21 Henderson about this and I've aso had 21 could get some sense of what they were doing
22 discussions with Mr. Maclsaac about it and it 22 for their customers to help inform our
23 was discussed at the last, I’m not quite sure 23 strategy, but aso help inform our
24 what the formal name of the groupis, but 24 rel ationship with them.
25 executive leadership from Hydro meets with 25 JOHNSON, Q.C::
Page 206 Page 208
1 Newfoundland Power on a, generally attempt as 1 Q. Just ask you about, you know, some status type
2 amonthly basis but at this point there' s some 2 questions of, becausethis isonething to
3 driftin that schedule, but we've had the 3 have astrategy and aroad map, I'd liketo
4 discussion at that group about formalizing 4 see how far aong theroad weareand if |
5 that relationship under a customer framework, 5 could--first of all, if I could bring you to
6 very similar to the approach wewould take 6 page 17 of 19 where it talks about next steps.
7 around an account management framework for 7 So wesee six steps here. | guess you
8 large industrial customers, Newfoundland 8 identify the customer service strategy project
9 Power, our largest customer and we have a 9 team, steering committee, that’s been done,
10 number of interfaces operationally, customer 10 hasit?
11 service, communication, so there are avariety 11 MS. DALLEY:
12 of interfacesthat happen between the two 12 A Yes
13 companies. What we would like to see in that 13 JOHNSON, Q.C.:
14 iswhat we are referencing here and | had had 14 Q. Andthat theinternal service council has been
15 that discussion with Mr. Maclsaac on a go- 15 done?
16 forward basis and with the executive groups, 16 MS. DALLEY:
17 when we've met, about formalizing that with a 17 A. We spoke about that, yes.
18 formal termsof reference that, you know, 18 JOHNSON, Q.C.:
19 we're meeting on a regular basis, we're 19 Q. Andthe next block is that working committee,
20 soliciting their feedback into our work and 20 isthat done and up and running?
21 our operations and just generally working on 21 MS.DALLEY:
22 having an open dialogue and discussion so that 22 A.Weveralled that essentially into the project
23 we can share information, share concerns and 23 team, so essentially as we went through it
24 get their feedback into our planning and 24 made sense just from a management standpoint,
25 operations. 25 soit’sreally myself and Tony.

Discoveries Unlimited Inc., Ph: (709)437-5028

Page 205 - Page 208




November 23, 2015

Multi-Page™

Page 209 Page 211

1 JOHNSON, Q.C.: 1 Q. Okay. Which are ongoing?

2 Q. And how about the completion of the resource 2 MR.LYE:

3 and budget assessment for its execution? 3 A.Oh,sorry, theongoing one isto develop a

4 MS.DALLEY: 4 long-term business case, complete AMR which

5 A.Yes we'redoing that on an annual basis aswe 5 Ms. Dalley talked about earlier this morning.

6 take the initiatives through, so it srolling 6 JOHNSON, Q.C.:

7 into our annual planning and budget cycle. 7 Q. Okay.

8 JOHNSON, Q.C.: 8 MR.LYE:

9 Q. Okay. And then scoping and securing external 9 A.Theother oneiswe're looking at a way to
10 support is required, okay, I’m fine with the-- 10 formalize our after-hour support, that would
11 and then the regulatory reporting and updates 11 be the other one that’ s under discussion right
12 to the Hydro leadership team, is that 12 now.

13 happening? 13 JOHNSON, Q.C.:

14 MS.DALLEY: 14 Q.| see, so that would be the call centre, would

15 A Yes itis. 15 that be what we were talking about there, the

16 JOHNSON, Q.C.: 16 after-hour support?

17 Q. Solet me just ask you aswell then, if we 17 MR.LYE:

18 come back alittle bit to some of the yearly 18 A.Yes

19 stepsthat were envisioned in the document, 19 JOHNSON, Q.C.:

20 page 13 of 19. Sothisis theinitiative's 20 Q.| see. Andif you continueon, 7.2.2, thisis

21 map, as| understood it, these were the, 21 alist of deliverables for 2015. | guess

22 obvioudly it said there the near term 22 we'relate in 2015 now, which of these are

23 prioritiesand | think was there 15 in al 23 left to be done?

24 there | see? 24 MR.LYE:

25 MR.LYE: 25 A.What| havehere isNo. 12isimplement a
Page 210 Page 212

1 A.18 1 process and software to track customer

2 JOHNSON, Q.C.: 2 interactions, that’s ongoing, it's not

3 Q. Go ahead. 3 complete. The other oneis, sorry, that’s the

4 MS.DALLEY: 4 only onel havehere. I’ll just do another

5 A.Sorry, | didn’t hear what you said last going 5 review. Ohyes, sorry, No. 13 is not marked,

6 off. 6 that’ sthe implement a process to establish

7 JOHNSON, Q.C.: 7 transaction surveys aspart of a broader

8 Q. lthink there were 15--or 18 actualy, it 8 research and insight’ s plan, which Ms. Dalley

9 goes, it continues on, okay, and in terms of 9 spoke about earlier. Let mejust scan this
10 these priorities, are you ableto say which 10 right quickly for you, Mr. Johnson, and we're
11 ones are till left to do? How is that, would 11 still working on action plan No. 16 from the
12 that be fair? 12 customer satisfaction survey.

13 MS. DALLEY: 13 JOHNSON, Q.C.:

14 Al think the, I'm trying to think of a best way 14 Q. Justif we could go back for amoment to the
15 to do that. That was 2015, so we can 15 hours inthe test year, in your case Ms.

16 certainly walk through them and | can give you 16 Dalley, inthat regard I'll just turn up the

17 a status on them. 17 Grant Thornton report at page 70. We seein
18 JOHNSON, Q.C.: 18 the test year for 2014 that you have 979 hours
19 Q. Yeah, just briefly, I'm not looking for - 19 in andin thetest year 2015, it reduces

20 MS.DALLEY: 20 rather dramatically to 266, and just first of

21 A.Sol’'mlooking to my esteemed colleague here 21 al, do | understand you to say you didn’'t
22 onmy left who shepherds these things and 22 provide any input into these forecasts, is
23 tellsme intechnical detail there are two 23 that right?

24 ongoing and the rest are compl ete. 24 MS.DALLEY:

25 JOHNSON, Q.C.: 25 A.That'sright.
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1 JOHNSON, Q.C:: 1 MS.DALLEY:
2 Q. Okay, and why, I'm sort of curious about why 2 A ltisandthat’svery low, the mgjority of my
3 youwould have norole inindicating what 3 time that year was spent on Muskrat Falls.
4 amount of time you’ d be expected to spend, do 4 JOHNSON, Q.C.:
5 you know why? 5 Q. Andinterms of thetest year of 2014, the 979
6 MS.DALLEY: 6 hour figure, again | think thisis based off
7 A.lcan'tanswer that. | don't know, | would 7 your 2014 actuals, pretty much | think what
8 expect that | would. 8 you've indicated.
9 JOHNSON, Q.C.: 9 MS. DALLEY:
10 Q. Yes, right. Andso the 2015 test year 10 A.Sorry? The 2014 test year isbased off the
11 forecast at 266, does that number look like a 11 actuals?
12 number that you would say that’s the number it 12 JOHNSON, Q.C.:
13 should have there? 13 Q. Yes
14 MS.DALLEY: 14 MS. DALLEY:
15 A.No. 15  A.Yes, that's how | understood.
16 JOHNSON, Q.C.: 16 JOHNSON, Q.C.:
17 Q. Itdoesn't. 17 Q. Yeah, because in the actuals we see 978 hours
18 MS. DALLEY: 18 thereand I'd say, I'd put to you that it
19 A.ltwould be higher than that. | spend a 19 would be a large number of hoursout of the
20 considerable amount of my time on Newfoundland 20 978 actualsin 2014 that were taken up with
21 and Labrador Hydro business. 21 the events of January, would that be true?
22 JOHNSON, Q.C:: 22 MS.DALLEY:
23 Q. Okay. Sodo you know what that 2015 test year 23 A. | think they would have been for the month of
24 estimate is meaning to capture? 24 January, around the initial response and the
25 MS. DALLEY: 25 initial work. Following that there would have
Page 214 Page 216
1 A.No, | don't. 1 been, | mean, around the inquiries and things
2 JOHNSON, Q.C.: 2 likethat, | didn't capture it separately.
3 Q. If wego back to your 2013 actuals, do | read 3 JOHNSON, Q.C.:
4 that right, 496, 496.5. 4 Q. Right.
5 MS. DALLEY: 5 MS. DALLEY:
6 A.For2013? 6 A.Sol don't know what the delta would be around
7 JOHNSON, Q.C.: 7 that, but there would certainly be aportion
8 Q. Yeah. 8 of it that would be attributed to that, but
9 MS.DALLEY: 9 also to the significant amount of work that
10 A.Yes 10 year on the customer service strategy that
11 JOHNSON, Q.C.: 1 we're discussing as well and on other areas of
12 Q. Okay, so 2013 wasthat likea moretypica 12 the business, the cDM portfolio et cetera.
13 year, isthat what you' re trying to say or--I 13 JOHNSON, Q.C.:
14 mean, that actually records what you - 14 Q. Right. I mean, certainly theimpact of and
15 MS. DALLEY: 15 the work necessary for the outages, that would
16 A.In 20131 spent almost five months of the year 16 have been felt by you well beyond January,
17 on maternity leave, so that wouldn’'t be 17 would it not?
18 necessarily reflective. 18 MS. DALLEY:
19 JOHNSON, Q.C.: 19 A That'swhat | was saying, that certainly the
20 Q.Okay. Wereyou intherolein 20127 20 inquiries and some of the follow-up work, but
21 MS.DALLEY: 21 alot of that work, for example around the
22 A.Yes | was. 22 customer service strategy, the preparation of
23 JOHNSON, Q.C.: 23 that work, the ongoing management business, et
24 Q. Andthis is recording your actual time in 24 cetera, would be part of that.
25 2012, | take it? 25 JOHNSON, Q.C.:
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1 Q. Yes So every--youindicated that you were 1 piece of work that we would have budgeted for
2 doing 18 hour days. 2 and planned for inadvance. It was in
3 MS.DALLEY: 3 response to the supply disruptions.
4 A. During the outages? 4 JOHNSON, Q.C.:
5 JOHNSON, Q.C.: 5 Q.If | couldturn toa matter of cbMm for a
6 Q. During the outages, isthat right? But would 6 moment and not saying we won't revisit some of
7 you be billing 18 hour days into the system? 7 these things at some point.
8 MS. DALLEY: 8 MS. DALLEY:
9 A.No. 9 A.I'll sill be here.
10 JOHNSON, Q.C.: 10 JOHNSON, Q.C.:
11 Q. No. It wouldn’t be like that, would it? 11  Q.Intermsof the--there seemsto be apretty
12 MS. DALLEY: 12 poor uptake in isolated and the L’ ance au Loup
13 A. No, it'snot like that on aroutine basis, we 13 systems as regards the cDM offering and just
14 capture 37 /2 hours in timesheets and very 14 in that regard, if | could turn you to NP-104
15 rarely does 37 1/2 hoursis what’ s manifested 15 and just to get your view points on that. In
16 over the course of aweek, butthat’s the 16 this RFI Hydro was asked to complete atable
17 nature of our policy, we capture 37 1/2, the 17 providing the conservation demand management
18 rest sits outside. 18 expenditures for each of the Hydro rura
19 JOHNSON, Q.C.: 19 systemsand if you go alittle bit further
20 Q. Sointermsof, | takeit that any hours that 20 into the text, it indicates at line 5 that
21 you would have recorded as actual hours that 21 participation in provincially offered programs
22 had to do with the outages and the outage 22 by customers on these systems is minimal and
23 inquiry, that would have been--that would have 23 the cost of these systems are negligible and
24 been, | take it, no doubt billed to Hydro's 24 are therefore not separated out here. And
25 account, would that be right? 25 thenin like view if you go over to the next
Page 218 Page 220
1 MS.DALLEY: 1 RFI, which would be NP-105, and go down a bit
2 A Yes 2 further, it shows the savingsin megawatt
3 JOHNSON, Q.C.: 3 hours by Hydro'srural systems and again, if
4  Q.Youindicated earlier that the $440,000 that 4 you scroll further into the text, it indicates
5 was expended on the winter readiness public 5 that the participation by customers on these
6 campaign, the mediaand the mailouts, et 6 systemsisminimal and the savings to these
7 cetera, that that’s not a part of revenue 7 systems are negligible. And why isthat the
8 requirement and were you part of discussions 8 case and can you speak to that?
9 about that not being part of revenue 9 MR. BROPHY:
10 requirement? 10 A. Okay, so what that meansis the participation
11 MS. DALLEY: 11 inthe provincial programsthat are offered
12 A.l would havebeen part of the budgeting 12 jointly by Hydro and Newfoundland Power and
13 process which determined the revenue 13 those would be the--up until, | guess the end
14 requirement. 14 of 2014 they would have been the Windows
15 JOHNSON, Q.C.: 15 Program, the Thermostat Program and the
16 Q. Okay, and do you recall discussions as to why 16 Instalation Program and in the isolated
17 that would not have been part of revenue 17 diesel areas, these programs are geared
18 requirement? 18 towards customers with electric heat, soit
19 MS. DALLEY: 19 would be alower penetration of customers with
20 A.Generally whenwe do theplanning from a 20 electric heat, particularly inthe isolated
21 budget perspective, we look at, you know, the 21 diesel areas. And aswell we are doing the
22 various, | guess, buckets of work that are to 22 specificisolated systems program where we
23 be done and that program, when we developed 23 actually go into the communities and install
24 it, it was late 2014, so it was a part of the 24 products for customers.
25 revenue requirement. It wasn't a planned 25 JOHNSON, Q.C.:

Discoveries Unlimited Inc., Ph: (709)437-5028

Page 217 - Page 220




November 23, 2015

Multi-Page™

NL Hydro GRA

Page 221 Page 223

1 Q. Okay. Andin that regard if | could bring you 1 in terms of offering CDM, conservation,

2 to IN-NLH-009. This providesthe isolated 2 potential suggestions to customersin these

3 systems community program, five-year plan. 3 communities?

4 It's at attachment No. 2. And in particular 4 MR. BROPHY:

5 I’m looking at page 35 of 53. Now | guess 5 A.l don't understand your question when you say

6 this provides a description of that particular 6 a"lot of different programs'.

7 program, | takeit. Now, if welook down 7 JOHNSON, Q.C.:

8 through this document, "The target market is a 8 Q Wadl,let'sputitthisway -

9 program that targets residential and 9 MR. BROPHY:
10 commercial customers in Hydro's isolated 10 A. Areyou referring to programs outside of what
11 systems, including isolated diesel systems on 11 we aready offer?
12 theisland and in Labrador and the L’ ance au 12 JOHNSON, Q.C.:
13 Loup system. Eligibility for specific 13 Q. Waell, let mejust bring you to a document then
14 components of the program will be determined 14 for a second, NP-NLH-098 and attachment No. 2
15 on aper customer basis', et cetera. And if 15 and page 7 of 10, section 2.2. There you go.
16 wego topage 36 of 53, at the bottom, it 16 So thiswas--thisis a paragraph provided in a
17 givesthe estimated cost and energy savings 17 rural deficit summary of specific initiatives
18 for the program, and havethese estimated 18 that Hydro filed and it states, "The high cost
19 savings, were these targetsmet? 1'll call 19 of generation in isolated diesel communities
20 them targets, but they were just estimates, | 20 and growing system load in the L’ ance au Loup
21 guess. 21 system provides opportunity for Hydro to
22 MR. BROPHY: 22 implement aggressive programs for energy
23 A. They were estimates at the time, yes, and our 23 efficiency.” And | took from that that there
24 targets for the isolated community program and 24 was alot of opportunity to drive efficiency
25 | can only speak for 2014 and ' 15 right now 25 in these communities because of the fact that

Page 222 Page 224

1 because | wasn't in this position prior to, 1 there--the price for generating the power so

2 but our targetsare being met for isolated 2 high, that a lot of modalities could make

3 communities. 3 economic sense, is that fair?

4 JOHNSON, Q.C.: 4 MR. BROPHY:

5 Q. Okay, well maybewhat | can get youtodois 5 A. That'scorrect and the next sentence explains

6 undertake to provide what the estimates were 6 of the two different programsthat we just

7 and the targets were versus, for each of these 7 talked about.

8 years and the actual results, would that be 8 JOHNSON, Q.C.:

9 okay? 9 Q. Right, right.
10 MS. DALLEY: 10 MR. BROPHY:
11 A. Just give us asecond because we may have it 11 A. That we undertake.
12 handy. 12 JOHNSON, Q.C.:
13 JOHNSON, Q.C.: 13 Q. Right, and so we find a description there, now
14 Q. Isthat okay? 14 is that isolated system community energy
15 MR. BROPHY: 15 efficiency program still ongoing?
16 A.Yes. 16 MR. BROPHY:
17 MS. GLYNN: 17 A.Yes itis.
18 Q. Noted on the record. 18 JOHNSON, Q.C.:
19 JOHNSON, Q.C.: 19 Q. It'sstill ongoing, okay. Anddoes Hydro
20 Q.And just a question, does Hydro, as | 20 have--has Hydro set actual targets asto the
21 understand it, Hydro is quite aware that, with 21 number of customersthat it will sign up for
22 the high cost of diesel generation in these 22 programs and the amount of savingsthat it
23 isolated communities, that alot of different 23 will try to achieve, say in each community
24 type of programswould work and make sense 24 where these customers live? Do you have
25 from an economic point of view, isthat fair, 25 things that you can say, look, guys, thisis
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1 our goal for this, we're goingto measure 1 A.Yes, dl isolated diesel communities, yeah.
2 ourselves against this and see if we're 2 JOHNSON, Q.C.:
3 performing it. Do you folksdo it inthat 3 Q. Okay. Mr. Chairman, it'svery close tothe
4 fashion? 4 hour. So, | think I'll resume with the Panel
5 MR. BROPHY: 5 tomorrow.
6 A.We set energy savingstargets for those. 6 CHAIRMAN:
7 JOHNSON, Q.C.: 7 Q. Okay, we're adjourned until tomorrow morning.
8 Q. Acrossthe systems. 8 Upon conclusion at 1:26 p.m.
9 MR. BROPHY:
10 A. For these two particular programs, we do set
11 energy savingstargets. For the isolated
12 systems community program, we set an energy
13 savings target and we actualy have
14 representatives go train and employ
15 representativesin the community to go into
16 the community and deliver information and
17 productsto the customers and basically we
18 target as many people aswe can get because
19 we're going door to door and as | explained, |
20 guess, in the opening remarks, we'reat 83
21 percent.
22 JOHNSON, Q.C.:
23 Q. Right. And sothereisactually aperformance
24 target that you set in eachyear of the
25 program, would that be an actual -
Page 226 Page 228
1 MR. BROPHY: 1 CERTIFICATE
2 A Yes weset anenergy savings megawatt hour 2 1, Judy Moss, hereby certify that the foregoing is atrue
3 target for those programs. 3 and correct transcript of a hearing in the matter of
4 JOHNSON, Q.C.: 4 Newfoundland and Labrador Hydro's Genera Rate
5 Q. Andisthere any breakdown, like by community, 5 Application heard on the 23rd day of November, A.D., 2015
6 for instance, intermsof how you set your 6 before the Commissioners of the Public Utilities Board,
7 targets and say, ook, we're goingtotry to 7 St. John's, Newfoundland and Labrador and was transcribed
8 accomplish something in Rigolet? 8 by me to the best of my ability by meansof asound
9 MR. BROPHY: 9 gpparatus.
10 A.Yes, thereare. 10 Dated at St. John's, Newfoundland and L abrador
11 JOHNSON, Q.C.: 11 this 23rd day of November, A.D., 2015
12 Q. And targets by communities? 12 Judy Moss
13 MR. BROPHY:
14 A .Well,in theyearsof 2012, 2013, 2014 and
15 again 2015, weare targeting--we are not
16 targeting all communities each year, we're
17 targeting a certain number of identified
18 communitiesin each year, so over the three-
19 year period we' ve gotten into all of that. So
20 for instance, this year, we'reinto, | think,
21 ten communities.
22 JOHNSON, Q.C.:

N
w

Q. Okay, and that would be isolated in Labrador
24 and aswell, on the Island?
25 MR. BROPHY:
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