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Dear Commissioner Kennedy:

Thank you for your December 13, 2019 letter regarding the rate compare tool. As you

point out, there were a number of customers who experienced difficulties with the tool

and our new rates, many of whom contacted APS, the Commission, or both, to express
their frustration.

In addition to the 12 customer inquiries attached to your letter, we have independently
searched our records and identified 17 customers (Attachment A) who were referred by
ACC Consumer Services to APS’'s Consumer Advocate's office between August 18, 2017
{(when new rates were approved) and November 14, 2019 (the date on which we became
aware of the issues with the tool). These complaints, as well as those included in your
letter, fall into the following categories:!

Customer confusion with the methods the rate compare tool used to
recommend a most economical plan.

Several of the initial complaints were due to the tool’s reliance on customers’
historic energy use,? which did not reflect any modification of future customer
behavior in response to the change in on-peak hours. This resulted in overstated
projections that alarmed some customers. This is evidenced in Complaint 2017-
144624/Customer A, Complaint 2017-147253/Customer B, Complaint 2018-
147802/Customer C, Complaint 2018-148565/Customer D, Complaint 2018-
147586, Complaint 2018-148703, and Complaint 2018-150938 from your letter.

To address this, APS adjusted it's Rate Comparison messaging to make customers
aware that most of the estimated large increases the tool was displaying were
based on historic usage and did not account for any changes in customer’s energy
use.

* All of these informal complaints were addressed under the procedures established in Cammission rules. See A A.C. R14-2-212 and R14-2-
312,
*Based on 12:00 to 7:00 pm or 9:00 am to 9:00 p.m. on-peak use rather than the new 3:00 to 8:00 p.m. on-peak hours.
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APS also responded to these concerns by enhancing our training of customer
service advisors to ensure that they provided customers with clear, concise, and
detailed explanations of our new rates and instructions on how to interpret the rate
comparison tool,

APS is aware that our new rates have been challenging for some customers to
understand. As stated at the Open Meeting, we are committed to working with the
consultant that the Commission selects to help improve customer education and
understanding of the new rates, as well as collaborating closely with stakeholders,
especially those who represent consumer advocacy groups.

Technical difficulties that made the tool unavailable at certain periods.

There were times in 2017 and early 2018 when customer use of the tool exceeded
its bandwidth, preventing customers who wanted to access the tool from doing so.
These bandwidth issues are what led APS to seek an alternative solution and the
selection of GridX for our website tool. This is reflected in customer Complaint
2018-150329 from your letter. Customer ‘D’ also raised this issue. Customer
Complaint 2019-158588 was part of a small subset of customers that were unable
to view their rate comparisons for a short period of time due to technical
difficulties. The issue was resolved restoring customer’s ability to view their rate
comparisons. Additionally, in response to the complaint, APS performed a rate
comparison on the customer’s behalf and sent them the detailed information they
were seeking.

Non-AMI and Solar customers’ inability to use the tool.

There were also three customers (Complaint 2018-148572, Complaint 2018-
150528, and Complaint 2019-159781 from your letter) who expressed frustration
with their inability to utilize the online rate comparison too! due to their status as
non-AMI or solar customers.

As discussed at the Open Meeting, the online tool is unable to accurately model a
solar customer’s most economical plan due to the fact that it cannot accurately
project solar production. Similarly, non-AMI meters do not track customer usage
data and therefore the tool is unable to model a rate recommendation. However,
solar and non-AMI customers can speak to APS’s customer service team members,
who have manual tools to assist customers in identifying their most economical
plan.

These issues are important to address. However, we want to make clear that the
complaints identified in your letter are completely unrelated to the error that caused the
tool to generate inaccurate rate plan recommendations for some customers beginning in
February, 2019, We make no excuses for the error. As stated at the December 11, 2019
Open Meeting, we have committed, and remain committed, to rectifying the situation for
those customers impacted. As APS Chief Operating Officer Jeff Guldner expressed to the
Commission:

We have not met your, nor our own, expectations, in helping our
customers understand their rate options. For this [ want to personally
apologize to customers affected by that error. It is our responsibility to do
better, and you have my commitment that we will do better.
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We originally planned to address the situation by providing a bill credit to all customers
who switched to a plan other than their most economical plan between February and
November of this year. We continue to believe that a bill credit is the most efficient,
effective, and customer-friendly option for correcting the error for impacted customers.
However, because of your request that we provide refund checks, APS has made the
decision to issue checks instead of a credit, regardiess of amount. These refund checks
will include an additional $25 payment to compensate customers for the inconvenience
they may have experienced as a result of receiving an inaccurate recommendation.

Our commitment to you and to the entire Commission, is that we will do better. As stated
at the Open Meeting, we have retained the Brattle Group to test and affirm the accuracy
of the new tool’s calculations and recommendations, and will provide their report when it
is complete. In addition, we are implementing new internal controls and processes to
ensure that customer complaints are brought to the attention of Company management,
and we have begun to host monthly stakeholder meetings with representatives of
consumer advocate groups to ensure that our customer messaging, bill information, and
rate compare tool are designed with the customer in mind, to maximize and improve the
customer experience.

We acknowledge that there is more work to be done to repair the loss of public trust.
These changes, processes, and stakeholder meetings are a good first step and will help us
to meet our customers’ expectations and yours.

We appreciate your commitment to our customers and your insistence that we restore
their trust and improve our delivery of service to them. We look forward to continuing our
dialogue with you and are committed to frequent reports to the Commission regarding our
efforts.

We hope this letter addresses your concerns. Please let us know if you have any further
questions.

Sincerely,

fff;”//’/@% 2. /7(%’17 //é d’%

Barbara Lockwood

Attachment
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Arizona Corporation Commission
Utilities Complaint Form

Investigator: Mary Mee Phone: 802-542-7273 Complaint Date: 8/30/2017
Complaint Number: 2017 - 144731 Priority: Respond within 5 business days
Complaint Rates and Tariffs - Explanation of Closed Date:

Codes:

First Name: [} Last Name: |} Account Name: [N
Address: I

city: | Gz State: [Jj Zip Code: |l

Home : I

Company: Arizona Public Service Company Division: Electric

For Assignment {602) 250-2048 ConsAdv@aps.com

Nature Of Complaint

called APS and spoke with |JJjiij to find out about rate plans available to him and how they
would affect his bill. He needs to adjust his usage to the new off-peak hours and has a device that does this
system wide in his house to allow the pool pump and other large energy users to mostly work during off-
peak. He is very conscience about his usage and states he as very low on- peak usage.

advised him he had 2 plans available. His current bill for August was $270 but the price he was
given based on that usage for the 2 available Saver Choice Plus and Max plans were $425 and $460. He is
not happy that the rate increase resulted in his bill going up to that amount, and he wants to verify that the
information is accurate.

For the Utility:
Please advise is there record of customer's call.
What factors were taken into consideration when provided with cost comparison?

Please contact customer and provide statement to Commission staff.
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