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1 November 24, 2015 1 programs, they couldtake part in those.
2 CHAIRMAN: 2 Having said that, the Provincial Government
3 Q. So, I think we are back to Mr. Johnson, not 3 did dotheir own pilot that Hydro was a
4 Mr. O'Brien. Mr. Johnson? 4 partner inin 2010-2011, | believe, in which
5 MS. DAWN DALLEY - RESUMES THE STAND 5 similar work was undertaken with the isolated
6 MR. BARRY BROPHY - RESUMES THE STAND 6 communities and that being direct install
7 MR. ANTHONY LYE - RESUMES THE STAND 7 work. And | guess, in my own history, going
8 CROSS-EXAMINATION BY THOMAS JOHNSON, Q.C. - CONT'D 8 back to the early '90s, we did similar work in
9 JOHNSON, Q.C.: 9 our isolated communities as well, back in the
10 Q. Thank you, sir. Good morning, again, Panel. 10 early 1990s.
11 I’'m closer to the mic here now. Y esterday, 11 JOHNSON, Q.C.:
12 Mr. Brophy, we were discussing Hydro's 12 Q.lsee. Sothedecision wastaken to engage
13 isolated--I'm redly close now--we were 13 Summerhill, and why werethey selected to do
14 speaking about Hydro's isolated systems, 14 thiswork, as opposed to Hydro’ s forces say?
15 community efficiency program. And | 15 MR. BROPHY:
16 understand in reading some of the materials on 16 A.Agan, | wasn't part of that decision making
17 the record that this islargely a direct 17 because | wasn’t there at the time, but what |
18 install program about supplying of 18 can say is that Summerhill, | think, were
19 apparatuses, et ceterafor peoples’ homes, on 19 selected because they were -- they do this
20 these direct visits. Would that be accurate? 20 type of work in other provinces, particularly
21 MR.BROPHY: 21 | think they’ rein Nova Scotia and Ontario.
22  A.That iscorrect. 22 JOHNSON, Q.C.:
23 JOHNSON, Q.C:: 23 Q. Okay. And I understand that there' s areport
24 Q. Okay. And | understand that a company called 24 ontherecord from Summerhill, and just for
25 Summerhill was commissioned in February of 25 therecord, it'sat PUB-NLH-313, Attachment
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1 2012 to manage the implementation and the 1 No. 3, and that’ sareport in respect of their
2 monitoring of that isolated systems community 2 2012 work.
3 efficiency program. 3 MR. BROPHY:
4 MR. BROPHY: 4  A.That'scorrect.
5 A.Yes you'reright. 5 JOHNSON, Q.C.:
6 JOHNSON, Q.C.: 6 Q. And are Summerhill still on the scenerolling
7 Q. Okay. And prior to Summerhill’s retention and 7 out the programs in these communities?
8 being commissioned in February of 2012, had 8 MR. BROPHY:
9 Isolated Systemsbeen targeted for energy 9 A .Theyare.
10 efficiency initiatives? Because we heard 10 JOHNSON, Q.C.:
11 yesterday that the general offering of, you 11 Q. Andit's Labrador plus thelsland Isolated
12 know, takeCHARGE was not something that wasa |12 communities that they’ re working in?
13 fit with many of those customers. So was 13 MR. BROPHY:
14 there anything prior to 2012 offered? 14 A.They're doing work in our isolated
15 MR. BROPHY: 15 communities, yes.
16 A.Well, prior to -- the takeCHARGE partnership 16 JOHNSON, Q.C.:
17 between Hydro and Newfoundland Power, that |17 Q. Okay. Anddidthey do similar reportsfor
18 really began in 2008 and the programming 18 Hydro in respect of their activitiesin each
19 didn't start until 2009 and then, so yeah, 19 of 2013 and 2014?
20 between 2009 and 2012, the takeCHARGE 20 MR. BROPHY:
21 partnership did not offer programs 21 A.They did and they have been attached to --
22 specifically to the -- that were specific to 22 they arereported -- the '13 and’'14 are
23 the isolated communities. Although if there 23 reported in IN-165.
24 were customers in those isolated communities 24 JOHNSON, Q.C.:
25 that were eligible for the provincial 25 Q. 165, okay. Because the 2013 report was under
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1 another RFI number, okay. So in terms of what 1 really hit abrick wall and you got to run off
2 sort of potential does Hydro regard there 2 to Kent or Home Depot or youtocall inan
3 being to, you know, meaningfully promote 3 expert.
4 conservation and impact, say, the rura 4 So really, we're trying to target the end
5 deficit? So, you know, a combination of 5 uses right now and we are still trying to --
6 reducing customer bills, having a good effect 6 or assessing what we can do and if we can do
7 on therural deficit, what sort of potential 7 more, but we got to tread carefully because we
8 do you folks see there being in these isolated 8 don’t want to be doing more harm than good,
9 communities? 9 and like | say, wefound someissues with
10 MR. BROPHY: 10 water infiltration, condensation and moisture.
11 A. Potential when it comes to energy saving 11 Some of that wasdue to leakage in the
12 opportunities? 12 buildings, water leaks coming infrom the
13 JOHNSON, Q.C.: 13 outside, as well as poor ventilation systems.
14 Q. Right, yeah. 14 So, we found that there' s not ahigh use of
15 MR. BROPHY: 15 heat recovery ventilators (HRvS) in these
16 A.l guessthat’syour question. 16 areas. SO as you tighten up a building
17 JOHNSON, Q.C.: 17 envelope, you have to ventilate properly. So,
18 Q. Yeah. 18 you' re getting into more cost and more expense
19 MR. BROPHY: 19 and you know, Hydro asan electric utility,
20 A.Wadll, you know, welook attheend usesin 20 are we actudly in the home renovation
21 these communities and what we can do to help 21 business or are wetrying to help customers
22 customers conserve, and right now, | guess, 22 conserve energy at their end use.
23 for the communities that we' ve been into, 23 JOHNSON, Q.C.:
24 we'redoing lighting work. Wedo things-- 24 Q. How much of the potential do you think your
25 water saving measures to save hot water usein 25 program is tapping, in terms of -- because we
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1 theway of faucet aerators, low flow shower 1 talked about the -- yesterday, it was
2 heads. We do pipe insulation to again try to 2 acknowledged that with the high cost of
3 reduce heat loss. We do water tank wraps, hot 3 generation inthese communities that, you
4 water tank wraps to reduce heat loss. And as 4 know, a lot of measures, you know, will
5 you' |l seein the Summerhill report, we also 5 probably be economical, and you know, what’s
6 looked at doing some insulation work and some 6 your sense as to how effective you are
7 drain water heat recovery. 7 relative to the potentia that you're seeing
8 We looked at doing some building envelope 8 for moving the needle on the bills people pay
9 work, and that was mentioned in the 2013 -- 9 and on theoverall picture of the rura
10 2012 report, I'm sorry. Butif you look in 10 deficit, for instance?
11 the 2013 report, wedid or Summerhill did 11 MR. BROPHY:
12 encounter some issues with that, whereby we 12 A. Waél, right now, like | said yesterday, we've
13 need to take a step back and determineif we 13 been into 83 percent of the residencesin our
14 really should be doing that because of issues 14 isolated communities and right now, the
15 we found with condensation, mold, mildew, 15 isolated community program is contributing to
16 trouble with the building envelope. So, if 16 63 percent of our program savings. | do have
17 Hydro, say, wasto pursuedoing a building 17 the percent of sales, |1 do believe, here
18 envelope and insulation work, would we 18 somewhere. Just one second now.
19 actually be contributing to doing more harm 19 Right now, the isolated community program
20 than good when it came to the structure, and 20 is contributing to -- as of 2014, 59 percent
21 then therefore where do we sit now? | liken 21 of our overall energy savings of the programs
22 it to whenyou'redoing ahome project and 22 that we're doing. | don’t have the percentage
23 anybody who's been involved with doing home |23 of what itisof our salesin theisolated
24 projects and once you start something and say 24 communities, but we can certainly look that
25 "oh my, what am | into now", right. You've 25 up.
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1 JOHNSON, Q.C.: 1 isolated communities. Because right now,
2 Q. Where are you taking that from? 2 we' ve been in there -- thisis our fourth year
3 MR. BROPHY: 3 in the isolated communities and we are -- you
4 A That'sjust from my own notes. 4 know, we're kind of, I guess, running out of
5 JOHNSON, Q.C.: 5 opportunities for the present work that we're
6 Q. Okay. Perhapswhat you could doisfile that, 6 doing.
7 in terms of, you know, what you're referring 7 JOHNSON, Q.C.:
8 to there, how you arrive at that figure for 8 Q. Soyou're-
9 us? Not here now, but by way of an 9 MR. BROPHY:
10 undertaking. Would that be fair? 10 A. There'sonly so many light bulbsyou can put
11 MR. BROPHY: 11 in.
12 A.Okay. Sure, yeah. 12 JOHNSON, Q.C.:
13 JOHNSON, Q.C.: 13 Q. Right, yeah. So are you looking at switching
14 Q. Okay, thank you. 14 gears now and doing something differently?
15 MS. GLYNN: 15 MR. BROPHY:
16 Q. Noted on the record. 16 A.We are assessing that, based on the
17 JOHNSON, Q.C.: 17 information that we're going to receive from
18 Q. Okay. Now interms of the overall, say the 18 thisyear’ swork with Summerhill to look at
19 Provincia plan that's arrived at with 19 what we can undertake in the future.
20 Newfoundland Power and Hydro as a joint 20 JOHNSON, Q.C.:
21 effort, there's a2012 to 2016 plan. Does 21 Q.KEMA was -- thisis in relation to the
22 Hydro have like amulti-year planfor its 22 takeCHARGE program. KEMA, the consulting
23 isolated communities aswell? | mean, there 23 firm, was commissioned to do areport that
24 was some referenceto theisolated systems 24 they filedin June of 2014 assessing the
25 community efficiency program within the 25 takeCHARGE program for the ’09 to 2012 period,
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1 takeCHARGE document, but it was like-- | 1 as| understand it from therecord. Andin
2 didn't seealot on the plan itself. So, is 2 that regard, could | ask you to turn up CA-
3 there a separate plan for these isolated 3 NLH-215, Revision 1, Attachment 1? Just refer
4 communitiesthat’s aformal document of any 4 you to the key recommendations section at --
5 sort? 5 it's page 135 of 206.
6 (9:15am.) 6 So we see there was recommendations made
7 MR. BROPHY: 7 under two umbrellas, as | read the report.
8 A.Wadl, thework that we' re going to do in these 8 There was process and program design
9 isolated communitiesis contained in the five- 9 recommendations and then secondly, there was
10 year plan, in the 2012-2016 plan, and in 10 market analysis recommendations. And, so on
11 addition to that, we do correspondence with or 11 the processand program design, there was
12 meet with Summerhill and they provide us with 12 talking -- discussions about continuing to
13 our -- with their plan for each year. 13 seek and implement proceduresto streamline
14 JOHNSON, Q.C.: 14 the participation burden on customers and
15 Q.| see. Sothey’'re the onesrecommending the 15 retailers, et cetera. There's three bullet
16 plan to Hydro? 16 points, build upon the existing relationship
17 MR. BROPHY: 17 with retailers, identifying waysto provide
18  A.Inconsultation with ourselves, yes. We meet 18 more on one support, examining the technical
19 regularly with Summerhill. Actually, we have 19 potential opportunities for offering new
20 weekly calls and we do meet with them acouple |20 emerging technologies.
21 times ayear and we review thework that 21 Has there been work done since KEMA to
22 they’re presently doing and right now, they’re 22 address some of these processand program
23 presently gathering information, asthey have 23 design recommendations?
24 inthe past, to help, | guess, us develop 24 MR.BROPHY:
25 plans for what we can do in the future in our 25  A.Yes, wedowork closely with our retailers to
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1 ensure that our retailers-- or | shouldn’t 1 A.Sothewindowsisremoved. So right now, we
2 say ensure because we can't control what our 2 still offer the insulation and the thermostat
3 retailers do, but we do try to encourage our 3 programs.
4 retailers to stock energy -- the type of 4 JOHNSON, Q.C.:
5 devices that we would want customers to 5 Q. Yeah, | understand that, but in terms of the
6 install. Because that was particularly one of 6 recommendations towards moving towards a more
7 the obstacles that we found in our isolated 7 broader comprehensive approach, awhole house
8 communities, that retailers did not stock 8 program. Hasthere been work done on that
9 productsthat customers could purchase and 9 recommendation?
10 thosethat did, only stocked avery small 10 MR. BROPHY:
11 amount and didn’t have any interest really in 11 A. Not for residences, no.
12 stocking very much. So we've been working 12 JOHNSON, Q.C.:
13 with our retailersin our isolated areas, as 13 Q. Okay. How come that has not been done? That
14 well as our interconnected areas. But we 14 was a recommendation from KEMA when they filed
15 till find that in the isolated areas that the 15 their report.
16 retailers are not taking akeen interest on 16 MR. BROPHY:
17 stocking items like that. 17 A.lcan't answer that.
18 JOHNSON, Q.C.: 18 JOHNSON, Q.C.:
19 Q.| see. In terms of the market anaysis 19 Q. Okay. Who'sresponsible for -
20 recommendations, there was a mention, if you 20 MR.BROPHY:
21 scroll down a little bit further, about the 21 A. That would -- when it comes to developing our
22 existing homes market and they talked about an 22 five-year program, that is a partnership
23 assessment of a Whole House Program where |23 between us and Newfoundland Power.
24 bundle energy efficiency measures, speaking 24 JOHNSON, Q.C.:
25 about "a broader more comprehensive approach |25 Q. Okay.
Page 14 Page 16
1 to the existing homeisto take whole house 1 MR. BROPHY:
2 approach to energy efficiency. Whole House 2 A. For customers throughout the province.
3 Program will incentivize participants to 3 JOHNSON, Q.C.:
4 implement all eligible measures, rather than 4 Q. Sothisisareport that was filed June 2014.
5 just installing a single measure, example 5 Areyou aware of any work that's been done
6 attic insulation."” So, and again, and | guess 6 towards going forward with that
7 thiswould have particular relevance to the 7 recommendation?
8 Island Interconnected System, and I'm just 8 MR. BROPHY:
9 wondering what further has been done, further 9  A. With that particular recommendation, I'm not
10 to that recommendation, on the whole house 10 on that one.
11 program or the bundling? 11 JOHNSON, Q.C.:
12 MR. BROPHY: 12 Q. Okay. | justwanttoturnto the strategic
13 A. Well, we continue to offer the programs that 13 road map for asecond. Mr. Lye, thiswas your
14 we have always offered, and that’s the 14 bailiwick, as | understand it. Andif we
15 insulation and thermostats. Windows was 15 could just turn up that document at CA-NLH-
16 removed fromthat at the end of 2014 and 16 322, Attachment 1, and in particular, Ms.
17 windows was removed based on actually KEMA’'S |17 Gray, page 2 of 172. And we see there, at the
18 report that the market had - 18 beginning of the document, it was requested by
19 JOHNSON, Q.C.: 19 Dawn Dalley and prepared by Tony Lye, customer
20 Q. Had aready moved there. 20 service manager, then approved by Dawn Dalley.
21 MR. BROPHY: 21 And as| understand it, Mr. -- and if wego
22 A.- had already moved there, yeah. 22 down further, at the bottom of the page,
23 JOHNSON, Q.C.: 23 there’sVersion 1, 27th of September, 2014.
24 Q. Right. 24 Now | understand, Mr. Lye, that you came into
25 MR. BROPHY: 25 Hydro's employ in July of 2014. Is that
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1 right? 1 myself and Dawn and other people in the
2 MR.LYE: 2 organization, and | drafted areport. It was
3 A Yeah, that's correct. 3 reviewed by Ms. Dalley. Together we filed it
4 JOHNSON, Q.C.: 4 with the Board.
5 Q. Okay. And whenwas thisassignment given to 5 JOHNSON, Q.C.:
6 you to develop this strategic road map? 6 Q.Okay. Sol seedown on the bottom there, it
7 MR.LYE: 7 shows revision history, and so | take it that
8 A.That assignment was given to me when | 8 there was one version and that was created by
9 immediately started. 9 you and it was approved? | don’t see any
10 JOHNSON, Q.C.: 10 further drafts or revisions, so am | to take
11 Q. Okay. Andwhat -- soyour task was to draw 11 it that the revision that you submitted was
12 up, draft, prepare this strategic road map? 12 approved?
13 MR.LYE: 13 MR.LYE:
14 A Yes, itwas. It wasn't done solely by me, but 14  A.Thisrevision was approved, but this isnot
15 yes, it was my task. When | say solely by me, 15 theonly version. Thiswould bethe only
16 it was input of others. 16 version of the final document right now. One
17 JOHNSON, Q.C.: 17 of the thingsthat we do, as you will seein
18 Q. Input of others? 18 this document, we will review it on an annual
19 MR.LYE: 19 basis to update the document. That was one of
20 A.Yes. 20 the items that we committed to in the
21 JOHNSON, Q.C.: 21 strategy.
22 Q. And who'd you take input from? 22 JOHNSON, Q.C.:
23 MR.LYE: 23 Q. Yeah, but what I'm talking about now isthis
24 A.Wadll, in thedocument, it references the 24 strategy has been tabled as a strategic road
25 internal staff that we havetherethat are 25 map and | understand that it might be subject
Page 18 Page 20
1 currently working, talked about information 1 to revisions on an annual basis, but what I'm
2 from focus groups that would have been 2 asking iswhether this-- was there further
3 consulted, who would then, based on some of 3 versions of this or was this the version that
4 the surveys that were done - 4 got approved as the strategic road map that we
5 JOHNSON, Q.C.: 5 see here?
6 Q.Yes but intermsof theauthorship of the 6 MR.LYE:
7 document, thisis solely authored by you? Is 7  A. Thisone hereisthe onethat got approved as
8 that right? 8 a strategic road map.
9 MR.LYE: 9 JOHNSON, Q.C.:
10 A Yes, it wasauthored by me, absolutely. 10 Q. Yeah, sothere was no further drafts? This
11 JOHNSON, Q.C.: 1 was the -- thiswas it?
12 Q. Yes, okay. What work had been done on this 12 MR.LYE:
13 strategy prior to your arrival? 13 A Yes
14 MR.LYE: 14 JOHNSON, Q.C.:
15 A.lcan't answer that. I'm sure Dawn can and 15 Q. Yeah. Andinterms, Ms. Dalley, and I’'ll come
16 Mr. Brophy, in his previous role. 16 to thisin amoment, revisiting the strategic
17 JOHNSON, Q.C.: 17 road map with you in asecond, Ms. Dalley, but
18 Q. Okay. Wereyou looking at any initia drafts 18 | want to understand something further. At
19 or did you start out with a blank sheet? 19 page 15 of 172, if you scroll down alittle
20 MR.LYE: 20 bit further, if you go to point 16. Thiswas
21 A.ldidn't start with ablank sheet. There was 21 apoint that was mentioned yesterday about
22 work done previous. | consolidated some of 22 creating an action plan fromthe customer
23 the work that was done, plus my -- that first 23 satisfaction survey, and yesterday, Mr. Lye,
24 three months that | was there, this was my 24 you indicated that thiswas still in progress
25 solefocus, and again, wework asa team, 25 and not been completed, right?
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1 MR.LYE: 1 ourselves, plus that from other utilities,

2 A.That'scorrect. 2 from the Canadian Electricity Association.

3 JOHNSON, Q.C.: 3 WEe' re amember of the CEA customer council, so

4 Q. Okay. And so whosejob isit to prepare that 4 we do -- they do routine what they call quick

5 action plan? 5 pollswith other utilities, which arejust a

6 MR.LYE: 6 phenomenal source of information around where

7  A. That would be mine. 7 other utilities are with their practices. |

8 JOHNSON, Q.C.: 8 took that information, consolidated that into,

9 Q. Okay. Andwhat will bethe scope? It'sin 9 you know, conceptually the issues that we were
10 progress. When isit expected to be done? 10 dealing with. Spoke with other members of the
11 MR.LYE: 11 executive, Mr. Henderson for example, who had
12 A.We've committed to do it before the year end. 12 been, you know, very deeply involved in this
13 It will be done before year end. 13 and was an area that he had responsibility for
14 JOHNSON, Q.C.: 14 for anumber of years, so | spoke with him.

15 Q. Sointerms-- can you speak to the scope of 15 Andthat’'s, you know, to give you some
16 what that action plan will actualy be 16 idea, that’s -- from a process perspective, |
17 discussing, what areas it'll be directing 17 was moving the ball, | would say.
18 action in? 18 JOHNSON, Q.C.:
19 MR.LYE: 19 Q. Sointerms of you would have recorded your
20  A. So the scope of the action plan, it will beto 20 time, | takeit, reflecting these activities
21 address the feedback provided by our customers |21 that you outlined?
22 from that survey. They talked about they were 22 MS.DALLEY:
23 interested in e-billing. They were interested 23  A. My time, that time would have been recorded to
24 in recelving notifications for outages. 24 Hydro, yes.
25 They're interested in more automated 25 JOHNSON, Q.C.:
Page 22 Page 24

1 solutions. So although the draft is not 1 Q. Okay. Could you undertake to file the hours

2 completed, we are working towards some of 2 you spent in 2014 as pertaining to the

3 those itemsright now. We talked yesterday 3 customer service strategy?

4 about the new online application that we are 4 MS.DALLEY:

5 putting in for our customers. That addresses 5 A.ldon'ttrack it at that level.

6 some of that. Y eah, so we are working towards 6 JOHNSON, Q.C.:

7 some of that stuff right now. 7 Q. Youdon'ttrack it at that level?

8 JOHNSON, Q.C.: 8 MS. DALLEY:

9 Q. Now, Ms. Ddley, just to go back to you for a 9 A.No.

10 moment, and | want to focusin on 2014 with 10 JOHNSON, Q.C.:

11 you, and what work didyou do personally 11 Q. Okay. So how do you track it? You just call
12 around the customer service strategy in 20147 12 it Hydro time?

13 MS. DALLEY: 13 MS. DALLEY:

14 A.lwould havebeen --1 met with frontline 14 A.Yeah, it'stracked on Hydro.

15 staff, gathered their feedback on where they 15 JOHNSON, Q.C.:

16 saw the opportunities, so both outin the 16 Q. Just tracked to Hydro?

17 field from ameter reading perspective, as 17 MS. DALLEY:

18 well as with call centre staff and with 18 A.Yes

19 supervisory staff to solicit their feedback. 19 MR.LYE:

20 Barry would have been in the position in the 20 A.And even for theway | would track my time, |
21 earlier part of theyear, sohe would have 21 wouldn't track that detail to the strategy. |

22 been working with me on that. | actually put 22 have an administration that | would havein
23 pen to paper on earlier ideas and concepts and 23 customer service, so | wouldn’t track detail
24 drafts around this. | reviewed primary and 24 to that either.

25 secondary data, the data research that we did 25 JOHNSON, Q.C.:
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1 Q. Okay. Sodoyou have an hours estimate asto 1 JOHNSON, Q.C.:
2 how many hours you would have spent in 2014 on 2 Q. Yeah
3 this customer service strategy, Ms. Dalley? 3 MS.DALLEY:
4 MS.DALLEY: 4  A. It would have been again providing overarching
5 A.No. 5 leadership from a company perspective on our
6 JOHNSON, Q.C.: 6 response. | sat as a member of the leadership
7 Q.Andinrelation toyour workin relation to 7 team and we discussed our own investigations,
8 the com portfolio in 2014, what work did you 8 our own reporting. | would have read those
9 do personally around the cbwm portfolio in 9 reports, reviewed them. | would have
10 201472 10 contributed from the perspective of both
11 (9:30 am.) 11 customer service and communication, you know,
12 MS.DALLEY: 12 again inputting our response from that
13 A. The program portfolio? 13 perspective, looking at the areas for
14 JOHNSON, Q.C.: 14 improvement that we had identified and
15 Q. Right. 15 overseeing the implementation of any
16 MS.DALLEY: 16 recommendations.
17 A.l would be overseeing, providing leadership, 17 JOHNSON, Q.C.:
18 meeting with Barry, meeting with his team, 18 Q. Okay. Sowouldit befair to characterize
19 reviewing reports as they come in, and helping 19 thisas amajor piece of work for you in 20147
20 them with any issues that he may have had. It 20 MS. DALLEY:
21 would be general |eadership and oversight. 21 A.lthink it was significant in the sense that
22 JOHNSON, Q.C.: 22 it was a piece of work that, you know, had a
23 Q. And areyou able, in the instance of your work 23 lot of visibility, but | don’t know that it
24 on the cb™ portfolio, to provide an estimate 24 would have been-- | don't know how you'd
25 of your time in 2014? 25 categorize significant, so I’m not quite sure
Page 26 Page 28
1 MS.DALLEY: 1 and | didn’t track it that closely. So,
2 A.Sameanswer as before, Mr. Johnson. My time 2 becauseit’s-- it wasjust part of the work
3 is coded to Hydro generally. 3 that | was doing for Hydro. So it certainly
4 JOHNSON, Q.C.: 4 would have been -- you know, it'sa memorable
5 Q. Okay. And now the work that you did in 2014, 5 piece of work. How significantitis, I'm -
6 we have some sense of the month of -- the work 6 JOHNSON, Q.C.:
7 that you did in 2014 asregards the outages 7  Q Wadl, I'd use theterm major. | would have
8 and the outage inquiry, and | guessit would 8 thought that -- let's put it this way,
9 be fair to say January would have been fully 9 relativeto thetime you spent on customer
10 taken up with the outages. Would that be 10 service strategy, would it have been more than
11 fair? 11 that?
12 MS. DALLEY: 12 MS. DALLEY:
13 A.No. 13 A.Agan, you're asking me to go back in
14 JOHNSON, Q.C.: 14 retrospect and speculate and | -- you know,
15 Q. No? 15 it's-
16 MS.DALLEY: 16 JOHNSON, Q.C.:
17 A.l wouldn't say that’safair assumption. 17 Q. Soyou're not able to provide -
18 JOHNSON, Q.C.: 18 MS. DALLEY:
19 Q. Sointermsof your -- the work on the outage 19  A.If I had the science of, you know, a detailed
20 inquiry, you would have been -- maybe I'll 20 timesheet, I’d be able to tell you that, but
21 just back up, and tell uswhat you, your role 21 my sense is the customer service strategy was
22 was in relation to the outages and the outage 22 avery significant piece of work with alot of
23 inquiry in 2014. 23 research that went into it, a lot of
24 MS.DALLEY: 24 iterations, alot of consultation, and so did
25  A.Beyond theinitial response you mean? 25 the outages and the work subsequent from that.
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1 But | wasn’t involved in alot of the -- | see 1 appropriateness of it?

2 it corporately asbeing avery significant 2 MS.DALLEY:

3 effort and | had a component of that. 3 A. |l would consider me strongly neutral in that

4 JOHNSON, Q.C.: 4 regard.

5 Q.Ms. Dadley,| mean, we'rehere trying to 5 JOHNSON, Q.C.:

6 struggle with how many hours should 6 Q. Okay. Wdl, froma customer’s perspective,

7 appropriately be charged to customersin the 7 who may not be neutral, okay, do you -- what

8 2014 test year and we've been told that the 8 would you say to the customer who's

9 2014 actuals basically iswhat the 2014 test 9 questioning the fairness of a revenue
10 year ishased on, and | guessyou can't help 10 requirement being based in part upon hours
11 us with an estimate asto how much time went 11 charged that were really caused, precipitated
12 into outages and outage inquiry in 2014. 12 by failings by Hydro out in the field?
13 That's where we are? 13 MS. DALLEY:
14 MS. DALLEY: 14 Al think that again, what | would say tothe
15 A.Yeah. I'm appreciating your challenge, but in 15 customer iswe have a very robust regulatory
16 thetime-- in that time, | had -- wasn't | 16 process with significant levels of
17 guess provided with guidanceto track it at 17 intervention by, including their
18 that level. 18 representative, and that we would come forward
19 JOHNSON, Q.C.: 19 to the regulator with our evidence. Y ou would
20 Q.Okay. Andjust let me ask you this. | mean, 20 come forward with your perspective and your
21 and there’'s no needto go there, the Grant 21 evidence and the other intervenors would do
22 Thornton report talked about there being 978 22 the same and we trust the judgment and wisdom
23 actual hoursin 2014 and test year hoursin 23 of the regulatory body to provide us with
24 2014 would be 979. | don’t know what the 24 guidance on that.
25 difference -- why there's the one hour 25 JOHNSON, Q.C.:

Page 30 Page 32

1 difference, but in any event, can you explain 1 Q. Waell, fair enough, but what would you tell

2 to uswhy, inyour perspective, it would be 2 them if they challenged the fairness of -

3 appropriate for Hydro to build into its 3 MS.DALLEY:

4 revenue requirement in 2014 test year hours 4 A.lthink | just answered that.

5 that were inrelation to the response to a 5 JOHNSON, Q.C.:

6 crisis, in terms of the outages, and then the 6 Q.Okay. Ms. Daley, you said yesterday that --

7 outage inquiry, which was brought on and would 7 in the transcript, that "the primary focus for

8 not have occurred but for, you know, 8 the past three or four years has been around

9 maintenance issues out inthefield? Canl 9 recovering our relationship with customers’,
10 get you to comment on that? 10 and you indicated "that’s really been our
11 MS. DALLEY: 11 focus since 2012". But it wasn't your focus -
12 A.l don'tthink | have a-- draw an opinion one 12 - and thisispage eight of the transcript
13 way or the other, Mr. Johnson. | think we'd 13 from yesterday.
14 take guidance from whatever the regulator 14 MS. GRAY:
15 determines is appropriate based on the 15 Q. Sorry, Mr. Johnson, page eight?

16 evidence.

17 JOHNSON, Q.C.:

18 Q. Okay. Doyou fed it's appropriate? You
19 know, you don't feel strongly onit, but do
20 you feel it's appropriate of -

21 MS.DALLEY:

22 A.lthink | just answeredthat question. |

23 don’t -

24 JOHNSON, Q.C.:

25 Q. So youdon't -- you have no view on the

17 Q.
18
19
20
21
22
23
24
25

16 JOHNSON, Q.C.:

Yes. Starting around -- if you could go up to
say the bottom of page seven? It starts with
aquestion from Hydro’ s counsel at the bottom
of page seven, "canyou tell us please what
Hydro's focus has been with respect to
customer service over the past few years?' and
you say "certainly. The primary focus, |
guessfor the past three or four years has
really been around, to some degree, recovering
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1 our relationship with customers. We saw that 1 we're sitting in ageneral rate application in
2 our customer satisfaction scores had been 2 November 24th, 2015, and we don’t have an
3 declining over anumber of years, so we took 3 action plan. What we've got isa road map,
4 stepsto, | guess, step back from that and 4 right?
5 examine why that wasthe case and determine 5 MS. DALLEY:
6 what we, what strategies we could put into 6 A.Mr. Johnson, youcan dlice and dice the
7 place to curb that and to turn it around. So 7 vernacular, but an action plan and aroad map
8 that’ s really been our focus since 2012." 8 are essentially the same things and we' ve been
9 And | guess| was struck by that comment 9 executing programs for customers over the last
10 in your direct because, you know, in 2012, as 10 year and | don’t see any issue with the pace
11 we' ve seen from the Grant Thornton report of 11 that we're taking and the action plan that
12 the hours, you had 265 hours for the full year 12 lays before us. | believe it was accepted by
13 in 2012 and you indicated yesterday that the 13 the Board. It's certainly open -- we
14 majority of your time was spent on Muskrat 14 understand that it'sopen to scrutiny. No
15 Falsin 2012. 15 problem with that. We invite a lot of
16 MS. DALLEY: 16 feedback and we did over the road map/action
17 A. Yeah 17 planin thefirst place and we will continue
18 JOHNSON, Q.C.: 18 to amend it with the feedback from our
19 Q. And how do you square thisbeing afocusgoing |19 customers and our employees and other
20 back to 2012, but you' re not being focused on 20 stakeholders such as yourself.
21 it in that key year when you'retrying to, as 21 JOHNSON, Q.C.:
22 you say, focus on it? 22 Q. So now, | guess, Ms. Daley, you've aso
23 MS. DALLEY: 23 testified that there's no customer
24 A. Sure. In 2012, what | was -- along with the 24 satisfaction target built into your
25 hoursthat | spent, but | also reviewed the 25 performance contract. Isthat right?
Page 34 Page 36
1 materials, understood the research, directed 1 MS.DALLEY:
2 Barry at thetimeand hisgroup to conduct 2 A.Not at thistime.
3 deeper research into understanding from a 3 JOHNSON, Q.C.:
4 qualitative perspective what some of the 4 Q. Andyou aso said that you didn’t think it was
5 issues were with customers that we could 5 in your previous performance contracts either?
6 resolve. And | aso spentthat time in 6 MS.DALLEY:
7 Muskrat Falls, which was securing a new source 7 A.No, | don't think it wasin 2013. It wasthe
8 of supply for customers and there’ s not much | 8 development of the strategy, | believe is what
9 can -- that was the priority of the business 9 I -
10 at thetime and that's where my time was 10 JOHNSON, Q.C.:
11 required on the overarching business wasthe 11 Q. Yeah, and we' ve had some trouble finding, from
12 security of that supply. So that was, again, 12 the record, whether we have your performance
13 an important priority. It doesn't mean that 13 contracts on the record and it was taking an
14 you can’'t have multiple priorities, Mr. 14 inordinate amount of time last evening to try
15 Johnson, you know, whether it’s personally or 15 to track it down, and what we decided was to
16 professionally. | think any of uscan. So, 16 ask you if you could undertake to provide your
17 it's certainly apriority of the company. We 17 performance contracts from thetime of your
18 saw that the satisfaction was declining and we 18 becoming vice-president to the present?
19 needed to prepare alonger term approach to 19 MS. DALLEY:
20 take that on. 20 A.Sure.
21 JOHNSON, Q.C.: 21 JOHNSON, Q.C.:
22 Q. Wadll, | think, Ms. Dalley, therecord does 22 Q. Thank you.
23 indicate that, you know, notwithstanding the 23 MS. GLYNN:
24 focus being on this and trying to recover the 24 Q. Noted on the record.
25 relationship with the customers since 2012, 25 JOHNSON, Q.C.:
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1 Q.| want to deal next with the events pertaining 1 you have any thoughts as to whether that would
2 to March 4th, 2015, and I'm seeking some 2 be advantageous or beneficial from the point
3 clarification. It'll probably be by way of an 3 of view of communications?
4 undertaking is probably the best way to get 4 MS.DALLEY:
5 it, and perhaps what we could do is turn up 5 A.It'saninteresting suggestion, Mr. Johnson.
6 the transcript from yesterday, page 96. And 6 I’m not -- you know, we haven’t thought about
7 thisisin connection with adiscussion with 7 that. What we've done, and we did
8 my friend, Mr. O’Brien, and where he asked, 8 subsequently on a period about ten days later,
9 starting at line seven on page 96 "has Hydro 9 | think, from the March 4th outage, around
10 put in place any changes since March 4th to 10 March 12th, we actually mobilized a corporate
11 deal with the concernsthat Liberty has raised 11 emergency response and we had communications
12 about notification to customers?' And then 12 on-call actually up all night working through,
13 thereisadiscussion that goes on for abit 13 getting operations updates through the evening
14 therethat you're advising him what changes 14 and the team mobilized, | think, at five am.
15 have been made, about the on-call people being 15 S0, you know, it's similar again, based on
16 brought in on Wednesdays noon and that type of |16 more of arisk assessment, and then mobilized
17 thing. But I think it would be helpful for my 17 that way. So that was the response that we --
18 understanding as to what the changes have been 18 subsequent response that we' ve activated. So
19 isif you could undertake to file what changes 19 you know, it's an earlier mobilization. It
20 actually have been made about the notification 20 accomplishesthe same thing. | think the
21 to customers inthe wake of the Liberty 21 utility of having someone, you know, who
22 recommendation. Could you do that? 22 startsat six am., you know, | don’t think
23 MS.DALLEY: 23 there' sanything wrong with that. | think
24 A.Yeah. Just I’'monly hesitating becausel’m 24 it's a discussion we could have with the team
25 wondering if it isn't something that’s already 25 and if they were open to that, | don’t think
Page 38 Page 40
1 been filed, but either way, we can - 1 there’' s anything wrong with it.
2 JOHNSON, Q.C.: 2 JOHNSON, Q.C.:
3 Q. Yeah, on the communications piece, okay? 3 Q. No, you know, presumably -
4 MS.DALLEY: 4 MS.DALLEY:
5 A. Yeah 5 A.It'sagood suggestion.
6 JOHNSON, Q.C.: 6 JOHNSON, Q.C.:
7 Q. Allright. 7 Q. They'dtaketurns, | guess, but you know, |
8 MS.GLYNN: 8 just wondered -
9 Q. Noted on the record. 9 MS.DALLEY:
10 JOHNSON, Q.C.: 10 A.Well, | mean, it's something -
11 Q. Okay. Ifyougo topage 102, therewas a 11 JOHNSON, Q.C.:
12 discussion around the fact that Hydro had 12 Q.- would you fedl that there would be
13 people at home looking after household duties, 13 advantages from the point of view of someone
14 as you'd expect early in the morning. 14 being on site -
15 Understand that. And you pointed out that 15 MS. DALLEY:
16 Newfoundland Power were mobilized because they 16 A.Wadl, | can assureyou -
17 had had an outage that they were dealing with. 17 JOHNSON, Q.C.:
18 And | just want to get your sense, Ms. Dalley, 18 Q.- and ready to go in terms of getting the word
19 as towhether it would make sensein the 19 out as necessary, et cetera
20 critical winter period to have acommunication 20 MS. DALLEY:
21 team member or team memberson deck, say 21 A.Yeah, | mean, it is because you're focused and
22 earlier in themorning, say at six am. or 22 that was the benefit that the Newfoundland
23 6:30, so that they can hit the ground running 23 Power team had that morning. They were, as|
24 as opposed to trying to mobilize remotely if 24 understand it, literally inthe operations
25 they happen to be home. Isthereany -- do 25 centre with a team, so there wasno gap.
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1 There was no call to be made. You’'relooking 1 have essentially astakeholder facilitator.
2 at someone and saying "hey, what’s happening?' 2 So that person immediately tracks-- andin
3 and we're making a decision and we' re moving, 3 case of outages we know the stakeholders, we
4 versus, you know, just -- and again, we're 4 know who the key people arewho need to be
5 talking minutes here, but the minutes of 5 contacted and we have assignments of who has
6 hanging up the phone and calling someone and 6 to contact them. Y ou know, welivein such a
7 getting information and confirming that what 7 world of immediacy that if those contacts
8 you heard was right, you know, it’s - 8 aren't made immediately, someoneis calling
9 JOHNSON, Q.C.: 9 you.
10 Q. It'schallenging. 10 So we've had those discussions with
11 MS. DALLEY: 11 peoplethat called methat morning, and |
12 A.It'sproneto challenge. 12 include, for example, Mr. Martin in that. Mr.
13 JOHNSON, Q.C.: 13 Martin called me and wanted to make sure --
14 Q. Yeah 14 you know, it's a bit of want to make sure you
15 MS. DALLEY: 15 arein, that you're mobilized, that you're
16  A. So, you know, | think it's a good suggestion. 16 ready to go. | mean, my conversation with Mr.
17 (9:45am.) 17 Martinis"please don't call me. Trust me,
18 JOHNSON, Q.C.: 18 I’m mobilized and ready to go." So you can
19 Q. Okay. AndI guesson thisvein, because you 19 eliminate some of it through conversations
20 know, | got -- this goes back to the March 20 like that whereit’s abit of, you know, trust
21 30th transcript, Information No. 48, and page 21 the process here that people are moving and
22 90 or so. You wererelating to the Board at 22 they’re activated and they’ re ready to go.
23 that time what was going on, you know, at your 23 But the other piece that happensisthe
24 house and with your phone. | think you 24 internal communication that goes out to -- the
25 referred to like some 26 calsover avery 25 faster we arein responding to stakeholders,
Page 42 Page 44
1 short period of time, and | can just imagine 1 the more they relax. So those holding
2 what that looked like. And over on -- thisis 2 statements even help with that. Aholding
3 -- you spoke about thisat page 90, just for 3 statement to our government stakeholders means
4 the record, and over on page 91, you spoke 4 they don’t call because they've got the
5 about the fact that you're trying to eliminate 5 information they need. So, but our issueis
6 the web of callsand that you were hoping to 6 that even that ten-minute window, Mr. -- |
7 be able to streamline the situation. That's 7 mean, that was -- you know, we'retalking 20
8 at the bottom of page 91, down at lines 22 and 8 or 30 minutes. That does seem, I'm sureto
9 23, et cetera. And so, "there are things like 9 everyone here, like aterribly long time. It
10 that" you said "we'reinvestigating that we 10 feelslike forever to a person who' s wondering
11 hope to streamlinethe situation that we 11 what’ s happening and their inclinationisto
12 experienced on March 4th" and I'm just 12 pick up the phone because someoneiscalling
13 wondering, Ms. Dalley, isthere an update as 13 them and asking do they know what’ s happening.
14 to those efforts and what’ s been decided? 14 So you know, we've had some, 1I'll say,
15 MS. DALLEY: 15 more informal conversations around, you know,
16 A. Asidefrom turning off everyone's phone? 16 here’ sour process. Here' show it works, a
17 JOHNSON, Q.C.: 17 bit of conversationsand education, but as
18 Q. Yeah, that'sright, yeah. 18 well, it’scritical that our processistight
19 MS. DALLEY: 19 and we get those holding statements out
20 A.l mean, what happensistypicaly you get a 20 quickly to all the stakeholders so that, you
21 lot of contact. So you know, and everyone 21 know, they relax and give us enough time to
22 wantsto know what’s happening. So their 22 gather the information and get more details
23 natural inclination isto phone who they think 23 out.
24 their contact is. When we're mobilized, what 24 JOHNSON, Q.C.:
25 happensis, you know, our mobilization efforts 25 Q. Just head up the pagealittlebit. | just
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1 want to ask you about the streamlining efforts 1 of doing this, from the point of view of
2 that you just referred to. At line seven and 2 providing information to the customers.
3 line eight, you talked about "we're trying to 3 MS.DALLEY:
4 aso determine how we can streamline the 4 A I'mvery interested in thediscussion that
5 processes between utilities once again." 5 you've been having on that and | guess my
6 MS.DALLEY: 6 first question isto you, since it’s been your
7 A.Yes. 7 suggestion, | think, at the hearing. But, in
8 JOHNSON, Q.C.: 8 order to respond properly, I'm wondering what
9 Q. Andsoon that piece, can you address what -- 9 you are hoping to achieve.
10 if the ball has moved further down the field 10 JOHNSON, Q.C.:
11 on that? 11 Q. Waell, it addsalevel of transparency. Itis
12 MS. DALLEY: 12 acomponent that’s not a cost or it's not a
13 A.I’'mnot sure. | asked about this yesterday 13 cause-based component of a customer’s hill.
14 after we discussed it here because my 14 Soit's -- you know, it'san extraordinary
15 suggestion and my suggestion to Newfoundland |15 amount that getsincluded in a bill that’s not
16 Power at the time was that again we put the 16 very transparent, as it stands now.
17 holding statements out. We worked on those, 17 MS. DALLEY:
18 so that piece was completed. And then it was, 18  A. Right.
19 you know, how do you make sure that the 19 JOHNSON, Q.C.:
20 interface that’ s happening between the system 20 Q. Andsoit’sfrom the point of view of advising
21 operators and the interface that’s happening 21 the customer, look, here is a component of the
22 between the communications people and around |22 bill that you' re not causing.
23 the other side -- because what you haveisthe 23 MS.DALLEY:
24 two leads in system operations speak and then 24 A. And so what -- but again, | come back to what
25 they go back and they weretalking to their 25 behaviour isit that you're hoping to change
Page 46 Page 48
1 communications people and then the 1 or achieve or whatis it you expect to
2 communications people were talking. So, to me 2 achieve?
3 avery simple way of curbing that wasto have 3 JOHNSON, Q.C.:
4 our communications person on the call with the 4 Q. Well,why don't| getyou to provide your
5 system operations. WEe' ve done that. 5 department’ sviews on whether thistype of
6 JOHNSON, Q.C.: 6 information should be provided on bills.
7 Q. Okay. 7 MS. DALLEY:
8 MS.DALLEY: 8 A. Without understanding what it is you want to
9  A. Sowhen our system operations person contacts 9 achieve, | can't advisetoit. | don’t have
10 Newfoundland Power, our communications lead is 10 the information. So, I’m -- are you expecting
11 on the cal. I'm not sure that the 11 -- | guess, let me help out abit. Areyou
12 Newfoundland Power communications lead has 12 expecting to motivate people to change their
13 joined that processyet and that call, but 13 usage behaviour? Likeisit aconservation
14 it's helped us because we' re able to literally 14 initiative? Isit just around having people
15 hear the conversation between the two 15 feel perhapsa little guilty about the fact
16 utilities, which is, you know, avery direct 16 that they don't pay or that, you know, people
17 way of receiving the information. 17 will be frustrated that they pay more?
18 JOHNSON, Q.C.: 18 JOHNSON, Q.C.:
19 Q. Ms. Dalley, finaly, | want to talk to your 19 Q. Well, Ms. Dalley, it's about advising,
20 panel about the discussion we' ve had before 20 informing the customer as to a component of a
21 the Board in this hearing on putting 21 cost that’son their bill. Like | mean, you
22 information on customer’ s bills pertaining to 22 know, Dr. Feehan testified to it, asto some
23 those who are paying the subsidy and those who 23 of the merits of it, and you know, I'm just --
24 might be receiving the subsidy, and | would 24 | thought | was asking a simple question asto
25 like to get your viewpoint on the advisability 25 whether, you know, your people, your
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1 department, felt that it would be a good 1 it, what are the results of that and what is

2 initiative in terms of advising people of this 2 it going to achieve. If it's information

3 component on their hills. 3 only, | just -- | would expect that we' d want

4 MS.DALLEY: 4 to achieve some change.

5 A.Again,| comebackto | would want to know 5 JOHNSON, Q.C.:

6 what it is we were trying to achieve. 6 Q. Wdl, isthere anything wrong -

7 CHAIRMAN: 7 MS. DALLEY:

8 Q. Thepeoplehavearight to know what they're 8 A. Or maybe not.

9 paying for. 9 JOHNSON, Q.C.:
10 MS.DALLEY: 10 Q. ls there anything wrong with providing
11  A. Okay. Soit'sjust -- it's pure transparency? 1 information only?
12 Y ou don’'t want any behavioural change? 12 MS. DALLEY:
13 CHAIRMAN: 13 A. Il think you'd haveto look at the complexity
14 Q. No, no, | mean, | thought that'swhat Mr. 14 of it and the rural deficit in particular.
15 Johnson was trying to suggest. | mean, you 15 Again, Mr. Fagan’ stestimony was -- have the
16 get abill. Youget a bill from Costco, you 16 same perspective he does on it, which is, you
17 know what you’re buying. Y ou know what you're 17 know, there’ s rural deficit implicit in most -
18 paying for. You get abill from Newfoundland 18 - well, interprovincial services, let’s say.
19 Power, there's an amount there and you -- it's 19 So you know, | have the same level of concern
20 not shown. You're paying for it, but you 20 he expressed around the customer in Deer Lake
21 don’t know what it is. 21 versus the customer in Rocky Harbour, whichis
22 MS. DALLEY: 22 not that terribly far away, but | don’t know,
23 A. Well, you may not have the full transparency 23 I mean, I'mnot terribly familiar with how
24 actually around - 24 Newfoundland Power accounts within its
25 CHAIRMAN: 25 jurisdiction and territory, but you know, is

Page 50 Page 52

1 Q. Youdon't haveany. 1 the customer in Deer Lake paying the same

2 MS. DALLEY: 2 amount as a customer in St. John’s?

3 A.-what you're paying for even at Costco. 3 JOHNSON, Q.C.:

4 CHAIRMAN: 4 Q. ltsounds, Ms. Dalley, that you're against it.

5 Q. Youdon't have any. What do you mean? 5 MS. DALLEY:

6 MS. DALLEY: 6 A.No. I didn’t--notat al, Mr. Johnson. I'm

7 A Wdl, | mean - 7 just trying -- you need more information

8 CHAIRMAN: 8 before you make a -- have an opinion. | like

9 Q. I'msorry, Mr. Johnson. 9 to be informed. So there's a lot of
10 JOHNSON, Q.C.: 10 complexity around it. If we wanted to achieve
11 Q. WHl, no,| mean, | think that'swhat | was 11 information only, that’s different than hoping
12 trying to - 12 to achieve abehavioural changeand having
13 CHAIRMAN: 13 customers perhaps conserve energy or use
14 Q. Ohboy. 14 differently or pay their bills quicker or, you
15 JOHNSON, Q.C.: 15 know, I'm just trying to understand what it
16 Q. -tryingto get at. 16 was we want to achieve.
17 MS. DALLEY: 17 JOHNSON, Q.C.:
18 A.There sagreat deal of complexity init, and 18 Q. Waell, if wewanted to give effect to -- if we
19 | think that -- you know, | read Mr. Fagan's 19 thought and if we took the notion seriously
20 response and | agree with his complexity 20 that customers have aright to know, would it
21 around it. 1t’'s something that you have to -- 21 not make sense that we put it on the bill?
22 | guess, you have to investigate and see what 22 MS.DALLEY:
23 the purpose you want to achieve. If we're 23 A.Can we do iton everyone's hill in the
24 trying to push peopleinto a certain behaviour 24 province at the level of granularity by
25 -- if wejust want them to be informed about 25 community?
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1 JOHNSON, Q.C.: 1 | thought histestimony around it was very
2 Q. Weél, | don't know about that now. | mean, | 2 thorough and | looked at it with the same sort
3 guess, | thought that you would have come here 3 of level of speculation. | just didn’t seea
4 thismorning, Ms. Dalley, knowing that this 4 lot of what we were trying to achieve.
5 was an issue brought up, with some positions 5 And again, if it's transparency, that's
6 on the matter, but it doesn’t sound to me that 6 pretty straightforward, but even transparency
7 you have a position on the matter, except to 7 leadsto noissue. | think we talk about it
8 pose questions and to - 8 here quite alot. We've talked about the
9 MS.DALLEY: 9 rural deficit and the cost of service in
10 A.Right, I'm seeking more information, Mr. 10 isolated communities many times previously
11 Johnson, because when | looked through the 11 with media. I've done interviews myself on it
12 transcript -- 1 mean, | concur with Mr. 12 I'm sure over the years. Just aside from
13 Fagan’'s assessment of it, that it'sa very 13 transparency, is there anything else that we
14 complex matter, and if we're going to make an 14 think it would be a benefit.
15 assessment on it, you want to make sure that 15 JOHNSON, Q.C.:
16 you're doing it for the right reasons, that we 16 Q. Okay, thank you very much. Thoseare my
17 understand what the implications of that are. 17 questions.
18 | mean, what if Newfoundland Power and us 18 CHAIRMAN:
19 started getting calls onthat? You know, 19 Q. Mr. Coxworthy, sir.
20 would it increase call volumes? Would we have 20 CROSS-EXAMINATION BY MR. PAUL COXWORTHY:
21 to deal with frustrated customers as aresult? 21 MR. COXWORTHY:
22 I’m not saying that’sareason not to do it. 22 Q. Good morning, Mr. Lye, Ms. Dalley, Mr. Brophy.
23 | just think that we need to understand what 23 My name is Paul Coxworthy, and my colleague,
24 it iswe want to achieve when we do it. 24 Dean Porter. We represent the group of
25 Again, | have -- it'snot that | have no 25 industrial customers of Hydro. Ms. Dalley, |
Page 54 Page 56
1 position, but I'd like to have a highly 1 had some questions about your position. The
2 informed position. | read the materials. | 2 name of your position as VP Corporate
3 didn’t -- with respect, | didn'tread Mr. 3 Relations and Customer Service, as |
4 Feehan’s comments on it. So he would look at 4 understand your evidence, and that appearsto
5 it from an economics perspective. I'm 5 be changefrom the previous name of that
6 questioning just some of the behavioural 6 position, as| understoodit. Itwas VP
7 elements that would go behind that. | think 7 Corporate  Communications and Shareholder
8 it's not something that I’ m opposed to. It's 8 Relations?
9 something that we could certainly look at, but 9 MS.DALLEY:
10 | think we just have to understand the 10 A. No, that wasthetitle when | was a manager.
11 complexity of the matter at hand. I1t’snot as 11 That's the manager role.
12 simple-- | don't think it’sterribly simple. 12 MR. COXWORTHY:
13 It could have implications and those are worth 13 Q. Soit'saways been since October of 2011, vP
14 understanding. 14 Corporate Relations and Customer Service?
15 We could trial it with a certain 15 MS. DALLEY:
16 percentage of customers to see what the 16 A.No, it was Corporate Relations, and Customer
17 responseis. Understand if we see any change 17 Service was added to that, | think, sometime
18 and whether their behaviour is from a 18 in- 1 want to say 2013, but it was a couple
19 consumption perspective or whether it 19 of years later and it wasto give additional
20 increases their -- you know, ther 20 emphasis to therole of customer service
21 satisfaction with their service, whether or 21 throughout the company.
22 not they make more calls, it precipitates 22 MR. COXWORTHY:
23 calls. 1just, you know -- again, | think Mr. 23 Q. Andthat’swhat | wanted to get at asto what
24 Fagan sort of knocked alot of those off in 24 wasthe reason for that. Sowas there any
25 his approach, and you know, for the most part, 25 change in your responsibilities when the
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1 customer service part of the nameof that 1 spent with CF(L)Co at the time, but it would
2 position was added? 2 have been minor.
3 MS.DALLEY: 3 (10:00 am.)
4 A.No, no. 4 MR. COXWORTHY:
5 MR. COXWORTHY: 5 Q. Andl would similarly assume that at some
6 Q. It wasjust the reflection that that was 6 point after your moving into a Nalcor position
7 aways part of your responsihilities? 7 as manager, that those responsibilities would
8 MS. DALLEY: 8 have changed, that you would have taken on
9 A Yes 9 more responsihility for other Nalcor lines of
10 MR. COXWORTHY: 10 business in terms of the Corporate
11 Q. And you mentioned the change from the manager |11 Communications and Shareholder Relations
12 position to the vice president position, and | 12 piece?
13 understand that would happened in October, 13 MS. DALLEY:
14 20117 14  A.Yeah, tosome degree. | mean, the team
15 MS. DALLEY: 15 commensurately grew with it aswell, doyou
16 A.Yes 16 know what | mean - like, as the business grew,
17 MR. COXWORTHY: 17 then people were brought in to deal with those
18 Q. And when you were Manager of Corporate 18 specific lines of business.
19 Communications and Shareholder Relations, was |19 MR. COXWORTHY:
20 that aHydro position or was it a Nalcor 20 Q. Andl wasintendingto refer to PUB-NLH-138,
21 position? 21 and perhaps now is agood timetoturn to
22 MS.DALLEY: 22 that, Attachment 1, please, Ms. Gray, page 3,
23 A.lthink | talked about this yesterday, but it 23 and this isthe organizational chart for
24 started as aHydro position and then it 24 Corporate Relations. It's been brought up
25 transferred to Nalcor somewhere around the - 25 before, of course. As | look at this, and
Page 58 Page 60
1 MR. COXWORTHY: 1 perhapsit’s overly simplistic, but I'll ask
2 Q. Soeven the manager position at some point 2 you to expand on my understanding of it. On
3 transferred to Nalcor? 3 the right hand of the chart, and, | guess, for
4 MS.DALLEY: 4 the people under customer service manager and
5 A Yes 5 energy efficiency manager, | think of that as
6 MR. COXWORTHY: 6 customer service broadly speaking, al that
7 Q. Youdon't recall when? 7 activity that’ sunder that chart. Isthat a
8 MS. DALLEY: 8 fair summary of the role of those people?
9 A.No, 2008, 2009, somewhere around that time 9 MS. DALLEY:
10 frame. 10 A.Yes
11 MR. COXWORTHY: 11 MR. COXWORTHY:
12 Q. And when the manager position transferred to a 12 Q. And then we have two people over on the left
13 Nalcor position as opposed to a Hydro 13 side under yourself who appear to be involved
14 position, how did your responsibilities change 14 in, 1 guess, the other aspects of your
15 then? 15 responsibilities other than customer service,
16 MS. DALLEY: 16 corporate relations. So you were saying that
17 A.l would have had broader responsibility for 17 at some point, as| understood it, when you
18 Hydro aswell as the other Nalcor companies. 18 moved from the manager position within Hydro
19 MR. COXWORTHY: 19 to the manager position within Nalcor, and, of
20 Q. Canyou give us any perspective on - | would 20 course, eventually it became a Vice President
21 assume when you were manager within Hydro, |21 position, that additional positions were
22 that all of your time was devoted to Hydro 22 added. Arethese positions on the left side,
23 matters? 23 Manager of Corporate Communications, Senior
24 MS.DALLEY: 24 Communication Advisor, Hydro, werethey the
25 A.Yes. | mean, there may have been sometime 25 positions that were added to meet the needs of
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1 both Nalcor and Hydro? 1 frame. | believethat was- again whether

2 MS. DALLEY: 2 that’ s the position 1D exactly, | don’t know,

3 A.No, the Senior Communications, this is 3 but we added a senior communications advisor

4 reflective of the Hydro business. 4 around February/March of 2008.

5 MR. COXWORTHY: 5 MR. COXWORTHY:

6 Q. Okay. 6 Q. Andcanyou give us some perspective on what

7 MS.DALLEY: 7 isdifferent about the responsibilities of

8 A.And| spoke aboutit yesterday, there's a 8 that senior communications advisor within

9 shareholder and government relations person, 9 Hydro as opposed to your old responsibilities
10 an energy marketing lead that reportsto - 10 when you were a manager exclusively within
11 MR. COXWORTHY: 11 Hydro?

12 Q. Sothese would have been add-insinto the 12 MS.DALLEY:

13 Nalcor organization? 13 A. It would be not that terribly different. You

14 MS.DALLEY: 14 know, as a manager of communications at

15  A. Yes, to the Nalcor organization. 15 Nalcor, | would have had some oversight of the

16 MR. COXWORTHY: 16 entire company, whereas this person would have

17 Q. Wasanyone added into the Hydro organization 17 been focusing on Hydro related activities.

18 when you moved from a manager within Hydro to 18 MR. COXWORTHY:

19 amanager within Nalcor, notin relation to 19 Q. Going back to the transition from amanager

20 the customer service piece, but the 20 role within Hydro to a manager position within

21 corporation relations piece? 21 Nalcor, again can you give us some perspective

22 MS.DALLEY: 22 about how much more time you would have spent

23 A. Therewas asenior communications advisor, and 23 on non-Hydro work after that change?

24 again | need to - just trying to think of the 24 MS.DALLEY:

25 timing of that because | can’t remember when 25  A. Not with any degree of confidencein looking
Page 62 Page 64

1 the position was transferred, but within that 1 back six or seven years. | mean, the company

2 same time frame a senior communications 2 has grown over that period of time.

3 advisor was added who would have been working | 3 Initially, there wouldn’t have been alot of

4 predominantly for Hydro. 4 outside of Nalcor - sorry, external to Hydro

5 MR. COXWORTHY: 5 work. You know, as the company has

6 Q. Sowould that bethe personat the- the 6 transitioned and grown, there would have been

7 position at the end of that line on the left 7 more. There would have been -

8 hand side, senior communications advisor? 8 MR. COXWORTHY:

9 MS.DALLEY: 9 Q. certainly would acknowledge the other lines
10 A. Essentidly, it would be fair to say that. 10 of business appear to have grown in terms of
11 Y ou know, there was - anew position wasadded |11 activity over that time period.

12 for Hydro and then subsequently now we' ve got 12 MS. DALLEY:

13 aperson for oil and gasin Bull Arm together, 13 A. Yeah, you know, over aperiod of time.

14 and there’'s actually a second senior 14 MR. COXWORTHY:

15 communications advisor for Hydro and there's 15 Q. But can you give us some perspective over that
16 someone that has the Lower Churchill. 16 same period of time how there would have been
17 MR. COXWORTHY: 17 ashift inyour role interms of providing

18 Q. Focusing on Hydro and the senior 18 advice, corporate communications advice, to
19 communications advisor of Hydro, the position 19 the other Nalcor lines of business other than

20 410-08 there that’s shown on PUB-NLH-138, your 20 Hydro? Do you spend 10 percent of your time
21 recollection is that’sa position that was 21 onthat, 50 percent of your time? |I'm not

22 added to Hydro after you moved up into the 22 asking for absolute precision, but can you

23 Nalcor organization? 23 give us asense of the shift recognizing that

24 MS.DALLEY: 24 it wouldn’t have been as much at the

25 A.Yes, itwould have beenaround that time 25 beginning, but becoming more over time?
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1 MS.DALLEY:

2 A.lt'sthesameidea so it would have been on
3 an annual basis based on, you know, the plans
4 and the level of activity that was happening,

5 and again commensurate to the growth of the
6 other business, there' s been an addition of

7 resources into the other businesses, solI'm

8 not sure that - again year over year. It may

9 have been different. It's very hard to

10 speculate.

11 MR. COXWORTHY:
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Page 67
alocate your time as between non-Hydro,
Nalcor, and Hydro?

MS. DALLEY:

A. | would expect, and again | don’t have a sense
of currently where itis, but | wouldn’t be
surprised that it would be around the same.

MR. COXWORTHY:

Q. Same 50/50 split?
MS. DALLEY:

A. Level, yeah.
MR. COXWORTHY:

12 Q. Using a recent year perhaps, using 2014, a 12 Q. And do you expect that to change in 20167? |
13 memorable year, and ayear wherein you would 13 won't ask you to prognosticate beyond that.
14 have been very much involved with the fallout 14 MS. DALLEY:
15 from the outagesin January of 2014, and isit 15 A Well, we'rejust putting together 2016 plans
16 reasonable to expect that'sa year where you 16 now and finalizing them, and | don’t see any
17 would have spent more time on Hydro matters 17 significant - it's puts and takes on a year to
18 than perhaps previous years? 18 year basis. So notwithstanding things can
19 MS. DALLEY: 19 happen, but | would see about the same level,
20  A. | think the record reflects that. 20 and to your point, when | ook at the level of
21 MR. COXWORTHY: 21 activity and responsibility, my own reflection
22 Q. Sure, so taking that year, how much time would 22 isthat it would be 50 to 60 percent of my
23 you spent on Nalcor matters? When | say 23 time.
24 "Nalcor", other than Hydro. 24 MR. COXWORTHY:
25 MS. DALLEY: 25 Q.Intermsof theinformation that we haveon
Page 66 Page 68
1 A.l would expect again to look at my timesheets. 1 the record so far in terms of Nalcor
2 It would be 1950 hours, less 979.1. 2 leadership time being charged in for 2015, and
3 MR. COXWORTHY: 3 specifically 2016, there has been some
4 Q. So about half your time? 4 evidence at least in relation to 2016 that a
5 MS. DALLEY: 5 significant amount of that Nalcor leadership
6 A.Itwouldbegive ortake. Againas you can 6 time that’ s being charged into Hydro will be
7 appreciate, vacation typically comes off that, 7 inrelation towhat’sbeen characterized as
8 any leaves, etc, etc. 8 interconnection or integration work. So the
9 MR. COXWORTHY: 9 integration of Hydro’ s operations with Muskrat
10 Q. About half your timeis not an unreasonable - 10 Fals, the Labrador link, and the Maritime
11 MS. DALLEY: 11 link, as| understand it. Perhaps we could
12 A. Yeah, it looks about half. 12 first turn to PUB-NLH-379, page 3, and if we
13 MR. COXWORTHY: 13 could go to line 6, thisis a discussion which
14 Q. Ishalf your time not unreasonable? 14 Mr. O’ Brien brought to you beforein relation
15 MS. DALLEY: 15 toyour role, Ms. Dalley.
16  A. No, that would - to me, that would feel like, 16 MS. DALLEY:
17 you know - 17 A.Yes
18 MR. COXWORTHY: 18 MR. COXWORTHY:
19 Q. Soabout half your timein non-Hydro Nalcor 19 Q. lttalks about moving forward to 2015 and
20 lines of businessin 20147 20 beyond, "The critical priorities of planning
21 MS.DALLEY: 21 for interconnection and the complexity of the
22 A. About half of my time. 22 post-interconnection electricity system will
23 MR. COXWORTHY: 23 continue to require significant effort on both
24 Q. Andhow about going forward thenin 2015, 24 shareholder and stakeholder engagement for the
25 we're almost through 2015, how would you 25 vP Corporate Communications'. So you've
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1 certainly given evidenceregarding customer 1 for 2015, 20167
2 service and the focus on customer service, but 2 MS. DALLEY:
3 apart from that, what else isit about the 3 A.Wediscussed areconciliation of them about
4 integration and the post-integration 4 three or four weeks ago, but not prior to
5 electricity system apart from customer service 5 that.
6 that requires a significant effort and 6 MR. COXWORTHY:
7 engagement by you as VP Corporate 7 Q. Soinrelation to 2016, | guess, we have an
8 Communications? 8 understanding of what time would have been
9 MS.DALLEY: 9 charged inin 2014 by you inrelation to
10 A.ldon't seethat as being Hydro time. 10 Hydro, certainly alarge part of that, | don’t
11 MR. COXWORTHY: 11 want to suggest al of it, would have beenin
12 Q. Youdon't seethat as? 12 relation to the outages and the aftermath of
13 MS. DALLEY: 13 that, and, of course, there'd be some carry
14 A.l don't seethat being as Hydro time. 14 over into 2015, but | wanted to get some
15 MR. COXWORTHY: 15 understanding then of what work you'd be
16 Q. Okay, so that wouldn’t be consideredto be 16 chargingin in 2016 to Hydro, or that this
17 hydro time? 17 chart indicates would be charged into Hydro.
18 MS. DALLEY: 18 Y ou just indicated that you wouldn’t consider
19 A . That'snottosay - 19 the integration or interconnection work to be
20 MR. COXWORTHY: 20 timethat would be charged into Hydro. So
21 Q. Youwouldn’t log that time as Hydro time? 21 that’ s about half your time or maybe - what
22 MS.DALLEY: 22 timeisbeing chargedinthereto Hydro for
23 A.No. | siton the Steering Committee and 23 2016 for you?
24 oversee, you know, again stakeholder 24 MS.DALLEY:
25 communications efforts related to that, and 25  A.Againfrom my own perspective, it would be
Page 70 Page 72
1 although it has an impact on Hydro, | see that 1 doing the aspects of my job that are related
2 asaNalcor activity. 2 to Hydro, so it would be providing leadership
3 MR. COXWORTHY: 3 and oversight on customer service activities,
4 Q.| know you'vesaidin previous evidence when 4 operations within customer service, aswell as
5 you’ ve been brought specifically to PUB-NLH- 5 the execution of the customer service
6 228, and that’ sthe one that shows the chart 6 strategy. On the cDM side, it would bethe
7 of the different Nalcor leadership positions 7 same stuff, | think, | spoke about yesterday,
8 and the time that’ s been charged into Hydro. 8 and then on the communications side, it's
9 MS.DALLEY: 9 communications efforts related specifically to
10 A.Yes 10 Hydro.
11 MR. COXWORTHY: 11 MR. COXWORTHY:
12 Q. Let'sturntoit rather than my describing it. 12 Q. Okay, what would those, the last part, the
13 Ms. Gray, could we turn to PUB-NLH-228. 13 communications efforts specifically to Hydro,
14 You've been asked some questions, again | 14 is this communications with parties other than
15 think by Mr. O’Brien, about this, and my 15 customers, or persons other than customers?
16 impression was that to the extent there are 16 MS. DALLEY:
17 numbersinputted in here for you, you weren’t 17 A. It may be. It may be communication with - I'm
18 exactly sure wherethat information had come 18 thinking of, like, whenwe go out and do
19 from, isthat fair? 19 meetings, although mind you everyone to some
20 MS.DALLEY: 20 degree - I'm just thinking everyone is
21 A.Yes, | expectit's historicaly created from 21 essentially acustomer. So when we go out,
22 the timesheet record by HR team. 22 for example, and we do - we're asked to do a
23 MR. COXWORTHY: 23 talk about Hydro operations or we meet with
24 Q. Butnoone cameto you directly and said do 24 municipalities, those are customer engagements
25 these hours make sense for you, Dawn Dalley, 25 at that level for us aswell. So there' s very
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1 little that we do that doesn’t to some degree 1 to turn to it, you spoke about an initiative,
2 have that focus. | mean, it may be the broad 2 as | understood it, to create or establish a
3 public. 3 single point of contact for key customers such
4 MR. COXWORTHY: 4 asindustrial customers. Thiswasin response
5 Q. Andyou'rewearing your Hydro hat whenyoudo | 5 to aquestion from Mr. Cass ondirect, and |
6 that? 6 understood that Hydro was looking to implement
7 MS.DALLEY: 7 that for the beginning of 2016, and isthat
8 A.Yeah, we would be talking about Hydro. | 8 for industrial customers, that single point of
9 mean, you know, we' ve been invited to speak to 9 contact implementation for the beginning of
10 groups about Nalcor operations, Hydro's 10 20167
11 component of that, but that’s not the purpose 11 MR.LYE:
12 of thevisit. We'rebeing askedto come as 12 A.Yes, itwill be.
13 Nalcor, whereas if we're being asked to go to 13 MR. COXWORTHY:
14 the St. Anthony Chamber and meet with the 14 Q. Youweredtill, as1 understood it from your
15 Chamber representatives and discuss our 15 evidence, reviewing how to staff that. |
16 capital programsin that area for that year, 16 understood the intention was not to add or
17 that would be specifically arequest comingin 17 hopefully not haveto add another position,
18 through Hydro to Hydro. 18 but to identify within existing Hydro
19 MR. COXWORTHY: 19 positionswho could bethat single point of
20 Q. Ms. Ddley, I'm going to move from yourself 20 contact?
21 for some of the questions to Mr. Lye. | 21 MR.LYE:
22 believe, based on Mr. Lye' s evidence, | think 22  A.Yes, we have, and wethink that we have a
23 the questions should be directed to you as 23 solution that will work quite well.
24 Customer Service Manager since July of 2014. 24 MR. COXWORTHY:
25 It's a Hydro position. 25 Q. Will that be yourself, Mr. Lye?
Page 74 Page 76
1 MR.LYE: 1 MR.LYE:
2  A.That'scorrect. 2 A.No, itwouldn’t, but | will beinvolved. It
3 MR. COXWORTHY: 3 will be somebody that their responsibility
4 Q. And | understood that as part of your 4 will be for account management for our key
5 responsibilities, you're responsible for 5 customers. That would be our large customers
6 industrial billing, billing of the industrial 6 and for the industrials, and it'sa focus
7 customers? 7 that’ s required and | will be providing the
8 MR.LYE: 8 oversight, obviously, aswell as Ms. Dalley.
9 A.Yes |am. 9 MR. COXWORTHY:
10 MR. COXWORTHY: 10 Q. Will thissingle point of contact be one
11 Q. Does this include communicating to the 11 person or isit likely to be ateam of people?
12 industrial customersregarding specificaly 12 MR.LYE:
13 assigned charges, how they're calculated and 13 A. | think what our industrial and key customers
14 how they affect their power costsand the 14 are asking for is akey contact, so that -
15 costs that they’re being billed? 15 MR. COXWORTHY:
16 MR.LYE: 16 Q. A single person?
17 A. The communication areais one that needs some 17 MR.LYE:
18 work and we need to improve there, but me, 18 A.Yes, so that whenyou call, if you have an
19 personaly, I’'m not communicating their cost, 19 issue, we should - talk about transparency,
20 but on the bill they’rereceiving are their 20 you shouldn't have to call al over an
21 costs. 21 organization to find what you' re looking for.
22 (10:15am.) 22 We will do that work for you, and we should be
23 MR. COXWORTHY: 23 doing that work for you.
24 Q.Inyour evidenceyesterday, and thisis at 24 MR. COXWORTHY:
25 page 18, line 8. | don't think it’ s necessary 25 Q.Andyou're confident that’s goingto be in
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1 place in the beginning of 20167 1 Q. Noted on the record.
2 MR.LYE: 2 MR. COXWORTHY:
3 A .I'mvery confident. We havethe framework 3 Q. Thank you.
4 developed. | haveit here. Yes, wewill be 4 MS.DALLEY:
5 in place. 5 A. It might befruitful if I could add to that,
6 MR. COXWORTHY: 6 that we expect to make some - potentially make
7 Q. How is that information going to be 7 some amendments once we gather that data back
8 communicated to industrial customersin terms 8 from the -
9 of hereisthe single point of contact, here 9 MR. COXWORTHY:
10 isthe questions or the type of issuesyou 10 Q. So theframework won't necessarily be the
11 might expect to be able to bringto that 11 final version?
12 person? 12 MS. DALLEY:
13 MR.LYE: 13 A. Yeah, because, you know, oncewe meet with
14 A That'sareally good question, and part of the 14 customers -
15 framework is exactly what you just suggested, 15 MR. COXWORTHY:
16 is that communication out to those key 16 Q. Fair enough, we'll call it a draft.
17 customers, including the industrials, letting 17 MS. DALLEY:
18 them know the approach that we' re taking for 18  A. Right.
19 account management and working with you. | 19 MR. COXWORTHY:
20 will also just add, right now in preparation 20 Q. Thank you. I'dliketo move on and perhaps,
21 for that justto make sure that Hydro can 21 Ms. Daley, although perhaps Mr. Lye will have
22 understand, you know, what’ s important to you, 22 some input into thisaswell, I’d like to move
23 we are undertaking right now - | call itanin 23 on to CA-NLH-322, which is the customer
24 depth survey. So we've reached out again to 24 service strategic road map. If we could turn
25 the key customers. 25 to page 10 of 172, and | think the second last
Page 78 Page 80
1 MR. COXWORTHY: 1 paragraph on that page, "We see an opportunity
2 Q. Yes, you mentioned that. 2 to improve relationships and processes with
3 MR.LYE: 3 our large account commercial and industrial
4 A Andtheindustrias, and we' rejust finalizing 4 customers by implementing an account
5 the datafor that. That’ll be done before the 5 management program”. 1'll comment that the
6 end of theyear, but in that data, you know, 6 word "industrial customers" doesn’t show up
7 we're asking questions around account 7 very often in thisroad map. In most cases,
8 management, what’s important to you, so we'll 8 it shows up lumped in, I'll say, with
9 build that into that as well. 9 commercial customers and other customers as
10 MR. COXWORTHY: 10 opposed to any distinct sort of aspect to
11 Q. So the framework doesn't exist yet as a 11 industrial customers, but in termsof the
12 document, doesiit? 12 account management program, is that the same
13 MR.LYE: 13 thing we just talked about, the single point
14 A.Yes, it does. 14 of contact or isit adifferent thing?
15 MR. COXWORTHY: 15 MS. DALLEY:
16 Q. And | apologize, has it been put on the 16 A.No, it'sthe same.
17 record, to your knowledge? 17 MR.LYE:
18 MR.LYE: 18 A.It'sthe same.
19  A. No, it hasn’t been put on the record. 19 MR. COXWORTHY:
20 MR. COXWORTHY: 20 Q. Samething. If we could move ontheninthe
21 Q. Could I have an undertaking from you, Mr. Lye, |21 same document, Ms. Gray, to page 20 of 172,
22 to produce that? 22 and we might haveto zoom in here to make it
23 MR.LYE: 23 legible for me, and there is a column for 2016
24 A.Absolutely, sure. 24 if we could scroll over to that, and then |
25 MS. GLYNN: 25 think the third row in that column, and first
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1 of all what isthistable? | think, Mr. Lye, 1 here - and we'vedone alot of it thisyear,
2 you' re the author of this, so maybe before we 2 isuse IP, internet, so it's more reliable and
3 start asking questions about the table, can 3 it's quicker, it’s good.
4 you describe what this table is communicating? 4 MR. COXWORTHY:
5 MR.LYE: 5 Q. If wecouldgo back in thisdocument to page
6 A.Yes that tableisa road map, and inthis 6 14, Ms. Gray, of 172. Thisis the section,
7 tablethere's strategic stuff that | would 7 Section 7, that outlines the initiatives and,
8 consider projects, and that would be in the 8 | guess, the prioritiesin each year, and, |
9 light coloured blue, and more of the darker 9 guess, near term priorities, given that this
10 colour would bethe day to day operational 10 document was prepared or finalized in
11 stuff that still has to happen year over year. 11 September, 2014, | would assume these would be
12 So wedivided it out, or | divided it out with 12 priorities for 2014, given that there is
13 input from othersto spread across- and | 13 another list for 2015. Then there areaso
14 agree with you, it'skind of hardto seein 14 listsfor 2016 and 2017. If we could turn to
15 the document - 15 thelist for 2016, sothat’'s 7.2.3, and |
16 MR. COXWORTHY: 16 couldn’t identify in that list anything
17 Q.No,no- 17 specific to industrial customers, and in
18 MR.LYE: 18 particular the initiative that you were just
19 A.And | applaud you for actually looking at it, 19 talking about, the single point of contact. |
20 soit’s- and good for you. Anyway, this one 20 do acknowledge this was prepared in September
21 goes out - wetried to take the road map and 21 of 2014. Hasthat need for a single point of
22 spread it across as well, so that’s good. 22 contact for industrial customers, is that
23 MR. COXWORTHY: 23 something that’s become clearer since this
24 Q. ljusthad acouple of questions looking at 24 document was prepared?
25 that particular window or panel, there's a 25 MR.LYE:
Page 82 Page 84
1 reference there in one of the grey lozengesto 1 A. A very good question, and again when we talk
2 legal units of measure for industrial 2 about - even though the document might say
3 customers. Canyou tell me what that’'s 3 "near term 2015/2016", we adjust aswe go.
4 intended to convey? 4 The account management program, yes, became
5 MR.LYE: 5 much more clearer to us, and | think it might
6 A.If thisis the - I'm just doing the 6 have always been afocus, it'sjust making it
7 recollection. | have three supervisors that 7 apriority, andwe've met with some larger
8 help me, obviously, to develop this road map, 8 customersaready just to understand their
9 but | think we do some rounding in our system, 9 business and for them to understand ours, and
10 it'sfour digit - noit'stwo digit, but it 10 we found that to be really good as a pilot to
11 needsto goto four digit, and the system 11 test how we'regoingto doit. Againlike
12 can't handleit, so that’s one of the things 12 yesterday | mentioned that, you know, you have
13 that we need to look at. 13 alevel of expectation to havethat single
14 MR. COXWORTHY: 14 point of contact, and, you know, you expect a
15 Q. Sothisisthe mechanics of the billing? 15 level of service and that’s what we want to
16 MR.LYE: 16 deliver. Werecognizethat asa team, and
17 A.Yes, yeah. 17 we' ve developed the framework to support that.
18 MR. COXWORTHY: 18 Y ou will see achange in how we work with you,
19 Q. Okay, and similarly then there's another 19 the industrial customers, just understanding
20 reference just below that, "Upgrade industrial 20 and building that relationship so that we can
21 customers with IPcommunications”. 21 understand your business and you can
22 MR.LYE: 22 understand ours, and together we can work, and
23 A.Yes, 0 that's been ongoing. With the 23 you will seeimprovement in the way the
24 technology that we have, they use a modem, so 24 relationship is. Having said that, |
25 atelephone line. So what we'retrying to do 25 understand in the past, you know, alot of the
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1 industrials would work our system operations 1 from, but I’'m not quite sure who was tasked
2 group and they’ ve done areally good job with 2 specificaly with having that interface or
3 that, but this takes out some of the confusion 3 providing information with the government.
4 for our customers. 4 MR. COXWORTHY:
5 MR. COXWORTHY: 5 Q. So, for instance, we were looking at on PUB-
6 Q. Thank you, Mr. Lye. 6 NLH-138, that senior communications advisor
7 MR.LYE: 7 with Hydro that’s on the left hand side, that
8 A.Yourewecome 8 position. Would that be someone who would be
9 MR. COXWORTHY: 9 tasked with that sort of interface with
10 Q. I'dliketo move onin terms of communications 10 government on an issue like that?
11 with what | would understand Hydro/Nalcor 11 MS. DALLEY:
12 would identify as one of their stakeholders, 12 A.Only with respect to any communications
13 the provincial government, the Government of 13 matters or media calls we would have gotten on
14 Newfoundland and L abrador, and you were asked, 14 the issue, so that person would likely prepare
15 Ms. Dalley, yesterday whether you would 15 information in concert with information from
16 consider yourself the primary contact with the 16 government, or government communications
17 provincial government, and your answer wasn'’t 17 people may have provided her with information
18 just this, but that it would depend on the 18 vice versain case we got amediacall that we
19 topic, that there are other persons within 19 had sort of - were working from the same frame
20 Hydro and within Nalcor who might be the 20 of reference, but that would typically be the
21 primary contact on some issues? 21 role inthat case. It'snot related to
22 MS.DALLEY: 22 policy, it'srelated to communication.
23 A. That would be correct. 23 MR. COXWORTHY:
24 MR. COXWORTHY: 24 Q. What issues would you - what Hydro issues
25 Q.Andl just have some questions about some 25 would you be the primary contact with the
Page 86 Page 88
1 specific issues, and one of them is the 1 provincial government?
2 Exploits generation that isbeing purchased 2 MS.DALLEY:
3 currently at 4 cents per kilowatt hour, and 3 A.Agandepending ontheissues. | would have
4 there' s arecent Order in Council fixing that 4 had discussions with them, met anumber of
5 price to July, 2016. Were you involved in any 5 times more earlier in my tenure with them on
6 discussions with government about that? 6 CDM initiatives that were taking place. They
7 MS.DALLEY: 7 had various policies, the programsthey were
8 A.No, | wasnot. 8 looking at, so, you know, | would have
9 MR. COXWORTHY: 9 attended and sat in meetings and had
10 Q. There's also been some evidence about a 10 discussions about that. Typically, if it'sa
11 transfer of the Exploits generation assets to 11 customer related issue that we're dealing
12 Hydro, and that is expected or being planned 12 with, | would often be the primary interface
13 for for 2016. Are you involvedin those 13 for those types of calls, both incoming and
14 discussions? 14 outgoing. So I'd receive cals from
15 MS. DALLEY: 15 constituency assistants, MHAS, related to
16 A.No. | mean, I'd be aware that it was a matter 16 customer matters, and would have those types
17 that was matter of discussion with the 17 of discussions.
18 government, but | wouldn’'t have been involved 18 MR. COXWORTHY:
19 in the meetings. 19 Q. Onany issues inrelationto integration of
20 MR. COXWORTHY: 20 Hydro's operations with Muskrat Falls, the
21 Q. Sodoyou know whois within Hydro or Nalcor |21 Labrador link, the Maritimelink, are you a
22 primarily tasked with those discussions? 22 primary contact or heavily involved in
23 MS.DALLEY: 23 interfacing with government on that?
24 A. Not with any confidence. | mean, | generally 24 MS.DALLEY:
25 know where some of the information is coming 25 A.No, as part of the steering and oversight
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1 committee of that activity, there’ sactualy a 1 the drivers for reputation, so it's- you
2 government representative that sitson that 2 know, | think it'seasy to understand it and
3 group, so it’s, | guess, to some degree 3 lots of people do, | think | said this
4 embedded in that sense, so again I’ d be party 4 yesterday, as sort of the glossy
5 to those discussions - 5 communications campaign. That’s not what
6 MR. COXWORTHY: 6 corporate reputation isabout. It's about
7 Q. Andit'snot just you and that representative 7 those interfacesthat you have and people
8 onthat steering committee, there are other 8 judgeyou based onthoseinterfaces. Soit
9 people? 9 may indeed be the quality of the service you
10 MS. DALLEY: 10 provide. There' sthe financial viability of
11  A.Notatal. There's8or 10, 12 people. 11 the company isanother indicator. There's
12 MR. COXWORTHY: 12 seven or eight areas generaly in, I'll say,
13 Q. If we could turnto PUB-NLH-229, and if we 13 the more scholarly, your academic evidence
14 could turn to page 16 of 19, whichis Ms. 14 around reputation and what drives reputation.
15 Dalley’ s position description. Y ou were asked 15 Corporate citizenship is another area. |
16 some questions about this by Mr. O’Brien 16 mean, there’'sareason alot of people go to
17 yesterday, but inthefirst paragraph under 17 Tim Horton's, it's consistency of product,
18 "Summary of job function”, one of them is 18 it's the fact that they sponsor the Tim
19 directing programs and activities to enhance 19 Horton's soccer teams, etc, you know, the
20 the company’s corporate reputation”, and | 20 nature of Tim Horton’s and their drivers, |
21 think you answered that that didn’t just mean 21 don't know them well, but it's fairly
22 Nalcor, but that also meant Hydro, whichis 22 transparent to most consumers that they have
23 what I’ m interested in, isthat fair? 23 an overarching model around how they do
24 MS.DALLEY: 24 business and having a strong reputation and a
25  A. Yes, that would befair. 25 strong brand is part of that.
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1 MR. COXWORTHY: 1 MR. COXWORTHY:
2 Q. That partof your responsibilitiesare to 2 Q. I'll point out asa representative of the
3 direct programsand activities to enhance 3 industrial customer group, of course, that Tim
4 Hydro' s corporate reputation? 4 Horton'sworksin avery different world of
5 MS.DALLEY: 5 competitors. Someone can go to, | won't name
6 A Yes 6 the competitors, and get their coffee
7 MR. COXWORTHY: 7 elsewhere. Of course, that’snot the case
8 Q. Why isthat important? 8 with Hydro, you would agree?
9 (10:30 am.) 9 MS.DALLEY:
10 MS. DALLEY: 10 A.Oh, absolutely.
11 A.Again, | think | answered thisa little bit 11 MR. COXWORTHY:
12 yesterday, but, you know, reputation ends up 12 Q. Not that reputation is not important but -
13 being acatchall for your relationships with 13 MS. DALLEY:
14 your stakeholders, soit’sreally about having 14 A.Yes, it has other benefits aswell naturally,
15 good open communications with stakeholders 15 you know, and again alot of those are around
16 ensuring they understand the servicesthat are 16 the relationship that comes with that.
17 provided, that their questions are answered in 17 MR. COXWORTHY:
18 an expedient manner, and again reputation 18 Q. Sowould it be farto say,and | may be
19 encompasses morethan communications, it's 19 paraphrasing, that to the extent corporate
20 generally evaluated on the quality of your 20 reputation can be measured or gauged, it
21 business. So when you - and | don’t have the 21 represents or reflects the company’'s
22 information in front of me, but when we look 22 performance in terms of, in this case, Hydro’'s
23 at reputation, how people, we do the same kind 23 case, its performanceis measured by how
24 of driver model. For example, in Hydro, 24 reliably and at what cost it provides service
25 reliability of service may indeed be one of 25 to its customers?
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1 MS.DALLEY: 1 MS.DALLEY:
2 A Aganif | had the - we actually have research 2 A.What | doisin the context of the overarching
3 on that, which | think has been filed with the 3 plans, and again| think | referenced this
4 Board during the outage inquiry, probably not 4 yesterday, is to make sure that there's
5 the last revision of that, but - 5 consideration for again the importance of the
6 MR. COXWORTHY: 6 regulator in the work that we're doing, and
7 Q. Sure, the surveys and the questions that were 7 make sure that is covered off in the
8 answered. 8 communications matters that we deal with.
9 MS. DALLEY: 9 MR. COXWORTHY:
10 A.Not unlike the customer service survey, 10 Q. Apart from Hydro's customers, does Hydro have
11 there' s a series of attributes and there would 11 any more important stakeholders than the
12 bedrivers of reputation, soit's -1 can 12 Public Utility Board?
13 actually get you that information. You're 13 MS. DALLEY:
14 speculating onit, I’m just saying it could 14 Al don'tknow that |- |1 mean,| haven't
15 be. 15 arbitrarily assigned ratings to stakeholders,
16 MR. COXWORTHY: 16 but certainly theregulator is an important
17 Q. Asamatter of first principles, though, as 17 group, customers are an important group, and
18 someone who's responsible to develop and 18 the business community is an important group,
19 direct programsand activities, would you 19 municipalities, again to some degree those are
20 agree that visavis Hydro's customers, that 20 subsets, you know, you could roll everyone up
21 at least the most important issuesin relation 21 in customers. The public, which is ultimately
22 to reputation are reliability of service and 22 the shareholder of Newfoundland and Labrador
23 cost of that service? 23 Hydro, is animportant group and so are
24 MS.DALLEY: 24 government, so is our Board of Directors, our
25 A.Againl’d liketo - my point being that | 25 employees are afairly critical group to usin
Page 94 Page 96
1 actually have that data, so | could provide it 1 providing service.
2 to you, and it may very well be. | just don’t 2 MR. COXWORTHY:
3 know the attributes. There’'s aseries of 3 Q. Soin leading Hydro’'s corporate efforts in
4 attributes that we test with customers to see 4 communications with the pPUB, you haven't
5 what actually drivesit. | agree with you on 5 prioritized that effort in any way?
6 principle. The operations of the businessis 6 MS.DALLEY:
7 a core component of how people judge the 7 A.lguess, in myrole, whichl’ve discussed
8 company, but it isnot the only component of 8 this, inside the company, I'll say, more
9 how they judge the company. 9 informally, isto make sure that the regulator
10 MR. COXWORTHY: 10 and to some degree the process of regulation,
11 Q. Inthe same document, we're till in PUB-NLH- 11 which isacritical component as aregulated
12 229, and under key responsibilitiestherein 12 utility, is prioritized. The rates and
13 the fourth bullet, and this identifies, Ms. 13 regulatory group would be the lead interface
14 Dalley, areas whereyou lead the corporate 14 for that.
15 efforts and would it befair to say thisis 15 MR. COXWORTHY:
16 leading the corporate efforts of Hydro? 16 Q. For communications to the Board?
17 MS. DALLEY: 17 MS. DALLEY:
18 A.Hydrowould beone element of it, aswe've 18 A. Generdly, yes.
19 discussed. 19 MR. COXWORTHY:
20 MR. COXWORTHY: 20 Q.And do you work closely with rates and
21 Q. Andone of the areas, it'sthe fourth one, 21 regulations?
22 "regulatory and PUB communications’. Isthat 22 MS.DALLEY:
23 an area whereyou lead Hydro's corporate 23 A.lthinkit's-
24 efforts inrelation to regulatory and PUB 24 MR. COXWORTHY:
25 communications? 25 Q. Mr. Fagan?
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1 MS.DALLEY: 1 before they go, whether there's presentations
2 A.lt'sfair to say Mr. Fagan or Ms. Williams. So 2 that are prepared. I’ ve had discussions about
3 typically, by way of example, when we have an 3 callsthat are being made to inform Board
4 outage situation, you know, I'm generally 4 staff of certain matters as they come up.
5 checking to make sure that Ms. Williamsis at 5 MR. COXWORTHY:
6 the table engaged, that she has communicated 6 Q. There'sbeen some evidence with respect to
7 to the Board, you know, ina timely manner, 7 black start capability at Holyrood.
8 and when that doesn’'t happen, that she's 8 MS.DALLEY:
9 followed up on that. 9 A Yeah
10 MR. COXWORTHY: 10 MR. COXWORTHY:
11 Q. Inyour evidencein responsetoa question 11 Q. I don't know how closely you’ ve been following
12 from Mr. Johnson, you spoke about the 12 the evidence or how familiar you may be with
13 importance of arobust regulatory processin 13 that evidence.
14 the sense that evidence is brought before this 14 MS. DALLEY:
15 Board in a processlikethis, like the GRA, 15  A.lmean, I'veread -
16 and the Board makes decisions based on that, 16 MR. COXWORTHY:
17 and you expressed your position in relation to 17 Q. You'renot hearing the word "black start” for
18 some of thosethings, that you're strongly 18 thefirst time.
19 neutral interms of theinformation comes 19 MS. DALLEY:
20 forward, and your job is to put that 20  A.l understand the issue at hand, and I’ ve read
21 information beforethe Board and then the 21 the application.
22 Board decides what to do with that 22 MR. COXWORTHY:
23 information. Is it only a genera rate 23 Q. There'sbeen some evidence about adecision
24 applications that it’s important for Hydro to 24 that wastaken in early 2012 by Hydro that the
25 communicate with one of its important 25 existing local black start capability at
Page 98 Page 100
1 stakeholders, the Public Utilities Board? 1 Holyrood, there was a combustion turbine, that
2 MS. DALLEY: 2 that would be discontinued because it was felt
3 A.No, | think that the Board and Board staff 3 using that combustion turbine was no longer
4 are, youknow - | thinkit's an ongoing 4 safe or appropriate to do so. There'salso
5 relationship that we have and it’simportant 5 been evidence that that decision wasn't
6 that we continue to have open and engaging 6 communicated to the Board at that time in
7 processes and communication with the regul ator 7 2012, nor was the decision torely on a
8 and the staff through day to day operations. 8 Hardwood combustion turbine to provide a
9 MR. COXWORTHY: 9 different typeof black start capability.
10 Q.lmean, leaving aside extraordinary events 10 That's 2012. You were in your current
11 like the January 2014 outage events, and 11 position at that time, you weren’'t on
12 leaving aside something as significant asa 12 maternity leave. Do you remember whether you
13 GRA, which generally comesaround every few 13 were consulted or had any discussion at the
14 years, are you ever tasked or consulted by 14 Nalcor leadership table or any other context
15 anyone within Hydro in terms of communications |15 about that decision?
16 with the Board? |sthere any issue you can 16 MS. DALLEY:
17 think of that was brought to you for your 17 A.No, | don't really having any discussion about
18 advice or consultation? 18 that.
19 MS. DALLEY: 19 MR. COXWORTHY:
20 A.Yeah, we've had onregular reporting to the 20 Q. Doesnon-communication to the Board, or at
21 Board been consulted on the content, the 21 least non-timely communication to the Board of
22 nature of thereports, which is again a 22 adecision like that, does that cause you any
23 vehicle for communications. If there are 23 concernin terms of Hydro's reputation with
24 matters that we' re bringing before the Board, 24 the Board?
25 | typically see them and am consulted on them 25 MS.DALLEY:
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1 A.lthink - yes, itwould. | think thatit's 1 would be facilitated inside the account
2 important that we understand the expectations 2 management framework. So | don’t think we have
3 and requirements of the Board, and that we 3 the answer to that today, but we talked about
4 provide communication in a manner that meets 4 the principles that we were bringing forward
5 that. 5 in the account management framework, the fact
6 MR. COXWORTHY: 6 that we would have a single point of contact,
7 Q. Thank you, Mr. Lye, Ms. Dalley, and although | 7 and that it was important, which was what |
8 didn’t have any questions for you, Mr. Brophy, 8 expressed to Ms. Williams at the time, that we
9 | have no further questions. 9 facilitate those discussions with industrial
10 CHAIRMAN: 10 customers, that we shouldn’t be, you know, to
11 Q. Mr. Fleming'sturn. 1 some degree waiting for an application, etc,
12 CROSS-EXAMINATION BY MR. DENISFLEMING: 12 it should be a facilitated and collaborative
13 MR. FLEMING: 13 discussion with industrial customers. | don't
14 Q. Good morning. Denis Fleming, | represent Vae 14 know if that helps, but that was a discussion
15 interest, and most of the questions | had have 15 we had had recently.
16 been asked, so | will be mercifully short. 16 MR. FLEMING:
17 Mr. Coxworthy asked Mr. Lyesome questions |17 Q. Sowhat | hear you saying isthat hasn’'t been
18 about communication toindustrial customers 18 done in the past, there's been no
19 regarding specifically assigned charges, and i 19 communication with anew industrial customer
20 heard Mr. Lye to say that - 20 in the past about thisiswhat your chargeis
21 MS. GLYNN: 21 going to be, or this ishow it's calculated,
22 Q. Mr. Fleming, can you move your mic, please. 22 but it' s something you' re looking at doing in
23 MR. FLEMING: 23 the futurewith this new single point of
24 Q. Sorry. 24 accountability position?
25 MS. GLYNN: 25 MS. DALLEY:
Page 102 Page 104
1 Q. Thank you. 1 A.Yeah, | can't comment on how the process
2 MR. FLEMING: 2 unfolds now, but we were discussing the fact
3 Q Aganl rarely get acomplaint that I’'m quiet, 3 that there was discussion before, you know,
4 thisis the second time. 4 within the regulatory process around that, and
5 JOHNSON, Q.C.: 5 my comment and suggestion was that we could
6 Q. Second time ever. 6 facilitate that aswell insidethe account
7 MR. FLEMING: 7 management framework in our relationship with
8 Q.| understood Mr. Lye to say there's no 8 customers and have those discussions. Again |
9 communications with industrial customers 9 don't know the magnitude of it, sol was
10 around the amount that they will be paying for 10 providing more of a principle around the
11 specifically assigned charges, is that 11 importance of us facilitating those
12 correct? 12 discussions directly with customers and having
13 MR.LYE: 13 those discussions at the table with customers.
14 A .Wél, | guess, their billswould show what 14 MR. FLEMING:
15 they’re being paid. 15 Q. Soit's something you envisage in the mandate
16 MR. FLEMING: 16 of thenew single point of accountability
17 Q. Fair enough, but there sno communications 17 position?
18 from your department with, say, a new 18 MS. DALLEY:
19 industrial customer about this iswhat the 19 A. That was certainly the discussion that we had.
20 amount of the specifically assigned charge 20 | think there' s further discussion to be had.
21 will be? 21 | mean, we're talking about a 10 or 15 minute
22 MS.DALLEY: 22 discussion, so we didn't spend alot of time
23 A.It'spraobably - | can probably add something 23 on it, but the point was it was - the question
24 here because I’ve had adiscussion with Ms. 24 you're asking tells me it's an area of
25 Williams about this recently and how that 25 concern, and what Ms. Williams was reflecting
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1 to meis that it was, and would there bea 1 MR. FLEMING:

2 solution that we could come up with which 2 Q And itwouldn’t be fair to askyou. |

3 would facilitate that process differently 3 understand that’s what they’rerolling oui.

4 within the account management framework, and | 4 What werethey doing twol/three years ago,

5 suggested that | thought that was worthy of 5 that’ s not something you could answer?

6 further discussion. 6 MS. DALLEY:

7 MR. FLEMING: 7 A.Yeah, it'snot managed now within our group

8 Q. Recognizing that you just said you can’t speak 8 either.

9 to what goes on now, | don’t know if anybody 9 MR. FLEMING:
10 elseon the panel can, but tothe extent - 10 Q. Okay, what group would that be?
11 with that in mind, is there anyone in your 11 MR. BROPHY:
12 group that is tasked with having contact with 12 A. System planning and system operations.
13 anew industrial customer now? 13 MS. DALLEY:
14 MR.LYE: 14 A. Yeah, system planning and system operations.
15 A.Yes. 15 MR. FLEMING:
16 MR.FLEMING: 16 Q. Doesyour department have any contact with an
17 Q. SoValestarts two yearsago. Is there one 17 industrial customer when Hydro is planning
18 person who would be from Hydro who would have 18 significant maintenance to an asset servicing
19 conversationswith that customer as they’re 19 the industrial customer? Such as, there was
20 setting up their account? 20 work on atransformer servicing Vale recently
21 MR.LYE: 21 and there was significant work done on the
22 A.If | understand your question, we are just 22 frequency convertor that’s assigned to Corner
23 developing a new process, but it'son the 23 Brook Pulp and Paper, would your department
24 business development side, and what they’re 24 have been involved in any communications with
25 doing isthey’re putting guidelines together 25 the customer on either of those examples?

Page 106 Page 108

1 for these new large customers and these would 1 MS.DALLEY:

2 be greater than 1.5 megawatt. So that 2 A.No.

3 information isthere. That process has been 3 MR. FLEMING:

4 developed. I'm not sureit’srolled out yet, 4 Q. Will that be part of the mandate of the new

5 but it’ s pretty well ready - it’s ready to go, 5 position that’s -

6 and if that’s what you're referring to, Dawn, 6 MS.DALLEY:

7 | don’t know if you would like to comment if 7  A.Yes, weseethat asbeing part of that single

8 you're familiar with that process. 8 point accountability = where those

9 MS.DALLEY: 9 communications to the customer and generally
10 A.I’vebeen consulted on that process aswell 10 are shepherded by that person, so that person
11 and it’sbasically, you know, I’'ll call it the 11 may be doing it - certainly, the objectiveis
12 front end loading of that process. So there's 12 to have someone with an engineering and
13 the assigned individuals that have those 13 technical background that can encompass a
14 interfaceswith customersat thetime when 14 strong understanding of the industrial
15 they transition and are brought on and they 15 customers business and the system, and be able
16 transition over to the account - the plan 16 to facilitate - either facilitate or transfer
17 would bethey’d transition to the account 17 that information, have those discussions with
18 manager for ongoing connection and 18 the industrial customers.
19 relationship. At the early stages thereis 19 MR. FLEMING:
20 someone tasked with that responsibility, but 20 Q. Okay, the new position, single point of
21 they don’t sit within our group. 21 accountability, | understood you to say that
22 MR. FLEMING: 22 it's likely to be someone, an existing
23 Q. Oh, they don't sit within your group? 23 employee will take on that role?
24 MS.DALLEY: 24 MS.DALLEY:
25 A.No. 25 A.ldon't know about that, butthe position

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

Page 105 - Page 108

NL Hydro GRA




November 24, 2015

Multi-Page™

NL Hydro GRA

Page 109 Page 111
1 itself is being handled within the complement 1 Q. Ms. Dalley, my first question isgoing to be
2 of employees. It'snot anew FTE. 2 the same as | asked othersin your position or
3 MR. FLEMING: 3 a similar position, vP. Both the Public
4 Q. Okay, that was my question, there’ s nothing in 4 Utilities Act and the Electrical Power Control
5 the revenue requirement of the test year added 5 Act make specific referenceto the Labrador
6 in for that position? 6 Inuit Land Claims Agreement Act, and where
7 MS. DALLEY: 7 there are inconsistencies, that that Act, the
8 A.No, it would be under the existing. 8 Land Claims Agreement Act, would take
9 MR. FLEMING: 9 precedence over both the Public Utilities Act
10 Q. Thank you. 10 and the Electrical Power Control Act, and in
11 MS. DALLEY: 11 your position wereyou familiar with those
12 A.Yourewelcome. 12 clausesin both those agreementsor in both
13 CHAIRMAN: 13 those - sorry, in both those pieces of
14 Q. Madam Dawson. 14 legislation?
15 MS. DAWSON: 15 MS. DALLEY:
16 Q. Good morning. 16  A.Yes | was
17 MS. GLYNN: 17 MS. DAWSON:
18 Q. Mr. Chair, if I may, and Ms. Dawson may be 18 Q. Okay, andis that something that you are
19 ableto help me here, but | don’t think Ms. 19 familiar with just latterly asaresult of
20 Dawson is going to be finished in ten minutes. 20 this GRA, or is that something you knew since
21 MS. DAWSON: 21 you took over as Vice President?
22 Q.I’'mnot going to be finished in ten minutes. 22 MS.DALLEY:
23 MS. GLYNN: 23 A. At some point in the last couple of years, we
24 Q. So perhaps we should - 24 had to do some siting with respect to wind
25 CHAIRMAN: 25 towers, so | had some discussions at the time
Page 110 Page 112
1 Q. Youwant to take the break. 1 with the government representatives who had
2 MS.GLYNN: 2 negotiated the lands claims, and so they did
3 QYes 3 an orientation generally around the Land Claim
4 CHAIRMAN: 4 Agreements and the pieces of legidation, so
5 Q. You beat metoit. 5 it would have been in that context that | was
6 MS. GLYNN: 6 made aware of that.
7 Q. Absolutely, on the same wavelength. 7 MS. DAWSON:
8 (BREAK - 10:48am. ) 8 Q. Sothat’show you became familiar with those
9 (RETURN -11:26 am. ) 9 provisionsin those two Acts because of the
10 CHAIRMAN: 10 wind towers?
11 Q. Madam Dawson, you are front and centre. 11 MS. DALLEY:
12 MS. DAWSON: 12 A. That'swhat | would say. It was during that,
13 Q. Thank you. 13 | asked for an orientation from the people who
14 CROSS-EXAMINATION BY MS. GENEVIEVE DAWSON: 14 had negotiated - | don’t know what theroleis
15 MS. DAWSON: 15 now, but they had provided a genera
16 Q. Good morning. Asyou know, my name is 16 orientation to myself and team members on the
17 Genevieve Dawson, and | represent the 17 nature of the Land Claims Agreement and the
18 Nunatsiavut Government in these proceedings, 18 interfaces that would have with respect to our
19 and | have a limited role or limited 19 operations at avery high level, because the
20 questions, but there might be - more than you 20 focus at the time was around consultation that
21 might expect, but we'll see. 21 we wanted to do around the siting of the wind
22 CHAIRMAN: 22 towers.
23 Q. Excuse us, capture your mic in front of you, 23 MS. DAWSON:
24 please. We do not want to miss aword. 24 Q. Okay, sothat wasthelast couple of years,
25 MS. DAWSON: 25 but prior to that, would you have had any
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1 knowledge of thosetwo provisionsin these 1 MS. DAWSON:
2 pieces of legislation? 2 Q. Okay, and what about you, Mr. Lye, would you
3 MS.DALLEY: 3 have any direct communication with anybody
4 A.No,and | think the time-I’m not exactly 4 from the Nunatsiavut Government?
5 sure of the time frame around that 5 MR.LYE:
6 orientation, but that would have been - it’s 6 A.No,| haven'tin my role. Barry may have
7 probably three or four years ago. 7 because he was in thisrole previous.
8 MS. DAWSON: 8 MS. DAWSON:
9 Q. I'm assuming then that that would not be 9 Q. What about you, Mr. Brophy?
10 something that was brought to your attention 10 MR. BROPHY:
11 either by Hydro or Nalcor? 11 A.No, | have not in my previousrole, nor yetin
12 MS. DALLEY: 12 this current role.
13 A. You mean at the time? 13 MS. DAWSON:
14 MS. DAWSON: 14 Q. Okay. Now I'm going to take you right through
15 Q. Prior to your introduction? 15 to CA-NLH-322, which is the customer
16 MS. DALLEY: 16 relations, what you're calling the road map,
17 A.Intotherole? 17 but I'm more interested in- I'll start off
18 MS. DAWSON: 18 first, when | look at this what you're calling
19 Q. No, introduction to the - your introduction to 19 theroad map for customer relations, other
20 these provisions because of your interaction 20 than areference to the meter readers, which
21 with the wind tower issue, that was your first 21 ison page9of 172, and 10 of 172, asit
22 time, | guess, getting to understand? 22 relates to isolated communities, diese
23 MS. DALLEY: 23 isolated communities, | have a reference,
24 A.Yes, that'swhat | would say. It wasat the 24 again page 9, the paragraph that's 4.3,
25 time | asked for that. 25 there'sa referencethereto diesel service
Page 114 Page 116
1 MS. DAWSON: 1 representatives, and then on the next page,
2 Q. Okay, but other than that, 1'm assuming both 2 page 10, the third paragraph from the bottom,
3 Nalcor and Hydro would not have sat down with 3 there's a reference to diesel isolated
4 you, either the President or the legal team, 4 communities. Other than those two references,
5 and said, oh, by the way, you need to know 5 | don't see any other references in this
6 about this? 6 strategic plan with respect to isolated
7 MS.DALLEY: 7 communities. Would you agree with that?
8 A.No. 8 MS. DALLEY:
9 (11:30am.) 9 A.Ifyouvereviewed it at that level and - |
10 MS. DAWSON: 10 mean, | can confirm, | guess, what you're
11 Q. Okay. Now there s been some discussion about 11 saying, I'd haveto have alook through it
12 customer relations and customer satisfaction, 12 again.
13 whichis sort of your thing, andis there 13 MS. DAWSON:
14 someone that you deal with at the Nunatsiavut 14 Q. That’sthe only two references | found.
15 Government with respect to customer relations? 15 MS. DALLEY:
16 Isthere someonethat you call or have any 16 A. Okay.
17 interaction with from the Nunatsiavut 17 MS. DAWSON:
18 Government? 18 Q. And so, | guess, I'm wondering what - there's
19 MS. DALLEY: 19 no focus then, I guess, on the isolated
20 A.I'm goingto look to Tony forthat. | 20 communities. That's theway | read this.
21 wouldn’t have had any discussions directly, 21 Other than those two references, there’'sno
22 aside from we would have done - we'vegoneup |22 particular focus on the isolated communities?
23 and done presentations, we've met with 23 MS.DALLEY:
24 government representatives. | couldn’t tell 24  A.The purpose of the strategy, you're correct,
25 you who they are off the top of my head. 25 ison - the primary focusinitially and the
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1 development of it was actually very much on 1 this. What it isnot representative of,
2 distribution level customers overall, soit’'s 2 because of the samplesize, isthe actual
3 an overarching strategy. 3 reflection of satisfaction in that area
4 MS. DAWSON: 4 because the sample size is not big enough. We
5 Q. Okay, so now | want to take you to the actual 5 sampleto alevel of statistical significance
6 surveys, I'll call them. | don’t know what 6 and vdidity over the entire service
7 you call them, but that’swhat I’'m going to 7 territory, and so they give us this data, but
8 call them, surveys. 8 it'snot necessarily representative of the
9 MS.DALLEY: 9 customer opinion in that area, if | could put
10 A. They are surveys. 10 it that way, just asaminor aside, but it is
11 MS. DAWSON: 11 reflective of the actual people surveyed and
12 Q. And| don't know which person to talk to about 12 what they thought. So what you see here on
13 this, it might be Mr. Lye, it might beyou, 13 page 26 isthe level of customers who indicate
14 Ms. Daley, I'm not quite sure, but I’'m not 14 a7 and above, andif you can scroll down
15 sure | understand some of these surveys and 15 again, Jenny, to the page which Ms. Dawson was
16 this may be because thisis not what | do, or 16 referring to, here you get the 5 or 6. So you
17 maybe I’ m just stunned, it could be that, but 17 know, we would categorize those again just by
18 | want to refer you first to page 27 of 172. 18 numerical, an absolute, people who ranked a5
19 Sorry, | should say wherel am, CA-NLH-322, 19 or ab.
20 and 27 of 172, there's an overall satisfaction 20 MS. DAWSON:
21 survey that you speak about here, and | want 21 Q. Okay.
22 to bring your attention to the survey asit 22 MS.DALLEY:
23 relates to both Labrador and then the 23 A.Out of 10.
24 isolated. Sodol takeit from this, that 24 MS. DAWSON:
25 what thisis saying to me, or am | wrong, that 25 Q. Yes.
Page 118 Page 120
1 out of the peoplethat you interviewed in 1 MS.DALLEY:
2 Labrador, we'll start with first, in 2 A. Withtheir satisfaction, right.
3 2018(sic), 18 percent of these people were 3 MS. DAWSON:
4 overall satisfied, 18 percent - sorry, 18 4 Q.Okay, s0-
5 percent gave them arating of 5 or 6in 20117 5 MS. DALLEY:
6 MS. DALLEY: 6 A.Soin that case, youwould seeoveral it
7 A.Can you goto the previous page, Jenny? 7 would be 9 percent of peopleindicated a5 or
8 Sorry, this isthe 2012 survey, so | don’t 8 a6, andthenin 2012 that increased to 14
9 happen to haveit infront of me, so | just 9 percent.
10 wantto - | feel likel’mina touch screen 10 MS. DAWSON:
11 and | want to touch it and scroll that down. 11 Q. All right, so in the case of the isolated, if
12 MS. GLYNN: 12 we go down below, do | takeit from this-
13 Q. Ms. Daley, the paper copy of that would be 13 thisiswhy | am very confused, and the more |
14 behind you if you wished - 14 read it, the more confused | got, because what
15 MS. DALLEY: 15 | don’t understand isthe switching back and
16 A. Oh, God, thank you for that note. Sorry, just 16 forth sometimes from 9 to 10, and now |'m down
17 give mea second here. | apologize, it'sa 17 to51t0 6.
18 bit painful to wak through it. So we 18 MS. DALLEY:
19 generally categorize - | think it's two 19 A It'sjust afulsome reporting of the data.
20 categories, so very satisfied, and satisfied. 20 MR.LYE:
21 On this page 26 of 172, what you see thereis 21 A. So how they calculate the satisfaction is, as
22 2010, 2011, and 2012, the percentage of 22 Ms. Dalley just said, very satisfied or
23 customerswho indicate 7 and above. So those 23 satisfied, which will giveyou ascore of 7
24 would be - and I will say it isthe percentage 24 out of 7 or higher out of 10.
25 of customers that were surveyed that represent 25 MS. DAWSON:
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1 Q. Right. 1 MS. DAWSON:

2 MR.LYE: 2 Q.Yes

3 A Justwhat you're looking at would be people 3 MS.DALLEY:

4 that were probably, say, somewhat satisfied, 4 A.Youcan assume that therest sit below that

5 which would be lower than 7s. So we look at 5 bar. When it comes to the breakdown, it

6 isthe satisfied amount of customers being, in 6 doesn't look like the- again thisis an

7 the case on the previous line, was 89 percent 7 external provider, it just doesn’t look like

8 are satisfied. 8 they provided us with the system breakdown on

9 MS. DAWSON: 9 that particular question.
10 Q. Okay, so what you've done isbroke it down 10 MS. DAWSON:
11 further for me. So the first table on page 26 11 Q. Wouldit befair thenfor metodraw from
12 daysthat out of theisolated in2012, 80 12 this, and if you got some - and I’'m not saying
13 percent of the people that you spoke within 13 that you had trouble, but if you had to, |
14 the isolated were- well, | guess, were 14 call it cipher or decipher this, and | haveto
15 satisfied, would that be fair? 15 decipher this, it would be difficult for
16 MR. BROPHY: 16 others to decipher it aswell. Who’ s supposed
17 A. That’scorrect. 17 to be looking at this document and relying on
18 MS.LYE: 18 it? Isit just Newfoundland Hydro?
19 A. Satisfied and very satisfied. 19 MS. DALLEY:
20 MS. DALLEY: 20 A.Yes, well, it'sdone for customer service, but
21 A.Yes, satisfied and - 21 it's done for Newfoundland and Labrador Hydro,
22 MS. DAWSON: 22 sowe providethis informationto regional
23 Q. Sothenif wego to the table on page 27, in 23 managers, operations managers, the Hydro
24 2012, 16 percent gaveyou 5or 6, whichis 24 leadership team, and we provide an overview
25 somewhat satisfied, is that how I’'m to read 25 and this is asummary presentation of the

Page 122 Page 124

1 this? 1 data.

2 MS. DALLEY: 2 MS. DAWSON:

3 A.That'sright. 3 Q. .Socanl get from thisthen that there isa

4 MR. BROPHY: 4 significant number of people in the isolated

5 A.Yes 5 areas that would consider the service not all

6 MS. DAWSON: 6 that reliable, would that be fair?

7 Q. Allright. I'm going to take you then to page 7 MR.LYE:

8 30 of 172, and if | look at service 8 A.Actualy, 91 percent of the people surveyed

9 reliability for theisolated, dol take it 9 were satisfied with reliability. If you take
10 then in 2012, 52 percent gave you 9 or 10? 10 33 percent, the 7 and 8, and 58 percent are
11 MS. DALLEY: 11 the 9sand 10s, so 91 percent of the people
12 A.Yes 12 were satisfied.
13 MS. DAWSON: 13 MS. DAWSON:
14 Q. Of servicerdiability? 14 Q. I’'monly talking about the isolated areas now.
15 MS. DALLEY: 15 MS. DALLEY:
16 A.Yes 16 A.Yes, and what I'm saying isthat the dataset
17 MS. DAWSON: 17 that we have - we do the sample sizeto give
18 Q. What happensto the rest, wheredo | find out 18 us validity for Hydro customers. So the
19 about - if | got 52 percent, so | must have 48 19 survey, | believe, it's 725 customers across
20 somewhere. Where would | find what they’re 20 al Hydro serviceterritories, andit’s in
21 feeling? 21 here somewhere, but | think it’s plus or minus
22 MS.DALLEY: 22 3.6 percent 19 out of 20times. So it's
23 A. Sotwothings. On the slide before on page 23 valid, the representation of the data you see
24 29, you would see overall, the 58 percent and 24 in here at the summary level isvalid across
25 33. 25 al Hydro service territories. The fact that
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Page 125 Page 127
1 the service provider breaks it down that each 1 whatever, | can go to another store, or | can
2 region for usis an interesting piece of data, 2 goonlineor | can go to New Y ork, Paris, or -
3 but it'snot valid, if | can put it that way. 3 hopefully, Paris, and buy a pair of shoes, but
4 So the service provider providesit for us. 4 with al of thisand all the customer surveys,
5 We haven't directed them or asked for it, but 5 even if I'mreally, really unhappy with you,
6 | can't look at thisand say that 63 percent 6 where doesit get me?1 still have to turn on
7 of customersin the isolated system itself is 7 that light, which is something that you say in
8 avalid sample because the sample size is not 8 your strategic plan, still got to turn on that
9 appropriate for that size. It'smeant to 9 light, and you' re the only person who's going
10 inform us for our residential customers 10 to give me that ability, so al this, | guess,
11 overal, not by systems. Wewould haveto 11 navel gazing, or whatever you want to call it,
12 significantly increase the sample size and the 12 right, I'm not quite sure where it gets any of
13 complexity of the survey, and likely have 13 us at the end of the day, and particularly so
14 difficulties getting it completed because of 14 inlight of what you just said, what’sthe
15 that. 15 point of the survey if at the end of the
16 MS. DAWSON: 16 survey, you' re not really getting anything out
17 Q. Okay, so then is the same then for page 33 of 17 of it? It’'s nice that someone gave you that,
18 172, that when | look at the numbersfor the 18 but you, yourself, when you're doing a
19 isolated communities, I'm not really to take 19 strategic plan, can't really rely on it?
20 anything out of this? 20 MS.DALLEY:
21 MS.DALLEY: 21 A.No, that'snot at all what | said, actually.
22 A.Again for the customers we surveyed, it shows 22 MS. DAWSON:
23 adecline, but the sample size - there would 23 Q. Okay.
24 be some. | just don’t know what it would be. 24 MS.DALLEY:
25 We can certainly getit for you, but the 25 A. It hasdtatistical validity at the overarching
Page 126 Page 128
1 variance there would be fairly significant 1 customer - for our 38,000 customers, or
2 because the sample size in the isolated 2 actually less commercial because we surveyed
3 communities, | think, is 73 customers, you 3 commercia customer separately, so we actualy
4 know, so we've- | think it's 73 customers 4 have a very relevant piece of feedback for
5 that we survey inthe isolated communities. 5 customers onthe whole. It's abit like
6 My point is those 73 customers generated that 6 public opinion, Ms. Dawson, which, you know,
7 result, but that might be plus or minus 9/10 7 you can look at the horse race numbers, but it
8 percent. | don’t know, because!| haven't 8 doesn’'t necessarily tell you at the district
9 asked for it. 9 level how the polls are going to unfold. So,
10 MS. DAWSON: 10 you know, there may be a gigantic lead
11 Q. Now I’'m even more confused, but we'll get to 11 overal, but when| go tothat district, |
12 that later. I'm findingit difficult to 12 need to do abigger sample and specifically
13 understand, and hence sometimes| - I’'m not 13 for that district in order for meto get valid
14 sure what the point of it is, but I'll 14 information. So for us, weseek to get
15 probably put that to you later on, | wonder 15 feedback from our customer base. We've
16 what the point of - | guess, my question with 16 divided that customer base into commercial,
17 al of it is this, and it'sa sense of 17 residential, and thisyear we've reached out
18 frustration that I have sitting here, and 18 toindustrial customers, which againisavery
19 maybe this isnot a fair question, 1'm not 19 different approach to surveying. We are able
20 sure what the point of all of it is, anyway, 20 to go to all of them and seek their feedback.
21 with respect to amonopoly because unlike if 21 So we have - hopefully, if they all
22 I’m going to buy a pair of shoes, | could go 22 participate, which | expect they will, we'll
23 out to the mall or | could go downtown, and if 23 get 100 percent feedback from those customers,
24 | didn't likethisprice or that price, or 24 there’sno need for asample. We haven't at
25 that kind of leather or this, this, or 25 thistime gone down to the granularity of
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Page 129 Page 131
1 going system by system, so doing a sample size 1 Q.| understand what your point is, but, | guess,
2 inL’Anse-Au-Loup, asurvey specifically for 2 from sitting down and listening to all the
3 L’ Anse-Au-Loup customers, a survey for our 3 evidence, | kind of question - | wonder about
4 interconnected customers, another survey - it 4 what is the point when at the end of the day,
5 would essentially be replicating this with 5 | don’t have achoice, | till got to use you
6 likely abigger sample sizein all those 6 guys?
7 service territories. We've chosen for 7 MS. DALLEY:
8 efficiency, | guess, to some degree, to 8 A.Wadl, I guess, if you-youknow, you don't
9 consolidate into an overarching feedback. The 9 want to - there'saleve of service, though,
10 feedback that we get from these surveys comes 10 that you still expect, whether we are a
11 from isolated customers, interconnected 11 monology or acompetitive business, and we
12 customersin Labrador, L’ Anse-Au-Loup, sowe |12 want you to be satisfied with the level of
13 do ensure that in the sample we get customers 13 experience you have with us because if you're
14 from every community. So customersin the 14 not, it leads to in many cases higher cost, it
15 isolated communities would be part of this 15 leads to morecall volumes, it leads to
16 sample and their feedback would be 16 complaints. Y ou know, none of uswant to have
17 consolidated in here and we would then take 17 that. We actually want to have a good
18 actions based on that. What | would say is 18 experience. | think if you wereto talk to
19 that the feedback is incredibly valuable for 19 any of us, we're quite passionate about the
20 us. We're certainly spending time looking at 20 experience that our customers have with us.
21 it, analysing it, where we think we need to go 21 We know we have alot of room to improve, to
22 back, | made the point in 2012 - and when you 22 be honest. Most companies do, unlessyou're
23 get this, it'sapiece of data, but it’s not 23 one of the top three or four customer
24 the only piece of data that we would look at. 24 companiesin the world like Zappos. By the
25 So we went back, and as | said before, we did 25 way, if you don’'t order shoes from Zappos, you
Page 130 Page 132
1 some focus groups, so we pulled in customers 1 probably should try it because | understand
2 and actually had - you know, questioned some 2 that they are the greatest company to work for
3 of the questions to get more rounding and 3 and have the highest satisfaction scores ever
4 qualitative feedback. That focus group 4 and will deliver apair of shoesto your door
5 actually led usto refine our process around 5 and take them back at no charge tomorrow.
6 new connections and setting time frames around 6 Minor technical detail. Y ou know, sure, |
7 new connectionsand trying to refine that 7 have a choice where | can buy my shoes, and |
8 process because what we heard from customers 8 don't have a choice wherel can purchase my
9 from a qualitative perspective was that was an 9 electricity, but what’simportant isthat we
10 area of concern. So we took that back and we 10 takethat feedback. Again werespect the
11 made achange. So the pointiswe takethe 11 process that our customers have of giving us
12 feedback from customers and we make changes, |12 that feedback and we incorporate it into our
13 so whether we' re amonopoly or a competitive 13 planning. | think if wedidn'tdo that, |
14 business, the questionis do we want to 14 would expect that | would be having a
15 improve and we absolutely do want to improve, 15 different discussion with you.
16 and in order to do that, weneed customer 16 MS. DAWSON:
17 feedback to doit. It'snot perfect and it’s 17 Q. Okay, then I'll takeyou to the next area of
18 aways iterative, and to be honest, it 18 my confusion, my page 118 of 172, same
19 changes. So we may get adifferent piece of 19 document, and do | take out of this particular
20 feedback thisyear on satisfaction than last 20 chart that 38 percent of the - I’m assuming
21 year, but we take those as we do these surveys 21 it'stheresidents of Labrador in total, or
22 and feed them in, and continue totry to 22 would it be Labrador interconnected, or how do
23 improve the experience that customers have 23 I know what part of Labrador thisrelatesto?
24 with us. 24 MS.DALLEY:

25 MS. DAWSON:

25

A. The Labrador region -- just | need to scroll
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1 up again. I’'msorry. Well, | haveit herein 1 to focus on -- these would be again areas of
2 front of me, so just give me asecond. I'll 2 focus that the customer haveindicated is
3 find it here. 3 important, but our performance in those aress,
4 MR.LYE: 4 they would rate as low.
5 A.What pageisit? 5 So very similar tointhe2014. We've
6 MS.GRAY: 6 got abetter representation of it. So, the
7 Q. A60. 7 provider actually has changed how they
8 MR.LYE: 8 represent that dataso that it's easier to
9 A.PageA60, at the bottom of the page. 9 understand inside the model. So the material
10 MS. DALLEY: 10 we reviewed yesterday, | think with Mr.
11 A.Yes, so that would be the Labrador region 11 Johnson, is abetter representation of that
12 overal. So that would be, again, from our 12 out of the 2014 survey.
13 perspective, it would be information that we 13 MS. DAWSON:
14 would share on the whole, but we would also 14 Q. Sodol take out of thisthat 38 percent of
15 share that with the operations team that are 15 the people interviewed were satisfied with the
16 responsible for that region. So thiswould be 16 quality of customer service, for example?
17 particularly relevant for the operations 17 Would that be -- do | take that out of that
18 employees and managers in the Labrador region, |18 chart?
19 which encompasses the interconnected as well 19 MS. DALLEY:
20 as the isolated communities in those areas. 20 A.That definitely wouldn't be the case, Ms.
21 MS. DAWSON: 21 Dawson. 1I'mjust going back into the survey
22 Q.Okay. Sodol -- and again, | find it kind of 22 itself. | would haveto take abit of time
23 difficult to -- I mean, visually | understand 23 here to walk back through it. But that isn’t
24 what it’sdoing, but I'm -- do | take it out 24 how that scale is designed.
25 of thisthat 38 percent of the people polled 25 Just it’snot clear. 1’d haveto get --
Page 134 Page 136
1 in Labrador, and then you try to give it some 1 and | could certainly get it for you, but it's
2 sort of low priority, high priority, say -- 2 not clear to me how they’ve done the scale.
3 say what? There' s 38 percent are satisfied 3 At the timetypicaly when we get these
4 with what’ sinside the box or what -- what do 4 surveys, we spend a considerable amount of
5 | take from this chart? 5 timewith the survey company that does the
6 MS.DALLEY: 6 data collection and analysis and we go through
7 A.lt'sbeen awhilesince I'velooked at the 7 itat somelevel of detail. Sothe 2014,
8 2011 charts, so just bear with menow. So 8 we've done relatively recently, but the 2011
9 again, my, | guess, interpretation at this 9 would be -- to be honest, I'm not sure that |
10 point and my understanding of this document 10 would have been involved at the time for the
11 would have been, you know, to grid your areas 11 2011 survey.
12 of importance versus satisfaction. So we ask 12 MS. DAWSON:
13 customers generally in aseries of attributes 13 Q. And the same with the next page, page 119 out
14 how important those things are to them and we 14 of 172. If | read the bottom chart, is that
15 map them against how satisfied they are with 15 telling methat 36 percent of people are
16 them. So, you know, you could read out of 16 satisfied with the number of power outages or
17 thisthat an area of focus for us, which again 17 will | take the opposite that -- I’m not quite
18 would be area where the importanceto the 18 sure how to read any of these. So maybe the
19 customer isredly high, but asyou can see, 19 same thing.
20 the satisfactionislow. Soin these areas, 20 MS. DALLEY:
21 itwould besimilar to thedriver stuff we 21  A.Yeah, | wasjust going to say. It'sthe same
22 talked about yesterday. So you would see -- 22 question that you just asked onthe other
23 sorry, I'm marking onthem. Price, cares 23 attribute. 1t’'sjust adifferent attribute.
24 about customer, are the two areas that end up 24 MS. DAWSON:
25 in the high area. So again, if you were going 25 Q. Yeah, it would take some analysisis what
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1 you're saying? 1 are generally how they’ re grouped.
2 MS. DALLEY: 2 MS. DAWSON:
3 A.Yeah, andagain, I'm either going to have to 3 Q. 67percenttomy mindisafar way from 80,
4 take thetime -- which | cando-- to read 4 which iswhat you' re hoping for, were you not?
5 here, because that number wouldn't be 5 MS. DALLEY:
6 reflective, but it's not saying that 38 6 A.Waél, this is reputation versus overall
7 percent of the people are satisfied. That's 7 satisfaction with Hydro.
8 not accurate. 8 MS. DAWSON:
9 And again though, | should say it might 9 Q. Right.
10 be for the Labrador. I’m just looking for the 10 MS. DALLEY:
11 Labrador dissection of that data. But again, 11 A. Sothey’re two separate questions.
12 the sample size isvery small for Labrador. 12 MS. DAWSON:
13 So the validity of that would have a high 13 Q.| understand that. So your reputation now is
14 swing. 14 67.
15 MS. DAWSON: 15 MS. DALLEY:
16 Q. Okay. Then | won't take you -- because of the 16 A. That'sright.
17 way -- | won't takeyou to therest of them 17 MS. DAWSON:
18 because there' sawhole lot more there about 18 Q. Would you consider that satisfactory? Would
19 Labrador, but let me see if | can get 19 you be happy with that?
20 somewhere alittle bit further with the -- CA- 20 MS. DALLEY:
21 NLH-323 would be the next exhibit | want to 21 A.No.
22 look at. And thisisthe 2014 surveys. So my 22 MS. DAWSON:
23 question then with page -- would be page 6 of 23 Q. And that’s amore recent one than 2011.
24 54, and for the isolated communities, am | to 24 MS.DALLEY:
25 take from that particular chart that thereis 25 A.Thatis, yeah.
Page 138 Page 140
1 an 80 percent -- at least in 2014, 80 percent 1 MS. DAWSON:
2 of the people that you spoke to gave you seven 2 Q. Andthe same-- | want to take you to page 10
3 plusfor overall satisfaction? 3 of 54, and again, do | take it from this that
4 MS.DALLEY: 4 53 percent of the people that arein the
5 A. That'sright. 5 isolated, the people that you spoke to in the
6 MS. DAWSON: 6 isolated areas gave you nine or ten?
7 Q. All right. Then page8 of 54, the same 7 MS.DALLEY:
8 attachment, Attachment 1, 323, overdl 8 A.That'sright.
9 reputation scores. Do | takeit from that 9 MS. DAWSON:
10 that your reputation then, in 2014, is 67 10 Q. Sowheredo | find what the rest of the people
11 percent? 11 feel, the other, | guess 47 percent?
12 MS. DALLEY: 12 MS. DALLEY:
13 A. That'sright, of the people we surveyed. 13 A. Soif you -- I'm just looking now. It's slide
14 (12:00 p.m.) 14 eight for me, but I’ ve got -- yeah, so you're
15 MS. DAWSON: 15 58 percent of the -- so, two things. | don’'t
16 Q. That'sright. Andwould| -- then the seven 16 havethe Labrador data. Well, certainly do
17 would put you into let's say moderate, 17 have the data tables and are able to get them.
18 somewhat happy? 18 They’re generally provided with the research.
19 MS. DALLEY: 19 Well, | shouldn’t say they’re generaly
20 A.Yeah, | think we have very good or good isthe 20 provided. They’re not. Wetypically haveto
21 categorization around reputation. 21 ask theprovider for them. Butthe data
22 MS. DAWSON: 22 tables which support this, they giveyou the
23 Q. Sothat would be good then, seven? 23 high level results here.
24 MS.DALLEY: 24 MS. DAWSON:
25 A.Yes, | think it'sgood and very good together 25 Q. Right.
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1 MS.DALLEY: 1 although that the isolated might be showing
2 A.Sothedata tableswould have that level of 2 say 53 instead of 58, the other five percent

3 granularity in, which the service provider 3 could bein the seven or eight. So they could
4 would have. Here, at the-- again, the 4 still be 92 percent. And as Ms. Dalley said,
5 overarching, you know, residential customer 5 we'd haveto digintothe datato get that.

6 level, you would see the 58 and 34 below it. 6 Redly, so the overal reliability we're

7 So the service reliability for isolated, what 7 saying is 92 percent, not 58 percent.

8 they’vereported on here are just the top 8 MS. DAWSON:

9 level results at the nine and ten. 9 Q.l find that hard to follow. | understand what
10 MS. DAWSON: 10 you're saying, butthe reason -- they’'re

11 Q. Yes, butif I look down at theisolated, the 11 giving you this data. I'm assuming it's so
12 53 percent is not particularly high either, is 12 that you, as you've said -- what is the point
13 it? 13 of the data? The data is to give you

14 MS. DALLEY: 14 something to look at, right? So you look at
15 A.It's against -- well, 1 would compare it 15 thisdata. The way | look at this, and you
16 twofold. | would compareit against the 58 16 and | can differ, that 53 percent of the

17 percent overall. Soit’sfive pointslower. 17 people that you spoke to with respect to the
18 MS. DAWSON: 18 isolated, 53 percent said they were happy or
19 Q.58isnot great either. 19 they were very satisfied and they gave you
20 MS.DALLEY: 20 nine or ten, right, in 2014. 53 percent said
21 A.Wadll, 58, overal 92 percent of the people are 21 yes, you're doing agood job. And I'm asking
22 satisfied. | mean, ideally -- | think | 22 you what does the other 48 percent say, of the
23 discussed this yesterday when you're target 23 isolated now?
24 setting, you' re -- you know, there are floors 24 MS.DALLEY:
25 and ceilingsto this at somelevel. So 25  A.l mean, Ms. Dawson, | think I’ve been fairly

Page 142 Page 144

1 there’'sa threshold that we would want. | 1 clear that that data isn'tin front of us

2 mean, | think it’sfair to say all of uswould 2 today. However, the service provider that we
3 generally want 100 percent satisfaction on all 3 conduct the survey does keep tableson all

4 attributes from al customers. But there'sa 4 this. Sowecan certainly -- 1 don’t mind

5 balance in achieving that and there’'s a 5 undertaking to go get that for you.

6 realism in customer’s perception, you know, 6 MS. DAWSON:

7 when they’re providing you with this 7 Q. Yeah, I'dliketo have alook at that.

8 information, in the sensethat it doesvary 8 MS. DALLEY:

9 and that’ s the nature of it. So, | think it's 9 A.It'samatter of interest.

10 a fair statement to say that we would 10 MS. DAWSON:

11 certainly like to see improvement in as much 11  Q.lI'dliketo havealook at that. | would.

12 asthat data set isvalid. Wewould like to 12 Thank you.

13 see improvement in that score. We would like 13 MS. GLYNN:

14 to seeit on par on a customers overall. But 14 Q. Noted on the record.

15 indeed, we would liketo see -- and | think 15 MS. DAWSON:

16 I’ ve been very clear about that, that we would 16 Q. Okay. Now, I'd liketo take you then to the
17 liketo seeour overall satisfaction scores 17 same CA-323, Attachment 1. Thisis page 30
18 improve. 18 out of 54. Now inmy -- do | takeit out of
19 MR.LYE: 19 this, am| reading thisright, that with
20 A.If I could just make one comment for you on 20 respect to Labrador, I’ m assuming the Labrador
21 the reliability pieceisthat you're saying 21 includes isolated, that in 2014, 78 percent of
22 that 58 percent is not high, but 58 percent is 22 the people said that they were without power
23 the number of people that thought we were very 23 for 30 minutes or more?
24 good. If you add the 34 percent to that, the 24 MS.DALLEY:
25 reliability scores are 92 percent. So 25 A. That'sright.
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1 MS. DAWSON: 1 of ten by region" and this time | have
2 Q. That'swhat that-- | am readingthat one 2 satisfaction scores of 28 percent in 2011 and
3 right? 3 2014, 30 percent. So does that say to me what
4 MS.DALLEY: 4 | think what it says exactly?
5 A.Yes 5 MS. DALLEY:
6 MS. DAWSON: 6 A.Whatisitthat you think that it says?
7 Q. That seemslike areally high percentageto 7 MS. DAWSON:
8 me. Isthat fair? 8 Q. That thetable below details the percentage of
9 MS.DALLEY: 9 customers who provided an overall satisfaction
10 A.It'shigher than the other areas. 10 score of nine or ten by region. So, 30
11 MS. DAWSON: 11 percent of the people in that sample were very
12 Q.Yes 12 satisfied with the -- | guess, the overall
13 MS. DALLEY: 13 satisfaction of Newfoundland Hydro. Isthat
14  A. That would be planned and unplanned outages 14 fair?
15 from peoplé€’ s recollection. 15 MS. DALLEY:
16 MS. DAWSON: 16 A.That's -- yeah, that's exactly as it's
17 Q. Would you be satisfied with that? Would that 17 described there, yeah.
18 giveyou some comfort? It doesn’'t give me 18 MS. DAWSON:
19 much comfort. Doesit give you any comfort? 19 Q. Ms. Daley, I’'m going to suggest to you that |
20 MS.DALLEY: 20 find that again troublesome. It’snot avery
21 A.lwould takeit, reflect again on how our 21 good percentage. Does it give you much
22 customers perceive that and reflect that to 22 comfort that these scores are as they are?
23 us. So, you know, there will be times when we 23 MS.DALLEY:
24 have unplanned and planned outages to 24 A.Soagain,| wouldlook at thisfrom -- this
25 customers. In some of the isolated 25 would be apiece of information. However,
Page 146 Page 148
1 communitiesin particular, | understand in 1 from a dtatistical validity perspective, |
2 having discussions over my experience in 2 would look overall at the 36 percent. | think
3 dealing with alot of these outages, that they 3 one of the observations that we made, and I’ ve
4 doend up being relatively extended outages 4 madeit yesterday and today, that -- and |
5 because of the number of employees, the skill 5 think I’ve been pretty clear that | don’t
6 set of the employees. Typically during the 6 consider adide like we'veseen from an
7 winter period, there are weather related 7 absolute turn perspective in our customer
8 issues and we haveto fly crewsin and out to 8 satisfaction to be something that we should be
9 conduct repairs. That would lead to, | think, 9 celebrating. Indeed, it’s something that was
10 generally therdiability indicators would 10 amajor driver of developing an approach over
11 also show that the reliability in the isolated 11 alonger termtotry andturn that around.
12 communitiesislower than it would bein the 12 There are many factorswhich are within our
13 interconnected communities. 13 control and there are some factors which are
14 MS. DAWSON: 14 not. You know, weneed to determine what
15 Q. ThenI’m going to take you to page 6 of 56 of 15 those are.
16 the same attachment, Attachment -- no, thisis 16 Again, itisan art and a science around
17 Attachment 2 now. And again, we'reinto your 17 I'll say target setting around this, but
18 surveys, your own surveys. 18 certainly we would seethat wewould want
19 MS. DALLEY: 19 customers overall - our objective isto have
20  A.Yeah. 20 our customers have avery good experience with
21 MS. DAWSON: 21 us, both at ahigh level in survey results
22 Q. And maybe you could explain thistome. It's 22 such asthisand, as | said yesterday, we're
23 again page6 out of 56, "thetable below 23 also looking at, you know, alevel of granular
24 details the percentage of customers who 24 measurement from a transactional perspective
25 provide an overal satisfaction score nine out 25 where, again, when we go and interact with a
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1 customer and we have a transaction, whether 1 that the overall reputation -- that if my
2 it's anew account setup or et cetera, we can 2 client’s-- if only 13 percent thought that |
3 get information from them on how they felt 3 was any good, | might not be very happy with
4 about that particular interaction, which in 4 my representation.
5 many ways customersin our -- or companiesin 5 MS. DALLEY:
6 the customer service businesswill tell you 6 A.Wdl that, again your reputation would be a
7 that that’ s actually one of the most valuable 7 byproduct of how good you are, but certainly
8 tools you can have at the transactional level 8 13 percent isat nine and ten, and again |
9 because you can actualy pinpoint 9 don't havethe dataat seven and eight which
10 interactions, processes, down toindeed the 10 we would consider people -- to get people --
11 employeeswho have had that interaction to 11 to move peopleto nineand eight, it takesa
12 understand what you can do to improve that 12 considerable amount of effort and generally a
13 experience on a per customer basis. 13 considerable amount of joy. It'snot to say
14 So thisis one tool that we use. Again, 14 that that doesn’t happen. It does. But you
15 | think I've been fairly clear that we're 15 know, from a satisfaction perspective, the
16 working. We've got plansin place to improve 16 push to 100 gets much harder as you get to the
17 it. Isolated customers will see the benefits 17 top end of the scale and that’ s typically the
18 from the strategy and the plan, we hope, the 18 way with opinion based surveys such asthis.
19 same way that our customersin all our regions 19 So you know, but we would see that. | mean,
20 will see them as we move forward. 20 it's not satisfactory, Ms. Dawson. | don't
21 Wedo look at thisdata. | will say 21 proclaim for it to be.
22 that, you know, again it is with some 22 CHAIRMAN:
23 interest. We do discuss with the operations 23 Q. Didyou say joy? Soundslikethe house of
24 managers in those areas because we share 24 pleasure, you know, on Water Street, joy.
25 customer service responsibility very heavily 25 MS. DAWSON:
Page 150 Page 152
1 with operationsand alot of the experience 1 Q. I'mnot going to touch that one at all.
2 that a customer may have may not be on the 2 MS.DALLEY:
3 call to the contact centre, but may indeed be 3 A.Mr. Chair, | spent time with -
4 through ancther interaction. They may not be 4 CHAIRMAN:
5 satisfied with, you know, the service they’ve 5 Q.What? | know.
6 had that day. They may have had an 6 MS. DAWSON:
7 exceptional experience when they called 7 Q. ldon’'tthink. I’'m not going -
8 someone, so it'samyriad of things. 8 MS. DALLEY:
9 Our job in getting this datais to parse 9 A.l spent sometimewith some customer service
10 that out into concrete actionsthat we can 10 people who call it wow.
11 take through the customer service strategy and 11 MS. DAWSON:
12 to work to improve those numbers. And that’s 12 Q. I’mnot going to touch that at al, no.
13 where we are today. Where, you know, again it 13 CHAIRMAN:
14 was to stop what we saw as a dlide in 14 Q. Oh, yes, but | mean -
15 satisfaction and look at what we could do to 15 MS. DALLEY:
16 improve the customer’ s experience with us. 16  A. So whether it'swow or joy.
17 MS. DAWSON: 17 CHAIRMAN:
18 Q. And| assume then the same would be -- your 18 Q. Peoplewant the lightsto go on. That’swhat
19 answer would be the same then for page 8 of 19 they want. And stay on.
20 567 This time there seemsto be 13 percent 20 MS. DAWSON:
21 overall reputation score for Labrador, 13 21 Q. Okay. That kind of put me off there.
22 percent of the people surveyed gave you nine 22 CHAIRMAN:
23 or ten with overall reputation, and I’m going 23 Q. Sorry, | apologize.
24 to put the word appalling in there now with 24 MS. DAWSON:
25 satisfaction. Would that be fair if | said 25 Q. Thanksfor your intervention.
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1 CHAIRMAN: 1 MS.DALLEY:
2 Q.No, no, I just-- I mean, I'm mystified. 2 A.Again, that would be with the considerations
3 MS. DAWSON: 3 which | spoke about earlier.
4 Q. Anyway, it's aways interesting. I'm 4 MS. DAWSON:
5 mystified too. | think the 13 percent sort of 5 Q. Right. Given-- andthisis--and | don’t
6 saysalot to me, but in any event, if | go to 6 mean to be -- | don't know what theword is,
7 page 10 out of 56, with even morejoy, | look 7 but given that al you do is supply
8 at thisand it says to me that with respect to 8 electricity -- that’s what you do, you supply
9 servicereliability, that you've made some 9 electricity and people turn on a button and

10 gains, but from 2011 to 2014, 47 percent of 10 the button, nothing comeson or it gets cut
11 the peoplein Labrador or the people you spoke 11 off when you' re watching whatever Tv or maybe
12 to, | should say, in Labrador, said that they 12 reading a book. 71 percent of the people
13 were very satisfied with customer -- or 13 found that there was unplanned power outages
14 servicereliability. Would that be fair? 14 of morethan 30 minutes, and | think that’s
15 MS. DALLEY: 15 very, very high, given -- and certainly given
16 A.lwouldsay that'sfairand I’d be thankful 16 that you're -- that’swhat you do, supply
17 that it’s moving in what we would seeisthe 17 energy, and given that your focus since you've
18 right direction. 18 been, | think, on the job or looking at it |
19 MS. DAWSON: 19 think since 2012, that you’'ve been customer
20 Q. Right. Butit'sstill not great? 20 focused, right, in providing electricity, that
21 MS.DALLEY: 21 that’savery high figure.
22 A.Again, if | add the-- you know, and just 22 MS.DALLEY:
23 looking now because | appreciate that you're 23 A.And so, and again, | respect your perspective
24 dissecting the data at that level, but -- and 24 onthis and | understandit. | would say
25 there' s another level that would be added to 25 twofold. A.,itwould be fruitful, athough
Page 154 Page 156

1 that and we would like to have more peoplein 1 I’m not the right person to dissect it to look
2 the nine to ten category, but generally when 2 at the actual reliability statisticsin this
3 you're looking at that, we do measure above 3 area. Again, thisis people’'s perceptions of
4 seven, so seven, eight, nine and ten and we 4 that though, which isimportant to usfrom a
5 group those together, and that'sa fairly 5 customer perspective. But you know, we do
6 standard practice that I ve seen in the other 6 calculate saIDI and SAIFI on aregular basis
7 research that |’ ve done. 7 for those areas contrasting that against the
8 (12:15p.m.) 8 customer satisfaction scores, which I’ ve done
9 MS. DAWSON: 9 inlooking at this. | don’t have it handy,

10 Q. Andthe last onel’m going to take you to, 10 but when | look at this data, | also look at

11 which you'll be happy to know, would be the 11
12 unplanned power outages at page 31 of 56. And 12

the reliability indicatorsto seeif there's
an indication that we' ve had more outages. In

13 with respect to the unplanned power outages 13 this case, you have 71 percent of customers
14 for 2014, do | take it that 71 percent of the 14 saying that. | would certainly like and

15 people that you surveyed have experienced an 15 expect that to beless, but | would be

16 unplanned power outage of 30 minutes or more? |16 generally pleased within the context of the
17 And there'sa decline from 77 percent to at 17 datathat’s been provided, understanding the
18 least 71 in 2014. That'swhat I’'m to take 18 validity of the sample, that it’strending in

19 from that chart? 19 the right direction between 2011 and 2014. |
20 MS.DALLEY: 20 don’'t have the in-between years there.

21  A.That iswhat that chart says, yes. 21 MS. DAWSON:

22 MS. DAWSON: 22 Q. Okay, then I’'ll get you off the hot seat for

23  Q.AndI'm going to suggest toyou again, and 23 now and I'll go to Mr. Brophy, | think will be
24 maybe your answer is the same, that that’s 24 next. Mr. Brophy, | understand that basically
25 very high to my mind. 25 you started in 2012 with some of, what I'll

Page 153 - Page 156
Discoveries Unlimited Inc., Ph: (709)437-5028



November 24, 2015

Multi-Page™

Page 157 Page 159

1 call the conservation analysis or providing 1 what you could in those, either theinstall

2 some sort of conservation to--although you 2 kitsor soon and so forth, would that be

3 mentioned it, you kind of went back and said 3 fair? You started with those communities?

4 no, you're looking at it in 2008 or analyzing 4 MR. BROPHY:

5 itin 2008, 2009, but now the, | guessthe 5 A.We started with those in Nunatsiavut

6 actual real push came in 2012 with the 6 Government areas, but we aso did other

7 conservation in the isolated communities, 7 communitiesin Labrador -

8 would | befair to say that? 8 MS. DAWSON:

9 MR. BROPHY: 9 Q. Ohyes, no, yes, absolutely, | didn’t mean to-
10 A. That would befair. 10 -1I’'m being very selfish, yes, and very self-
11 MS. DAWSON: 11 centered, | redlize that, but that’s my point,
12 Q. And the conservation--and I've had alook at 12 yes, you guys did alot of other work and I'm
13 both the attachments, there’salot of them 13 not saying that itisn't moving forward, but
14 and you have provided alot of information to 14 I’m suggesting to you that when we get to at
15 look at with respect to both the 2011--no, the 15 least later on the report that Mr. Johnson
16 2012 final report and then there’s the 2013 16 brought youto, that there’'s somewhat, at
17 final report and I’m going to say to you when 17 least somebody is recommending that you look
18 | look at it, | mean, it's piecemeal, | mean 18 at the whole system of a house, the whole
19 to befair toyou guys, | don’'t want to be 19 envelope of a house and not just piecemeal,
20 always criticizing, but to be fair to you guys 20 but I'm saying at least you'retrying and
21 you've started and you' re going somewhere, but |21 there are some kits going into the
22 to mewhen | look at both the long reports, 22 communities, so I'll give you that; however,
23 it's piecemeal in nature, there' sbits and 23 I’m going to suggest to you that because of
24 pieces either in, you know, Rigolet or 24 your criteria, and | want to ask you about
25 Postville or Nain, it's not a system’ s focus, 25 your criteria next, there' sa lot excluded.

Page 158 Page 160

1 but like you said earlier, how many lightbulbs 1 So do youwant totell the Board what the

2 can you supply, so where I'm going with this 2 criteriaisfor you to put some of these kits

3 isit's abit piecemedl, isit not? Would 3 in and the wraps that go around tanks and so

4 that be fair? You'retrying. 4 on and so forth? What' s the criteria?

5 MR. BROPHY: 5 MR. BROPHY:

6 A.Whenyou say "piecemea", what do you mean by 6 A.lI’'mnot sure what you mean by “criteria", but

7 "piecemeal"? | take piecemeal to mean that 7 the criteria is that we go into these

8 we'reonly in certain communitiesin certain 8 communities and we do direct installs and we

9 years, isthat accurate? 9 take out insufficient lightbulbs and we put in
10 MS. DAWSON: 10 more efficient lightbulbs and we go from home
11 Q. No, well what | get, if you want to go to the 1 to home in these communities, knock on doors,
12 first one, we can go to PUB-313, attachment 3 12 visit customers, provide them with
13 and for 2012 your focus was putting some of 13 information, have alook at their home, we
14 the energy efficienciesin Makkovik, Postville 14 install a more energy efficient showerhead for
15 and Rigolet, so those arethe only three 15 the customers, more efficient faucet aerators,
16 communities, at least in 2012 that | seeg, if 16 we would seeif their hot water piping has any
17 you want to look at page 24 of 33, attachment 17 insulation and if it's accessible, we would
18 3, it'sthe direct instalmentsresults by 18 insulateit, aswell with their eectric and
19 community, that’s the best way to go through 19 hot water tank. So what we'retryingto dois
20 this as far as I'm concerned because 20 add efficiencies to the equipment that the
21 otherwise, we're just going to read awhole 21 customers have to help them conserve energy.
22 lot of stuff that nobody probably wants to 22 MS. DAWSON:
23 read. So those, when you look at Makkovik and 23 Q. But some of the criteriawould have to be that
24 Postvilleand Rigolet, those arethe three 24 they have to be heated by electricity,
25 communities you started in 2012 and you put in 25 correct?
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1 MR. BROPHY: 1 we're going to do. And like you said in the
2 A.Not for this program. This program is open to 2 beginning when you talk about piecemeal, you
3 everybody. 3 know, the resources, we only have so many--
4 MS. DAWSON: 4 well we're actually using Summerhill and the
5 Q. Okay, sothey don't haveto be--they do not 5 resources are limited, so we can’t have blitz
6 and thisiswhat | wanted to get at, where do 6 of all of our 21 diesel communities at one
7 | find out what the criteriais? If | look at 7 time, so we would strategicaly plan it that
8 thisparticular 2012 final report that was 8 we would be in acertain number of communities
9 filed by Summerhill, where do!| find the 9 inone year, the next year wewould go to
10 criteriafor thisreport? How do | find out? 10 different communitiesand do similar work
11 MR. BROPHY: 11 until we've reached everybody.
12 A. Okay, | think--are you asking about the 12 MS. DAWSON:
13 eligibility of customers? 13 Q. Okay. Sothen I'll take you through to--then
14 MS. DAWSON: 14 there’sa 2013 report, IN-NLH-165, attachment
15 Q. Yes, | misspoke. 15 3, and that’ s the 2013 Isolated Systems Energy
16 MR. BROPHY: 16 Efficiency Program final report and thenis
17 A.Not the criteria, the dligibility for 17 the eligibility the same, you just have to
18 customers to participate in the program? 18 live in the community?
19 MS. DAWSON: 19 MR. BROPHY:
20 Q. Right, digihility, yes. 20 A. That'scorrect.
21 MR. BROPHY: 21 MS. DAWSON:
22 A.Thecustomersto be eligible, all they have to 22 Q. Allright, and so if I live in the community,
23 doislivein the community and have a home. 23 then | can have access to these programs that
24 MS. DAWSON: 24 you are putting forth.
25 Q. Okay, dl right, and where would | find that 25 MR. BROPHY:
Page 162 Page 164
1 out when | look at this Summerhill report, the 1 A.That'scorrect.
2 2012 final report? 2 MS. DAWSON:
3 MR. BROPHY: 3 Q Andinthis case, | think you've moved into
4 A ldon'tknow if it'sactualy listed, | think 4 some more communities, other than--1 think
5 it'sagiven that we go into the communities 5 Nainisin here and also Makkovik and Rigolet.
6 and we go door to door, we hireand train 6 So, now you're moving into more communities;
7 local people from the community and they are 7 would that be fair?
8 in the community, they know people, they knock 8 MR. BROPHY:
9 on every door and try to get into every home 9 A Yes wedon't want to leave anybody out.
10 or business that they can. 10 MS. DAWSON:
11 MS. DAWSON: 11 Q. Okay. Anddid | get from you that it was 83
12 Q. Okay, and I’'m assuming then, but the cutoff 12 percent of--you've managed to get to 83
13 would then be--would the cutoff then be how 13 percent of each of the communities that I'm
14 much money you decided to put into this 14 interested in; 83 percent of the residents?
15 program? Would that be the cutoff? 15 MR. BROPHY:
16 MR. BROPHY: 16 A.Yes
17 A. Thecutoff for aindividual customer? 17 MS. DAWSON:
18 MS. DAWSON: 18 Q. So, in Rigolet, Postville, Makkovik, Nain -
19 Q. No, likewhen you run out of money, you run 19 MR. BROPHY:
20 out of money for that particular - 20 A. Overdll, we' ve been 83 percent--if you look at
21 MR. BROPHY: 21 each of those communities and you add up the
22 A.Okay, well we estimate, you know, each year we |22 total number of customersthat arein the
23 would estimate what we're going to do in each 23 communities, overal, we' ve reached 83 percent
24 community and we would try to make surewe've |24 of thetotal number of customers. So, that
25 got enough money to cover it off, of what 25 might be different from one community to
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1 A. Compact fluorescent bulbs.

2 MS. DAWSON:

3 Q. Yeah, those are the ones that are available to

4 everybody.

5 MR. BROPHY:

6 A.Through the Isolated Systems Community

7 Program, yes.

8 MS. DAWSON:

9 Q. Right. Thisparticular one, thistakeCHARGE
10 one, there isan eligibility criteriawhich
11 relates now to insulation for windows and
12 thermostats upgrades and so on and so forth in
13 the diesel systems, thereisa criteria, is
14 there not?
15 MR. BROPHY:
16  A.Yes, thereis.

17 MS. DAWSON:
18 Q. Okay, and so am | takeit, when | look at this

19 information, this reply, that "Hydro estimates
20 15 percent of customers on the isolated diesel
21 systems would be eligible for these programs”,
22 isthat correct?

23 MR. BROPHY:
24  A.That'swhat that response says, sol would
25 agree.

Page 166

1 another. | can't say we're in 83 percent in
2 Hopedale, you know, it could havebeen 95
3 percent in Hopedale and it could have been 75
4 percent in Makkovik, but overall--the total
5 customers population in those communities, we
6 have been into 83 percent.
7 MS. DAWSON:
8 Q. Now, when you say "those communities', are you
9 talking about diesel isolated communities or
10 are you talking about Labrador communities?
11 MR. BROPHY:
12 A.I’'mtaking about isolated diesel communities.
13 MS. DAWSON:
14 Q. Okay. Canl -
15 MR. BROPHY:
16  A. AndI’'mtaking about the--and aswell, I've
17 done some analysis because | figured you might
18 have these questions, the Nunatsiavut
19 Government communities as well, 83 percent.
20 MS. DAWSON:
21 Q. Okay. So, you'resaying at least, as it
22 relates to my five communities, you’ ve touched
23 back with 83 percent of the residents now.
24 MS. DAWSON:
25 Q. Residents and small business.
1 MS. DAWSON:
2 Q. Andsmall business, okay. So thenas per
3 awayswhen | speak to Hydro, I'm even more
4 confused because there is an Information that
5 you supplied and it’ s IN-NLH-166 and there was
6 aquestion put to you, "Please describe the
7 program eligibility criteriafor the existing
8 takeCHARGE programs.” And thisis a different
9 program | understand, thisisthe insulation,
10 windows and thermostat.
11 MR. BROPHY:
12 A.That'scorrect.
13 MS. DAWSON:
14 Q. Sothisistheonethat | must be confused in,
15 the onethat you weretalking about with
16 lightbulbs and | think you were wrapping -
17 MR. BROPHY:
18  A. Hot water tanks.
19 MS. DAWSON:
20 Q. Thank you, wrapping pipes.
21 MR. BROPHY:
22 A.Yes
23 MS. DAWSON:
24 Q. Andwereyou asoinstaling -
25 MR. BROPHY:

Page 168

(12:30 p.m.)
MS. DAWSON:

Q. Okay, so with respect to the small
initiatives, everybody can--I'll call them
smaller initiatives, everybody can avail of
those, but with respect to these, the
insulation of windows and thermostats and,
well insulation and then windows and
thermostats, only 15 percent of the customers
aredligible.

MR. BROPHY:

A. That would be based on the 15000 kilowatt hour

criteria.
14 MS. DAWSON:
15 Q. Right. But they have to have--yes, on the 15,

© 00 N o ok~ WODN P
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16 and do you know how many peoplewould be,
17 you'll probably know the answer, I'll ask you

18 to go to IN-NLH-167 which indicates to me that

19 17 percent of residential customers in

20 Labrador isolated diesel systems have an

21 energy consumption of 1500 (sic.) kilowatts or
22 greater, so it's 17 percent?

23 MR. BROPHY:
24  A. That’swhat that response says, yes.
25 MS. DAWSON:

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

Page 165 - Page 168

NL Hydro GRA




November 24, 2015

Multi-Page™

NL Hydro GRA

Page 169 Page 171
1 Q. Now, Mr. Johnson brought you through a series 1 place.
2 of questions this morning and he was asking 2 MS. DAWSON:
3 you about whole house approach to energy 3 Q. Andisthereanythingin your strategic plan
4 efficiency. 4 or any long-term plans of looking at the whole
5 MR. BROPHY: 5 envelope?
6 A.Yes 6 MR. BROPHY:
7 MS. DAWSON: 7 A.Wdl as | said this morning, you know,
8 Q. Andthat that was noted as arecommendation in 8 response to Mr. Johnson's questions, in
9 areport that was suppliedto youand Mr. 9 looking at the whole home approach and we've
10 Johnson, | might have this wrong, but | 10 experienced this ourselves inour isolated
11 thought he asked you who is responsible for 11 diesel communities, inlooking a the homes
12 implementing this sort of whole house approach 12 there are some major renovation work that
13 to energy sufficiency and I'm not sure | got 13 would need to be undertaken in order to, |
14 your answer. 14 guess, do some of the upgrades from awhole
15 MR. BROPHY: 15 home approach and, you know, when we look at
16 A. Well the answer there, that report was written 16 and of course our programs here are based on
17 for both utilities, the partnership between 17 saving energy and on the economics of saving
18 Hydro and Newfoundland Power. 18 energy, so, you know, isit the utilities
19 MS. DAWSON: 19 responsibility, | guessor do the utilities
20 Q. Yes. 20 want to be spending that money to be going in
21 MR. BROPHY: 21 and doing home renovations, you know, that
22 A.Andwe're partner onthe programsthat we 22 are, that involve the building structure
23 offer provincialy, so it would be directed to 23 itself.
24 both utilities, and for both utilitiesto, | 24 MS. DAWSON:
25 guess incorporate some of these 25 Q. But fair enough, but in away you've already
Page 170 Page 172
1 recommendations into our program. 1 been doing some, what | would call some of the
2 MS. DAWSON: 2 stuff that you' ve been doing, getting in and,
3 Q. But| waswondering whether you had, isthere 3 you know, wrapping tanks or pipes or whatever,
4 anything on the horizon for this whole house 4 it's sort of a home renovation stuff already,
5 approach and | think | understand the whole 5 right?
6 house approach, it's not, you know, a 6 MR. BROPHY:
7 lightbulb here or awrap there or an insulated 7 A.It'snot amajor renovation, you know, the
8 or the heat recovery from water, it's mostly a 8 other renovations that | talk about are actual
9 house by house look at how we can make this 9 structural and we've seen some structural
10 house, in particular, more energy efficient, 10 damage in our isolated diesel communities when
11 is that afair analysis of what they're 11 it comesto, you know, water infiltration and
12 looking at or they’ re suggesting? 12 with mold and condensation, so you know, if we
13 MR. BROPHY: 13 wereto go inand provideinsulation, for
14  A. That seemsto be afair analysis. 14 instance, to insulate basements or walls, if
15 MS. DAWSON: 15 there' swater problems there, we're just going
16 Q. Okay, and what your answer thenisthat, I'm 16 to compound the issue and the customer is
17 assuming it has not been looked at yet, would 17 going to have some major problems eventually
18 that be correct? 18 and we don’t want to be acause of further
19 MR. BROPHY: 19 problems for the customer in that aspect.
20  A.No, wehave assessed some of the aspects of 20 MS. DAWSON:
21 that, of doing that, yes. 21  Q.Okay. My other question thenis on the
22 MS. DAWSON: 22 efficiencies of diesel generating machines, is
23 Q. Okay, but it has not been put in place yet? 23 it--this may not be a question for you, but
24 MR.BROPHY: 24 maybe it should--and | discuss it with
25  A.No, it has not and, no, it has not been put in 25 operations, do you spend any time on figuring
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1 out what, you know, if there are any better 1 Thank you, Mr. Brophy, | appreciate your input
2 ways to fuel or cost save or | should say any 2 because| wasabit confused about some of
3 better efficienciesin diesel generation? Are 3 the, | call it criteriafor someof these
4 there new products on the horizon that you, 4 programs. Ms. Dalley, just a few follow-up
5 would that be you who looks at that or would 5 questions. You referred yesterday to a number
6 that be operations should be looking at that? 6 of lighting and control project initiativesin
7 MR. BROPHY: 7 isolated diesel communities. 1I’'m assuming
8 A.That's outsideof my responsibility, that 8 that’ s what we' ve been talking about, some of
9 would certainly be someone in our engineering 9 these--or isthat new?
10 and | guess our planning groups. 10 MS. DALLEY:
11 MS. DAWSON: 11 A. No, | wasreferring to, there were four CDM, |
12 Q. But at some point, | guess|’m looking at the 12 guess buckets of work overall that | was
13 whole here now, at some point there hasto be 13 referring to. When | mentioned lighting and
14 some interaction between you, as the person 14 controls, it waswith referenceto what we
15 who isinto conservation and the operation’s 15 would say isinternal energy efficiency, so it
16 peopleto sit down together and say, okay, 16 iswithin Barry’ s team, we have an individual
17 where are we within diesel isolated 17 who assists and facilitates the Hydro
18 communities and where would weliketogoand |18 operation’s group in making our operationsin
19 operations, what do you think about this and 19 those communities more efficient, so not with
20 then they say to you, what do you think about 20 respect to the plants, justto goto your
21 that. There must be some liaison between the 21 earlier point, so it’s not around the engines
22 two of you. 22 and the efficiency of the engines, but it was,
23 MR. BROPHY: 23 we've done some programsin those areasand
24  A.Therecertainly is, yeah, we sit down our 24 again, actually Barry can speak to more detail
25 system’s planning group and welook at the 25 onthese than | can, butitwas, you know,
Page 174 Page 176
1 load forecast and we then, together, with the 1 lighting, retrofits, which actually have
2 system planning folks, look to identify if 2 tremendous benefit, both from an energy
3 there are communities that we can provide 3 saving' s perspective, but also from a general
4 benefits in when it comes to energy 4 usability perspective and safety inside those
5 conservation, demand management programs and 5 plants which have atendency to be very dark,
6 that would beto, of course, to offset any 6 so the lighting has helped in that regard as
7 investment in infrastructure. 7 well. So we've done projects like that, we' ve
8 MS. DAWSON: 8 done, again, controls around making our
9 Q. Okay, and the same within, | assume, would the 9 lighting, heating more efficient and as well,
10 wind power people bein on that same sort of 10 we've done waste heat recovery to heat the
1 conservation or the wind power people and the 1 actual plants and facilitiesfrom the waste
12 diesel generation people aretwo different 12 heat from the generation versus using
13 sets of people, | assume, would you liaison 13 aternative sources of energy.
14 then with the wind power people as well? 14 MS. DAWSON:
15 MR. BROPHY: 15 Q. That’swithin your own plants.
16  A.I’'m not familiar with who the wind power 16 MS. DALLEY:
17 people would be. 17 A. That'sright.
18 MS. DAWSON: 18 MS. DAWSON:
19 Q. Then| guessyou didn't liaison with them, did 19 Q. Okay, sothen | guessthefocus, to my mind
20 you. 20 and maybe that’swhere | don't, you know, I'm
21 MR.BROPHY: 21 not running Hydro, clearly, but if | said to
22 A.No, | would have to say no. 22 you, look, | understand that out of California
23 MS. DAWSON: 23 there are new diesel generating units that now
24 Q. Okay. Just asecond now. | think these next 24 are so efficient that they actually use half
25 two questions may befor you, Ms. Dalley. 25 the amount of fuel that they used to, isn’t
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1 that something that would be--is that 1 put to someone from an operation's
2 something that you would be interested or it 2 perspective.
3 would be tasked with doing or is that 3 MS. DAWSON:
4 something that operations would be tasked with 4  Q.Inoperations.
5 doing? 5 MS. DALLEY:
6 MS.DALLEY: 6 A.ldon't know if you've had that opportunity,
7  A.Thatiswithin operations. It’'sinteresting 7 but I think they can provideyou with more
8 and | think it’s within operations. 8 information. It may indeed be something that
9 MS. DAWSON: 9 is being considered and being looked at. I'm
10 Q. Okay, and again, isthat something where you 10 just not aware of it.
11 would work with the Nunatsiavut Government to 11 MS. DAWSON:
12 find out about these sources of these new age 12 Q. And, Ms. Dadley, with respect to the
13 diesel generating unitsand beinterested in 13 development of Muskrat Falls and itsimpact on
14 putting them in place, is that something that 14 the people of Nunatsiavut and how it relates
15 should come from the Nunatsiavut Government to 15 to Hydro ratesor so on and so forth or are
16 you and say look, thisiswhat we know about, 16 grievancesin that regard, who in your outfit
17 you know, the next time you want to replace a 17 would be liasoning with, from a customer
18 unit, these are the units we think you should 18 relation’ s point of view, be speaking with the
19 look at? 19 people from Nunatsiavut? | know you
20 MS.DALLEY: 20 understand that this development that Nalcor
21 A. | think that we' ve had previous meetings with 21 is doingwill eventually be Hydro's, it's
22 the Nunatsiavut Government where operations, 22 going to be aregulated undertaking at some
23 planning personnel, conservation teams, have 23 point. It's not now, but it will be. You
24 met with officials from the Nunatsiavut 24 will pass it over to Hydro and this
25 Government. | think we actually have another 25 integration part that Mr. Martin spoke about
Page 178 Page 180
1 meeting in the works, but we' ve met with them 1 and you speak about, is there anywhere in
2 previously and, you know, provided an update 2 your, | guess undertakings whereyou’'ll be
3 on operations on our planning criteria, et 3 dealing with the people from Nunatsiavut about
4 cetera, which was of interest tothem and 4 the development of Muskrat Fallsand how it
5 we've had avery good exchange of information 5 relates, in particular to Lake Melville.
6 andideas, sol thinkit's fair to say we 6 MS.DALLEY:
7 would be very open in that and we' ve exhibited 7 A. With respect to?
8 that in the past. 8 MS. DAWSON:
9 MS. DAWSON: 9 Q. Themercury levelsin Lake Mélville.
10 Q. Andl guess my questionisgiven the--and | 10 MS. DALLEY:
11 think Mr. Johnson touched onthisas well, 11  A.Thatis being handled by the environmental
12 given the level of therural deficit, | would 12 group on the project team itself, so | don't
13 have thought there' d be awhole ot of energy 13 have any interface with them.
14 put in behind reducing that, so then we don’t 14 MS. DAWSON:
15 have to get into the debate about whether you 15 Q. Okay, you wouldn't be dealing with Nunatsiavut
16 should put it on abill or not. Sometimein 16 from a customer relation’s point of view or
17 the future hopefully we will never have to or 17 from a Nalcor corporate point of view, you
18 at least we'll try to reduce that rura 18 would not be dealing with that particular
19 deficit and things like, you know, more 19 issue?
20 efficient diesel generated unitswould help 20 MS.DALLEY:
21 with that. 21 A.Persondly | wouldn’t, but the project team
22 MS.DALLEY: 22 itself has individuals and consistent
23  A.lt's, and again, | don't know of the 23 interfaces with the Nunatsiavut Government, as
24 technology that you're speaking about, so | 24 | understand it, but again, I'm not working
25 can't speak toit. It would be best, | think 25 personaly withit, so | don’t -
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MS. DAWSON:
Q. Do you know the name of the person that would
be dealing with the Nunatsiavut Government on
that issue?
MS. DALLEY:
A. No, | don't, there'sa consultation team and
an environmental team within the project, so |
expect it would be someone within that group.
MS. DAWSON:

© 00 N o ok~ WODN P

Page 183
1 CERTIFICATE
2 1, Judy Moss, hereby certify that the foregoing isatrue
3 and correct transcript of a hearing in the matter of
4 Newfoundland and Labrador Hydro's Genera Rate
5 Application heard on the 24rd day of November, A.D., 2015
6 before the Commissioners of the Public Utilities Board,
7 St. John's, Newfoundland and Labrador and was transcribed
8 by me tothebest of my ability by meansof asound
9 apparatus.

10 Q. Because you mentioned in your--1 was going to 10 Dated at St. John's, Newfoundland and L abrador
11 say discovery, inyour evidence yesterday a 11 this 24th day of November, A.D., 2015
12 Mark King and | think he deals with, he deals 12 Judy Moss
13 with government issues.
14 MS.DALLEY:
15 A. Hedeaswiththe Government of Newfoundland
16 and Labrador and on occasion he'shad some
17 interfaces with the Federal Government.
18 MS. DAWSON:
19 Q. Okay, and has he dealt with the Nunatsiavut
20 Government, do you know?
21 MS.DALLEY:
22 A.Not that | am aware of.
23 MS. DAWSON:
24 Q.| don't think there's anything else. Just
25 give me aminute now. No, | think that’s all
Page 182
1 my questions.
2 CHAIRMAN:
3 Q. Ms. Greene, do you have anything?
4 GREENE, Q.C.:
5 Q. No, Mr. Chair, | have no questions for this
6 panel, thank you.
7 CHAIRMAN:
8 Q. Doyou have any?
9 VICE-CHAIR WHALEN:
10 Q.| haveno questions. Thank you panel.
11 MS. NEWMAN:
12 Q. Noquestions.
13 CHAIRMAN:
14 Q. Doyou have any re-direct sir?
15 MR. CASS:
16 Q. No, sir, thank you.
17 CHAIRMAN:
18 Q. We are adjourned.
19 MS. GLYNN:
20 Q. Until Monday.
21 CHAIRMAN:
22 Q. Until when? Monday? Monday at 9:00.

23 Upon concluding at 12:46 p.m.
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