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	Texas-New Mexico Power Company (“TNMP”) files these Responses to Low-Income Intervenor’s Third Request for Information (“RFI”) on the Stipulation in the Public Utility Commission of Texas (“Commission” or “PUC”) Docket No. 17751, Texas-New Mexico Power Company’s Application For Approval of the TNMP Transition Plan and Statement of Intent to Decrease Rates, pursuant to the Public Utility Regulatory Act (“PURA”),  Tex. Util. Code §§ 11.001, et seq. (Vernon 1998) and the Commission’s Procedural and Substantive Rules, specifically, P.U.C. Proc. R. 22.144.

	TNMP received Low-Income Intervenor’s Third Request for Information on January 7, 1998.  Pursuant to Order No. 21, the Responses to these RFI’s are due on or before February 11, 1998, therefore, they are timely filed.  A copy of these Responses is being sent to all parties of record.

	These Responses can be treated by all parties as if the answers were filed under oath.
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CERTIFICATE OF SERVICE



	A true and correct copy of the above and foregoing instrument has been served by certified mail, return receipt requested, hand-delivered, telecopied, or by regular mail to all parties of record on this 11th day of February, 1998.



						______________________________ 

						Catherine J. Webking



�114.	TNMP’s response to LII’s 1st RFI page 11 of 26 describes the Customer Advisory Group.  Please provide the following information about the Customer Advisory Group(s):



a)	the date the customer advisory group concept was established 



b)	the number of customer advisory groups formed since the program was established.



c)	the dates each of the advisory groups met (if exact dates are not known please specify the number of times each of the groups met and the year the meeting(s) were held)



d)   a description of how members were selected to reflect the general makeup of TNMP’s customer base.



e)   the topics addressed by Customer Advisory Groups, the information gained from customers and the action TNMP took to respond to the input of Customer Advisory Groups



f)   minutes or meeting summary from each meeting for the period of 1995 to present.



RESPONSE:	a)   The customer advisory group concept was established in August 1994, with 

first meetings held in the fall of 1994. 



b)	Records from 1994 forward indicate that 20 advisory groups have been formed in Texas since the program was established, although the membership on those groups has changed from year-to-year.



c)	Records show that meetings were scheduled during the times listed. In some cases, no record other than a schedule existed to document that the meeting actually occurred as scheduled.

�

October/November 1994: Southeast (La Marque), Whitewright, Nocona, Lewisville, Emory, Pilot Point, Bogata, Clifton, Fort Stockton, Pecos



February-April 1995: Southeast (League City), Nocona, Fort Stockton, Pecos, North Central (Clifton), Pilot Point, Bogata, Olney, Emory,Whitewright, Lewisville.



September/November 1995: Lewisville, Nocona, Alamogordo, Emory, Olney, Glen Rose, Clifton/Gatesville, Bogata, Whitewright, Friendwsood, West Columbia, Dickinson, Texas City, Princeton, Pilot Point, Sanderson and Kermit.



1996 - No records found



1997: Whitewright - Jan. 28, April 2, July 31, Oct. 29; Pilot Point - March 25; Princeton - Feb. 6, Oct. 18; Leonard - Feb. 24; Valley Mills - Summer ’97; Lewisville - Feb. 24, June 10, June 17, July 24, Aug. 28, Oct. 6; Nocona - Jan. 28, Feb. 6, April 1, April 11, June 11, Aug. 1, Oct. 8; Olney - Feb. 10, April 23, July 9, Dec. 17; Saint Jo - March 6, July 24, Nov. 18.



d)  Members were selected to reflect the general make-up of TNMP’s customer base by asking our local employees who live and work in the communities to nominate people to serve on the advisory council; by identifying community leaders and asking them to serve; by seeking out members with diverse backgrounds (for example, business people, community volunteers, and retired citizens); and by asking customers who weren’t traditional supporters of TNMP. Membership on the advisory committee is completely voluntary, and the final overall makeup is reflective of that. 



e)  Topics addressed have included ways to lower rates, TNMP’s termination notice policy, the need for local offices to be able to fund small fund-raising activities without a bureaucratic layer of approval, the need for customer input into charitable programs involving customer funding, better communication of energy conservation programs, need to meet with economic development leaders to hear how TNMP can bring new growth to the service area, TNMP’s traveling energy coach, the Customer Connection program, retail wheeling and competition, electrical safety, TNMP scholarships, quality of service, TNMP’s mini-grant program and tree-trimming.

��Information gained from customers and action taken included suggestions for Customer Connection allocations, establishment of economic development goals for communities, revision of our procedure for sending packets of information to “new” customers so that apartments wouldn’t receive a packet of information each time a tenant moved and the account reverted to the apartment’s name. One customer advisory group suggested putting information on the backs of bills, which TNMP did. Customers also have provided questions about TNMP programs and about deregulation and how it would impact them. TNMP has responded to those questions.



Minutes and/or meeting summaries are not available for every meeting conducted during 1995 and there are no records of meetings conducted during 1996. Conducting Customer Advisory Groups is done on a decentralized basis, and many of the offices contacted to respond to this RFI indicated that they did not retain records for prior years. The attached are “minutes” that were found. They were not in complete sentence form and are reproduced as they exist.

�Customer Advisory Group Minutes



Texas City La Marque/October 26, 1995



Customer Comments



TNP provides good customer service

TNP is a very good community partner

Communication with customers is the key



Customer Suggestions



We need programs for at-risk customers/low income

Specifically help the elderly with decreasing income - give them a break

What about a business, community, utility partnership

Volunteers need to tutor students from 3-6 with 1 hour of volunteer time (Texas City, Park and Rec)

What about help with youth programs during the summer months

How about new home audits and existing home audits

Also energy audits for churches

Continue to build good customer relationships



Dickinson, October 25, 1995



Customer Comments



Rates, pricing is too high

You say TNP pays 5.5 cents per kwh. What do you pay for generating in your facility

Can you tell when power is out or line is down without customer call

We have always received good service from TNP - with outage the TNP representative gave me a approximately (sic) timeline of when service would be restored

TNP is doing it the right way, before competition forces the decision to provide service

Does increased competition offer us a choice now of service provider

TNP does a great job here in the community, sometimes even refers customers where he can get service cheaper

Do you support the Green Light program

Bill is impressive



Customer Suggestion



Advertise that TNP does audits

Would like to see kw detailed per month

Should have a newsletter with interesting to the customer information

�We need more streetlights because of gangs and break-ins

Information needed on energy efficient programs

Would like TNP to have an assistance program for senior citizens

We have very old homes in our community that are not energy efficient. How about some energy audits.

Provide the consumer with advice on consumption

Show a chart of how money collected is allocated - annual report

It pays to advertise, what about putting information in newsletter about programs and services, efficiency ratings of appliances, rebates and audits

Have you ever looked at other model for service, such as Lubbock

Display energy efficiency models



Question to customers: What about TNP’s office hours. Would you like to see us open at different hours?

No, drop box works fine.

Hours are okay.



Friendswood/Alvin, October 26, 1995



Customer Suggestion:



Programs that assist the elderly with bill payment

Support for teen court

Assist with the development of an after-school program

homework

care program (Westwood)

Program that would inform customers what to do in an emergency situation such as natural disasters - information pamphlets

Bike safety awareness programs, such as special lanes for bikes only



Olney, Texas, Oct. 12, 1995



Questions from Customers



Is Comanche Peak the reason TU’s rates are high?

How is money collected from stockholders to support the Customer Connection Program?

�TNP’s board agreed to give funding to local community via the Customer Connection Program?

Has the number of customers switching to the co-op leveled off?

What happens with the local hospital changing to the co-op?

Why didn’t you negotiate with customers for competitive pricing?



Concerns



How about a program that provides aid to citizens below the poverty level (such as programs sponsored by TU and other utility companies that subsidized low-income/seniors bills)

Allocate funding for low-income on a more equal basis by using per-meter equations

�General Support Statements:



What TNP is doing in the community needs to be told on a more consistent and frequent basis (difficult to get local paper to print news about TNP)

We understand that when a disaster happens TNP is more likely to have service restored sooner than the co-op

TNP has always been a positive influence in the town, with the help of Glen and TNP engineers we were able to get a $50,000 grant for schools

We hope TNP is able to stay in business until they can get their rates competitive. We know that there is a 30-40% difference in rates between TNP and the co-op

We like having a local TNP office in our town

Dislike having to call a 800 number for service (like with Lone Star Gas)

�Other Services TNP can Provide



Consultant service that would provide information on energy efficiency of HVAC

Will determine payback of installing new efficient HVAC equipment

Sell and install setback thermostat

Appliance repair service provided by TNP

TNP to have energy conservation program providing information on:

payback time of retrofits

replacement of energy units, etc.



Develop formal program with chamber for economic development

Help school with vocational training by using students to help implement conservation programs such as retrofits/replacement of lighting

�Princeton, Oct. 30, 1995



Customer Suggestions



Why doesn’t TNP provide an answering machine to provide customers with information on power outages

Are there plans to extend the 3-phase service in the Princeton area

how about help in beautifying Hwy. 380 with planters, etc.

parks, schools and city have a joint project to cover the pavilion. Can TNP help?



General Comments



(Local office reference) Not having deposits is not a good idea. You should bring back the deposits.�TNP around here is like the fire department - everyone pitches in and helps

Service is good from TNP here

Customer service problem on meter read - only wanted to know if TNP would recheck the meter read. Was given too much other information before agreement ws made to check meter. Hasn’t had this problem in over a year.

�Balance Budget program may be more effective to have consumers pay a little more and get a refund vs. paying too less (sic) and having a big settlement bill

Meter readers need to check and make sure they are accurate when reading the meters

Budget Bill presented a problem for the elderly - did not understand the program - received balloon payment at end?? (Maybe not TNP customer)

Need to better educate the customer

Continuous customer education

Better one-on-one communications with customers

TNP needs to be proactive and flag and call customers when there is a billing problem



Pecos/Kermit, Nov. 9, 1995



Customer Comments



Would like to see a payment box in Toyah at the city

Would like to see information on the back of the bill

Bill inserts are not read

Customers like the usage graph on the bill

Place a poster in the Toyah Post Office on the Customer Connection Program

Pecos would like  a focus on Economic Development

Pecos would like TNP to help with getting access to the internet

�

Whitewright, April 11, 1995



Gloria Roberts welcomed everyone and introductions were made. Gloria discussed some changes in TNP since last meeting.Larry Dillon discussed Retail Wheeling and explained that TNP does not endorse it as is proposed but is open to proposals not harmful to customers.



TNP is presently working on making our rates competitive. Recently we renegotiated a lignite/coal plant that will result in a 20% reduction in fuel, this will allow a 2% decrease in fuel cost for our customers. And an additional 2% for customers as soon as settlement is okayed by PUCOT. TNP looking at other ways to reduce our rates. There should not be any rate increases for next five years, things are looking positive in that regard.

�David Dotson made a presentation with the help of Hazardous Hamlet on the Dangers of Electricity and other Safety programs TNP has available for children of all ages. He invited everyone to the Safety Fair at Pilot Point Construction Center on April 19th. He also discussed the Arcing Demonstrations for school age or adult civic groups.��Linda Criner discussed pilot programs for Scholarships for High School Seniors, four year and 2 year institutions. She said thought was being given also to technical schools (due to other Customer Advisory Meetings suggestions)



Linda then discussed with the help of Larry Dillon and Larry Laux, the Mini Grant program supporting teachers in the classroom particularly for Math, Science and Energy Conservation. The proposed start time for this project will be the beginning of the next school year.



The Customer Connection Program was explained. Larry Dillon told how employees of TNP had already donated $12,000 and that TNP would match dollar for dollar any customer donations. He emphasized that these monies would not be for payment of electric bills but, would go to projects in the communities that are charitable organizations falling under 501C with the Internal Revenue Service.

�Other mention was made concerning a project TNP is involved in with the Girl Scouts and Boy Scouts. Safety Kits are being donated to these organizations. TNP is working on donating 286 computers with software to communities we serve (thirty of these will be available by the end of June). Due to mention of this program at the first Customer Advisory Meeting, we have already received twice as many requests as are machines available.,

�Also, TNP will work with communities and cities by creating a catalog system for items that they might want to donate .Economic Development was discussed, there are fifty communities served by TNP that are actively involved in Economic Development. TNP will take an inventory of buildings available in our communities.



Linda Criner showed story boards on proposal for new van that could go to various events and got comments from Advisory Group



Larry Laux made available a toll free number to Ft. Worth for anything the Customer Advisory Group would like to discuss. That number was 1-800-435-2822.



Questions and concerns and considerations:



Take scholarship applications from students in our service area even if they attend a school we do not serve

Consider using Bulletin Board on Internet outreach

Will Auto Draft customers be able to contribute to customer connection?

Be sure all schools are listed on the application next year. Example: Whitewright.



Meeting adjourned.



Customer Appreciation Luncheon Overview

Lewisville, June 17, 1997



On Tuesday, June 17th, (1997), the Lewisville Business Unit hosted an appreciation luncheon for some of our largest customers.  There were fourteen customers in attendance including representatives from: Texas Instruments, Vista Ridge Mall, Columbia Hospital of Lewisville, Universal Fixtures and Displays, Target, Lewisville Independent School District and the City of Lewisville.

	TNMP attendees included Gloria Roberts, Larry Dillon, Allen Aars, Rory Baggett and Shelley Kaehr.

	Larry Dillon gave an update on competition and several attendees had questions about the future of the electric utility industry.

�Gloria Roberts developed a new card listing emergency contacts to give to these large industrial customers.  This concept was greatly appreciated by everyone who attended.  The idea will be to distribute these to our customers--even those who could not attend--to help them feel confident as to who to contact for service during times of emergency.



Shelley Kaehr distributed a survey which asked specific questions so we may better serve these customers.  The questions are as follows:

Does TNMP meet your service expectations?   		Everyone answered yes.

Do TNMP reps call on you too much or too little?	All but two said the call frequency was just right.  Xerox said calls were too seldom, however, this is a brand new manager and we feel that perhaps she was previously not aware of how much we actually call on their company.  We have invited her to attend some community functions with us since she is new in town, so we hope to be able to attend to her needs.  The second respondent who said calls were too seldom was one of the representatives at Vista Ridge Mall.  He did say, however, that lately this was improving since we make a point to personally bring his bill to him every month, which he said he appreciated.

When you have questions, do you know where to call to get the answers you need?  		Everyone said yes, and five respondents actually listed Gloria Roberts, Allen Aars and Shelley Kaehr by name. 

What can we do to better serve you?  	A variety of answers including:

advance notification of planned outages or construction work which may       cause outage

assistance in selecting KWH suppliers and help understanding co-gen or alternative fuels

harden the system against outages

offer rebates

bury power lines in Lewisville to improve aesthetics of our community

provide advanced notification of rate increases a.s.a.p. so budgets can be planned

tell us what we can do to help competition get here sooner (Larry Dillon addressed this in his talk and encouraged everyone to contact representatives and elected officials)

give specifications for co-gen power quality

have more frequent get-togethers like this one so we can discuss these things with other business people and share ideas

LOWER RATES!!!! ----Everyone mentioned this in addition to these other items

�5.    What other services could TNMP provide you with that you would be willing to invest in

       to add value to your business?

A variety of answers including:

assistance in selecting KWH suppliers and understanding alternative fuels

education programs for employees on energy saving tips

school education programs 

power monitoring for outages—a duration and voltage interruption report for each occurrence

Power factor improvement survey and help solving low power factor problems

supply a service to audit commercial accounts for energy savings



After the survey was completed, the floor was opened up for questions, most of which were already answered during the competition update.



Everyone said they enjoyed themselves and it was a very positive experience.  We plan to hold two more luncheons in the next two months to give us the opportunity to meet with more customers.  The next luncheon will be on Thursday, July 24th, and the last one will coincide with the electric car demonstration planned for Lewisville on Thursday August 14th.  We hope customers will be able to test drive cars and  follow that up with a luncheon and discussion.



Clifton, Oct. 17, 1995



A Customer Advisory Group meeting was held on October 17, 1995

in the Clifton Area Office with employees in attendance being Larry

Dillon, Larry Laux, Linda Criner, Jim Cosper, John Gibson, Randal

Latham, and Danny Baize.  There were 42 customers from this area

invited and 18 were present.  Those in attendance were as follows:



 	Harold Vandiver

	Jim Cowan

	A. D. Woody, Jr.

	James Pool

	Sandra Ethridge

	Milton Rainwater

	Claude L. Burns

	T. P. Golden

	Gary Adrian

	Dr. Sharon Miles

�	Kenneth Judy

	Truman Blum

	Ernest Chaney

	Harold Forsythe

	Gerald McDowell

	Ken Baucum



The following customer concerns were voiced during the meeting:



What about the company providing a service to protect

electrical equipment/surge protection?  This  customer was informed

that the company would investigate his  concern and would  consider 

installing additional lightning protective devices (MOV Arrestors) in

his area of concern.



It was suggested to get the company involved in Distant

Learning (the use of  fiber optics/telecommunication), in the

classroom.  Would TNP be able to assist the schools with this

project?   The customer was informed that TNP is not involved in this

program at this time.  It was discussed that the cost would be

significant and might  be evaluated in the future.



It was said that TNP needed to be involved with economic

development.   The group was told that the Economic  Development

training is scheduled at this time with Mr. Chip Bauer of Bauer and

Associates.  The first training workshop has been scheduled for

October 24th in one location in this area with others planned.



It was requested that the small towns (Morgan) need to have

TNP's involvement.  Could they use our equipment to help them?  The

group was informed that TNP is willing to work with communities on

special projects (ie: beautification programs and clean up days

etc.).



The group asked about supporting a beautification project.  

TNP further commented that tree trimming equipment could be utilized

in some instances.  



It was asked about assisting the towns with "Total Quality

Management"?  Mr. Larry Laux explained that TNP is prepared to assist

our communities but not to be responsible for total projects.

�Will there be an 800# that customers could call to report

power failures or some means of letting customers know that the

problem for their community has been reported and TNP is working on

the problem?   The group was informed that TNP is currently exploring

this possibility.



There were several comments from the group about TNP's service. 

Some of which were:  



TNP has been a tremendous help in reduction of school bills. 

Why wasn't this done before?



TNP provided the Rio Vista Cow Pasture Bank with back-up

power at a savings.



TNP with Jim Cosper's help consolidated the bills (summary

bills) at the local level as a service to the City of Morgan.  This

service is not yet available to customers from CIS, but TNP hopes to

implement this procedure soon. As in the instance above, this

procedure can be accomplished manually until automated through the

CIS system.



A special thank you for Jim's participation at the local

council meetings.



The Whitney school would also like to add its appreciation

and thank you for TNP support and participation with projects.



What we want from TNP is reliable service at the lowest possible cost.



Everyone in attendance seemed to appreciate the opportunity to

express their comments and concerns to our company.





�115.	Have any representative of community action agencies or other low-income energy assistance providers been appointed to serve on any of TNMP’s Customer Advisory Groups?  If yes, please list the name and title of the person serving on the advisory group, the name of the agency which the person represented, and the topic(s) addressed by the customer advisory group to which the person was assigned.



RESPONSE:	Membership on Customer Advisory Group is voluntary and open to the public. In 1997, one member of a Customer Advisory Group was identified as being with a community action agency or low-income energy assistance service provider. That member is Joe Gambill of Nocona, Texas, who is part of the Utility Assistance Program. For 1998, Lewisville has added two members who represent such groups: Barbara Carey, Non-Profit Business Development Director, and Mik LeGalley, Community Services (pending acceptance).
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SPONSOR:		Larry W. Dillon

ATTACHMENT(S):	None.








