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Executive Summary

The mission of the Georgia Public Service Commission (“PSC” or “Commission”) is to ensure that consumers receive the best possible value in telecommunications, electric and natural gas services and to improve transportation and pipeline safety.  The PSC’s vision is to:

· Be an organization that is recognized for its leadership, responsiveness and competence. 

· Be an organization that provides consumer protection, safety, quality of service and choice in the telecommunications, energy and transportation markets by emphasizing education, technology, partnerships and continual improvement. 

· Be an organization that makes reasoned decisions that balance multiple interests and produce the best possible long-term results.

Although the telecommunications, natural gas and electric industries are becoming more competitive, the PSC recognizes that its responsibility to ensure that utility services are reliable and reasonably priced has not changed. Georgians should continue to have access to high quality utility services whether those services are priced in a competitive market or through economic regulation.   

Public safety is a priority in both the State’s Strategic Plan and in the PSC’s Strategic Plan.  The Commission enforces natural gas pipeline and commercial vehicle safety regulations. These programs are focused not only on detecting and correcting safety violations, but also on preventing pipeline incidents and commercial vehicle accidents.  The PSC enhances public safety through an active inspection program, the enforcement of safety standards and through education of the industries and the public.

State agencies have been challenged at every level to look at their operations in new ways.  The PSC continually looks for ways to improve the efficiency and effectiveness of agency operations. The Commission has identified several key areas where it may deliver services to citizens in a more effective manner.

The PSC interacts with numerous individuals and organizations and demonstrates a commitment to these customers and stakeholders through consumer protection, public information and education. The Commission continues to expand its consumer protection function.  The PSC has adopted strategies to increase and intensify agency-wide public information and education efforts and to work cooperatively with its network of internal and external partners in the public and private sectors. 

The PSC has greatly enhanced access to public records and improved the efficiency of agency operations through the installation and a state of the art computer network.  Public access to information will become more critical in the future.  As regulated industries become competitive, the PSC will be the principal source of objective information for the public concerning the performance of utility service providers. 

The strategic directions of this plan relate to four areas: Economic Regulation; Pipeline and Transportation Safety; Internal Operations and Information Technology; and Consumer Protection and Public Information. The PSC strives to be a leader in both utility and transportation matters, to be responsive to customers and stakeholders, and to maintain and develop a technically competent staff.  This plan provides for consumer protection, safety, quality of service and choice in the telecommunications, energy and transportation industries by emphasizing education, technology, partnerships and continual improvement.  Strategies to improve our internal operations will ensure that the Commissioners have the data and technical support needed to make decisions that balance multiple interests and produce the best possible long-term results. These strategies are designed to make the PSC’s vision a reality.
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trategic planning must be viewed as an ongoing process and not an isolated event.  Through this process, the principal members of an organization envision its future and develop the procedures and operations necessary to realize that future. By engaging in strategic planning, the Commissioners are given an opportunity to communicate their ideas, values and concerns to one another, the members of their staff and their customers and stakeholders. The 1999 Georgia Public Service Commission Strategic Plan addresses the regulation of the telecommunications, electric, natural gas and transportation industries, as well as internal operations and external relations. 

1999 Strategic Planning Process at the Georgia  PSC

In 1993, Senate Bill 335 required that state agencies engage in strategic planning.  As part of this initiative to improve state government, top staff at the Commission attended training and strategic planning meetings. Strategic planning teams were instituted as an integral part of agency operations.  In late 1996 and early 1997, a series of planning sessions were conducted to develop the PSC’s first strategic plan in July 1997.  The 1997 planning process proved effective and, thus, was continued to prepare the 1998 PSC Strategic Plan. The Commission’s 1999 Strategic Plan is a continuation of the plans of the last two years.

strategic planning teams 

Seven strategic planning teams are currently active at the Commission. Most of these are integrated into the day-to-day work process at the PSC.  Others are used as needed to address relevant concerns. Each of the affected units is represented at these meetings. The strategic planning teams focus on the following topics: 

· Telecommunications 

· Natural Gas

· Electric

· Budgeting 

· Motor Carrier Safety Assistance Program Planning

· Administrative Standard Procedures

· Information Technology

The Telecommunications, Natural Gas and Electric Teams meet each month to assess progress on all matters affecting the respective industries and their customers. The team approach has proven to be invaluable for ensuring that cases are processed effectively and that issues are identified and addressed consistently within the agency. The Budgeting Team coordinates the preparation of both the results-based budgeting measures and the annual zero-based budget. The Transportation Division established a Motor Carrier Safety Assistance Program (MCSAP) Planning Team to facilitate the preparation of the annual MCSAP grant for federal funding and to monitor progress made by the project teams responsible for carrying out the planned objectives.  The Information Technology Team meets as necessary to coordinate planning, purchasing and implementing information technology resources. Last year, the PSC formed the Administrative Standard Procedures Team to identify, evaluate and improve the administrative procedures employed by the agency. 


A variety of benefits have been realized by incorporating these teams into the daily operations of the agency.  Planning is no longer an annual event, but rather an integral part of the PSC’s ongoing processes.  Staff members have eliminated duplicative work identified during the cross-divisional team meetings.  And, most importantly, increased involvement of staff has had a positive impact on teamwork and morale.

Strategic Planning Sessions 

Throughout FY99, the strategic planning teams of the PSC met to implement the projects needed to achieve the objectives identified. At the conclusion of each quarter, status reports were prepared to monitor the progress being made in achieving the agency’s strategic objectives. In August of 1999, representatives of each division met for the purpose of identifying changes to the 1998 strategic plan. Subsequently, the 1999 Strategic Plan was refined, finalized, and adopted by the Commissioners. 

Mission and Vision Statements

Mission Statement:

The mission of the Georgia Public Service Commission is to ensure that consumers receive the best possible value in telecommunications, electric and natural gas services and to improve transportation and pipeline safety.

Vision Statement:

Be an organization that is recognized for its leadership, responsiveness and competence. 

Be an organization that provides consumer protection, safety, reasonable access, quality of service and customer choice in the telecommunications, energy and transportation markets by emphasizing education, technology, partnerships and continual improvement.

Be an organization that makes reasoned decisions that balance multiple interests and produce the best possible long-term results. 

Links to the State Strategic Plan

The State Strategic Plan sets forth six strategic priorities to move Georgia into the future. The Public Service Commission has responsibilities and activities that impact all six areas and has identified in this plan strategic directions and objectives to further the statewide goals. 

Economic Development

The economic development of Georgia is a key focus in the State Strategic Plan. It is imperative for Georgia to have the foundation and infrastructure necessary to foster financial growth.  Utility industries regulated by the PSC provide essential services—maybe the most critical to a healthy economy.  Without adequate, reliable, safe and affordable electricity, telecommunications, natural gas and commercial vehicle transportation, economic growth is not possible.  Reliable electric and gas supply at affordable prices is vital to industrial development.  Business cannot thrive without access to technologically up-to-date telecommunications services at affordable rates.  Since 1995, the Commission has spent a significant portion of its time and resources in opening the regulated utility markets to competition. In doing so, the PSC has endeavored to ensure that the quality, reliability and affordability of these important services are not impaired. The PSC has always supported economic development in Georgia. The Commission has approved discounted rate proposals that assist in retaining existing businesses and serve to encourage new businesses to locate their operations in the state, e.g., Georgia Power Company’s successful economic development rates for electric service. 

Public Safety

The state’s plan acknowledges that “Government is responsible for public safety. To accomplish this, the state must maintain well-trained, effective law enforcement.”  The PSC’s forty-one enforcement officers are stationed in various locations around the state to enforce commercial motor vehicle safety regulations. The Commission’s six pipeline safety inspectors ensure that intrastate natural gas pipelines are designed, constructed, operated and maintained in compliance with precise safety standards.  Both of these functions focus on preventing accidents and incidents that could adversely impact public safety.  The PSC also inspects trucks and pipelines to detect safety violations and ensure that corrections are made.  In the event of an incident or accident PSC officers and inspectors are called upon to investigate whether non-compliance with safety rules was a factor and what action to take to prevent a reoccurrence. Under state law, the PSC is the agency responsible for ensuring rail safety. In concert with other state programs to encourage the use of passenger rail service to meet Clean Air standards, the Commission hopes to obtain the funding necessary to staff the rail safety function. 

Efficient and Effective Government


The Commission believes that delivering services to citizens in the most efficient and effective manner should be a primary concern of this agency.  The PSC has identified numerous strategic objectives to focus its resources on achieving results in the most efficient manner possible. The combination of strategic planning and use of information technology has been the means for accomplishing this objective. With an increasing workload and decreasing resources, the Commission has found ways to effectively process its caseload with the minimum number of staff members. Some of the streamlined regulatory processes include alternative dispute resolution, use of technical workshops and collaboratives, making some tariff filings optional, consolidating reporting filings, and implementing alternative regulation. 

Human Services

The quality of life for all Georgians is a priority in the State’s Strategic Plan. Electricity, telecommunications and natural gas are an integral part of modern life.  To enjoy even the most basic standard of living, Georgians must have access to utility services that are reliable and reasonably priced. With the turn of the century, Year 2000 computer issues could threaten the availability of these critical services. The PSC has been called upon by the General Assembly to use its resources to assess and encourage the readiness of utility service providers to prevent computer problems caused by the Year 2000. In doing so, the Commission will take all actions necessary to ensure that these providers are able to make their essential services available to all Georgia citizens as the Year 2000 arrives. Other programs through which the PSC enhances basic human services include the Universal Access Fund for telecommunications, the Universal Service Fund for natural gas and Telecommunications Relay Services for persons with hearing and speech disabilities. These funds are designed to ensure that essential services are available to all citizens of the state regardless of their individual needs. 

Environment


Although the PSC is not an agency with primary responsibility for environmental issues, this agency impacts the quality and health of the environment in a number of ways. PSC transportation officers enforce regulations on the safe transport of hazardous materials throughout the state and assist in investigating the cause of spills when a commercial vehicle is involved. Commuter and passenger rail are being proposed as alternative modes of transportation to improve air quality. An essential part of this approach should be a PSC rail safety program to ensure passenger safety and bolster public confidence in this alternative transportation method.  Environmental issues have been raised in PSC proceedings involving energy companies in order to ensure that they have the financial capability to comply with all applicable environmental laws and to prevent PSC decisions from having any unintended adverse environmental consequences. Examples of these include Clean Air Act compliance, nuclear waste disposal and clean up of coal tar sites. Pipeline replacement programs ordered by the Commission will significantly reduce methane emissions around the state.   Further, all PSC employees have been called upon by the Governor to reduce emissions from their automobiles by carpooling, telecommuting, linking trips, using mass transit, biking and even walking in order to improve air quality. 

Education

In the future Georgians will see education as a lifetime pursuit. The availability and affordability of reliable service from regulated utilities directly impact education in the state, e.g., without electricity and a modern telecommunications system, distance learning would not be possible.  In addition the Commission uses education in many areas to assist its stakeholders.  The Transportation Safety and Pipeline Safety Units conduct educational programs for carriers and operators in the industry to teach safe practices to prevent safety-related accidents.  Consumer Education, Public Information and Utilities Division staff disseminate information about changes in the regulated industries and customer protection issues.  For example, staff responded to thousands of customer inquiries about selecting a natural gas marketer. Education is a primary way of demonstrating commitment to the PSC’s customers and stakeholders, which include all Georgia citizens.  

Major Strategic Directions and Associated Strategic Objectives

The PSC has adopted four major strategic directions:

1. To Ensure That Reliable Telecommunications, Natural Gas, Electric And Transportation Services Are Available And Reasonably Priced Either Through Effectively Competitive Markets Or Through Economic Regulation.

This strategic direction relates to the economic regulation of the electric, telecommunications, natural gas and transportation industries. Historically, electric, telecommunications, and natural gas customers have been served by a single monopoly provider that charged rates set by the PSC through economic regulation.  Now some of the services provided by these industries—such as telecommunications and natural gas—have been opened to competition. The Commission will continue to regulate the residual monopoly services of these industries and ensure universal service as it is defined for each industry. This strategic direction asserts that although the role of the PSC is changing with the introduction of competition, its overall responsibility to customers remains the same. Prices paid by customers should be fair and reasonable whether the service is purchased from a monopoly utility or from a competitive provider and that service should be adequate and reliable. 
2. To Enhance Public Safety Through The Pipeline And Transportation Safety Programs.

This strategic direction relates to public safety.  The Commission is responsible for both natural gas pipeline and commercial vehicle safety.  The PSC works closely with the federal government to enforce national safety standards and regulations in both of these areas.  In the future the Commission will further enhance public safety through a rail safety program. 

3. To Enhance The Efficiency And Effectiveness Of Agency Operations.

The third strategic direction focuses on improving the efficiency and effectiveness of internal operations. The key areas that comprise the internal operations of the agency are work processes and information, human resources, and financial resources.  Strategies have been identified for improving each of these areas.  The effective use of information technology will be instrumental in improving many internal operations.   The Commission has streamlined its regulatory processes through alternative dispute resolution, use of technical workshops, collaborative efforts, partnerships and other innovative approaches. 

4. To Demonstrate A Commitment To All Customers And Stakeholders.

This strategic direction focuses primarily on consumer protection and education, but also addresses other external stakeholders.  Because of the complexity of the PSC’s responsibilities, there is a continual need to interact with numerous private and public organizations. The Commissioners and staff have established a network of contacts and working relationships with their customers and stakeholders. However, as the role of the agency evolves it must expand and intensify these ties.  By using information technology, such as the Internet, the PSC will be more accessible to the public. The PSC demonstrates its commitment to customer service through increased outreach and educational initiatives and timely responses to requests for action or information. 

 In the remainder of this plan strategic objectives are set forth for each of these four strategic directions.  Accomplishments to date, work-in-progress and future projects relating to achieving PSC goals are noted herein. 

STRATEGIC DIRECTION  1.  To Ensure That Reliable Telecommunications, Natural Gas, Electric And Transportation Services Are Available And Reasonably Priced Either Through Effectively Competitive Markets Or Through Economic Regulation.

Historically, the PSC has been responsible for setting the rates charged by telecommunications, natural gas, electric and transportation companies through economic regulation, and for establishing and enforcing quality of service and customer service standards. The telecommunications, natural gas, and electric industries were previously characterized as natural monopolies.  Now each of these industries is evolving from a monopoly market structure where customers are served by a single provider to a competitive market where customers can choose from multiple providers for certain services.  Some services will continue to be monopoly services regulated by the PSC.  The pace of competition varies among these industries. In the telecommunications industry, long distance service has been competitive since January 1984.  In 1995 and 1996 local telephone service was opened to competition by state and federal legislation.  In 1997 Georgia restructured the natural gas industry to allow competitive commodity sales.  Discussions about restructuring the electric industry are underway at both the state and federal level, although no statutory changes have been made to date. 

As competition in these industries develops, the role of the PSC will change.  Where feasible, the prices charged for utility service will be market-based instead of being directly set by the Commission.  Some services will continue to be provided by a monopoly, such as distribution services, and will be offered at rates approved by the Commission.  A primary function of the PSC during the implementation and transition period will be to set the ground rules to enable competitive markets to develop.  Another primary objective is to ensure universal service for all Georgians.  Once full competition is achieved the Commission’s role will be to arbitrate disputes among the providers in the market, to ensure that the competitive market is operating effectively, to ensure universal service and to regulate residual monopoly services.  The agency’s role in ensuring quality of service will, in all likelihood, expand.  As the number of providers in each of these industries grows, the opportunity for harmful practices to occur will increase.  The public’s need for accurate, objective information regarding these practices will escalate. 

For many years the PSC set the rates charged by motor carriers.  However, economic regulation of transportation companies has diminished over the past two decades. At this time the PSC has price-setting authority over household goods, bus (other than charter) and limousine carriers and is responsible for permitting and certifying intrastate and interstate motor carriers. 

For each of these industries the PSC has identified the same strategic direction: To ensure that utility services are reliable and reasonably priced either through effectively competitive markets or through economic regulation. The following sections detail the strategic objectives that relate to this strategic direction by industry: (1) Telecommunications; (2) Natural Gas; (3) Electric; and (4) Transportation. 

A. Telecommunications Industry

To successfully establish a competitive market in telecommunications the Commission has been called upon to implement both the state and federal Telecommunications Acts in a manner that maximizes the benefits of competition while minimizing its detriments.  The benefits of competition can be lower prices and better service to the maximum number of customers.  Potential detriments include unfair pricing, increased customer fraud and deceptive business practices.  In reaching this goal the Commission has identified the following strategic objectives and strategies that comply with the laws and reflect sound regulatory policy. Appendix A of this Plan contains definitions of telecommunications terms and acronyms.  Appendix B provides a more detailed description of the telecommunications industry in Georgia and the applicable laws.

Telecommunications Strategic Objectives

 The PSC has identified two broad strategic objectives: (1) To implement a competitive market, and (2) To provide for universal service.  To accomplish the first objective several strategies have been identified: (a) Certify alternative suppliers of telecommunication services; (b) Ensure access to existing networks by alternate suppliers; (c) Implement alternative regulation; (d) Resolve interconnection and fair competition disputes; (e) Institute number portability; and (f) Monitor the development of a competitive market. To accomplish the second objective of providing universal service, the strategy is to ensure reasonable rates for rural and high cost areas as well as low-income subscribers.
Strategic Objective  1.    To Implement  A Competitive Market.

Strategy  a) Certify Alternative Suppliers of Telecommunications Services.

The Commission has been successful in certifying numerous alternative providers of local exchange service, interexchange service, alternative operator service (AOS) and payphone service. The Commission has received 200 applications from potential Competitive Local Exchange Companies (CLECs). Of these, 136 have been approved, 8 have been denied, 16 have been withdrawn, 1 has been cancelled and 39 are currently in the review process.  Not all of those with approved certificates are currently offering service to residential customers.  However, the PSC expects the level of local residential telephone competition to accelerate with the continued development and perfection of electronic interfaces, full implementation of permanent telephone number portability and a Supreme Court decision on the appropriate pricing of recombined network elements. Effective July 1, 1998, the State Telecommunications Act authorized the Commission to certificate CLECs within the serving area of Tier 2 Local Exchange Companies.  The presence of CLECs in the Tier 2 territories should also foster competition in the residential market.  The most successful residential market has been prepaid, toll-restricted service for bad credit risk customers.  As of May 31, 1999, there were 47,136 subscribers to this service.
Strategy  b) Ensure Non-Discriminatory Access To Existing Networks By Alternative Suppliers.

Access to existing networks by alternative suppliers remains one of the major impediments to effective competition in the local exchange market. The Federal Telecommunications Act of 1996 requires incumbent local exchange companies such as BellSouth Telecommunications, Inc. to provide access to its network in the same manner and quality as it provides to itself or to its subsidiaries.  On October 15, 1998, the Commission issued the entire Staff Report and Opinion regarding BellSouth Section 271 compliance.  BellSouth filed its response to the Staff’s Report on November 15, 1998.  BellSouth filed a supplementary response on December 21, 1998, which addresses issues discussed in the FCC’s Second Louisiana Order.  On February 18, 1999 the Commission issued its Second Procedural and Scheduling Order for comments addressing BellSouth’s compliance with the FCC’s Second Louisiana Decision and addressing the impact of the Supreme Court’s decision in AT&T Corporation v. Iowa Utilities Board on the Section 271 Proceeding in Georgia.  The Staff has reviewed these comments and will provide an update to the Commission at the conclusion of and in addition to whatever findings are made in conjunction with the latest developments in Docket No. 8354-U (Investigation into the Development of Electronic Interfaces for BellSouth’s Operational Support Systems) and Docket No. 10692-U (Generic Proceeding to Establish Long-Term Pricing Policies for Unbundled Network Elements). 
Strategy  c) Implement Alternative Regulation.

Prices charged for the majority of local telephone services will continue to be regulated by the Commission until full competition is in place.  As a result of Senate Bill 137, the Commission initiated Docket No. 5777-U to establish filing requirements for notification of Alternative Regulation. This docket established rules for financial filing requirements and tariff revisions under the alternative form of regulation. Presently, 22 of the 34 incumbent local exchange companies have elected to use an alternative form of regulation instead of traditional rate base regulation. Alternative regulation is largely defined by statute and limits the prices charged for basic telecommunication services provided by these companies. The Commission by order and rulemaking has begun implementation and issued interpretations of the law.  One such order issued by the Commission was appealed to the Superior Court, which reversed the PSC’s decision. Upon further appeal to the Court of Appeals, the Superior Court’s order was overturned and the decision of the Commission was reinstated.  A subsequent appeal was filed in the Georgia Supreme Court, which upheld the Commission’s interpretation of law regarding alternative regulation.  The decision was remanded to Superior Court where the Commission’s decision was reversed on other grounds.  This decision is now before the Court of Appeals.  The entire appellate process should be concluded by early 2001.

Strategy  d) Resolve Interconnection and Fair Competition Disputes.

Two new duties assigned to the Commission from both the state and federal Telecommunications Acts include resolving disputes between competing carriers and developing a marketplace that is competitive and impartial.  The Commission is continuing to work toward resolving most of the interconnection agreements as they expire and come before the Commission for resolution.
Strategy  e) Institute Permanent Number Portability.

Number portability allows customers to change their telephone supplier without changing their telephone number.  Although the FCC has ultimate jurisdiction over number portability, the Georgia Public Service Commission continues to be a national leader in adopting a permanent solution to number portability for the state.  The FCC recognized these efforts and has adopted the Georgia solution as one of the methods for ensuring the implementation of permanent telephone number portability nationwide. Permanent number portability has been implemented for the Atlanta Metropolitan Statistical Area effective August 24, 1998. BellSouth is currently developing a schedule for other areas of the state.  As competition further develops, number portability will be implemented in other local telephone markets around the state. 

Strategy  f) Monitor the Development of a Competitive Local Market.

In order to determine the number of customers as well as the access lines receiving services provided by an alternative local provider, staff has implemented a requirement under which CLECs must file monthly surveillance reports. Compilation of data from these reports will enable the Commission to track the competitiveness of the local exchange market.  As of May 31, 1999, the reports show 83,197 customers and 187,173 access lines provisioned by CLECs throughout the state.

. 

Strategic Objective  2.    To Provide For Universal Service By Ensuring Reasonable Rates for Rural and High Cost Areas As Well As Low-income Subscribers.

The Commission has the ultimate responsibility for ensuring universal access to the telecommunications network. Both state and federal Telecommunications Competition Acts address reasonable rates for rural and high cost areas.  The Georgia Act provides for a Universal Access Fund (UAF) to be administered by the Georgia Public Service Commission. The state Telecommunications Competition Act provided that the UAF be implemented in two phases, each with a different purpose.  During the first phase, O.C.G.A. §46-5-166(2)(f) provides that the Fund is to be used to achieve intrastate parity with interstate access charges.  This fund is fully operational with contributions and disbursements being made on a quarterly basis. On January 5, 1999, the Commission voted to determine that the Universal Access Fund created under O.C.G.A. §46-5-166 of the State Telecommunications Act was a transitional fund and therefore established the need to establish a permanent Universal Access Fund as provided in O.C.G.A. §46-5-167. The Commission’s decision in this regard is presently the subject of a judicial review in Fulton Superior Court.   
In July 1998 the Commission approved an agreement among all industry participants that sets forth UAF guidelines to implement access parity.  During the second phase, O.C.G.A. §46-5-167 states that the Fund is to provide a cost-based reimbursement to local service providers operating in high-cost areas of the state.  After adopting a Procedural and Scheduling Order to implement this second phase in 1998, the Commission has continued its ongoing efforts to implement Phase II of its Fund’s requirements. On June 24, 1999 the Commission heard the testimony of parties concerning bifurcation of the UAF hearing for Incumbent Local Exchange Companies with de minimus claims.  During its Administrative Session on August 3, 1999, the Commission set a cap of $1.5 million on disbursements from the Fund as a prerequisite for participation in upcoming informal workshops.     

The Commission remains responsible for implementing certain intrastate aspects of the federal Universal Service Fund (USF) and its resulting programs. The federal USF provides funding for the same purposes as the state fund, as well as for discounts to schools, libraries, and primary rural health care facilities and for assistance to low income users. The Commission plans to use the state Universal Access Fund in conjunction with the federal Universal Service Fund to ensure that Georgians pay reasonable rates for their basic services. The Commission coordinates federal and state efforts to avoid duplication.  

B. Natural Gas Industry

Ideally, a competitive natural gas market provides lower prices and better service to the maximum number of end users.  The success of opening the natural gas market to competition will be judged on whether economic efficiency is improved, fair competition is promoted, and safety and reliability are maintained or enhanced. The Commission’s goal is to implement the state’s natural gas deregulation law in a manner that achieves these benefits. To reach this goal and to fulfill its traditional responsibilities, the Commission has adopted three strategic objectives and related strategies. Appendix C provides a more detailed description of the natural gas industry in the state of Georgia.

Natural Gas Strategic Objectives

The Commission’s three strategic objectives in the natural gas industry are: (1) To implement a competitive market; (2) To ensure reasonable prices for monopoly gas services; and (3) To ensure the availability and reliability of gas supply and capacity. The strategies identified to accomplish the first strategic objective are: (a) Evaluate alternative regulation; (b) Certify and oversee marketers; (c) Assign customers to competitive gas marketers; (d) Manage the competitive market; and (e) Administer the Universal Service Fund. 

Strategic Objective  1.    To Implement a Competitive Market.

Strategy  a) Evaluate Alternative Regulation.

In November 1997, Atlanta Gas Light Company (also referred to herein as “AGL” or “Company”) filed an application with the Commission to have its rates, charges and services regulated under an alternative form of regulation. The Commission subsequently ruled in June 1998 that AGL did not meet the requirements for alternative regulation and denied the Company’s request. A request was made by the United Cities Gas Company, the state’s other investor-owned gas distribution company, to make permanent its existing method of performance based rate-making.  Although this request was not granted, on May 19, 1999, the Commission did vote to extend United Cities Gas Company’s manner of performance based rate-making for a period of three years. 

Strategy  b) Certify and Oversee Marketers.

On October 6, 1998, the Commission issued Interim Certificates of Authority to nineteen gas marketers, enabling them to sell natural gas to customers in nine Atlanta Gas Light Company service areas starting November 1, 1998. Since then, four of these marketers have voluntarily surrendered their certificates, four additional marketers have been certified, and three applications to become certified natural gas marketers are pending before the Commission. In order to monitor the activities of the certified marketers, staff members assigned to the Natural Gas Section review monthly filings and advertising complaints made by marketers, in addition to responding to customer inquiries and complaints.

Strategy  c) Assign Customers to Competitive Gas Marketers.

On May 3, 1999, the Commission issued an Order in which it found that adequate market conditions existed in each of the nine Atlanta Gas Light Company delivery areas. As a consequence, the Commission authorized procedures to commence the random assignment of customers based upon a certified provider’s market share as of August 11, 1999.  Staff has begun to monitor the process of random customer assignments per rules approved by the Commission in August 1999.

Strategy  d) Manage the Competitive Market. 

With the onset of natural gas deregulation, the Commission has assumed a number of responsibilities regarding the activities of AGL. In January 1999, the PSC opened a docket in January 1999 to investigate whether the purchase gas adjustment rate charged by AGL should be re-regulated because of unconstrained market prices. This matter was settled by a stipulation in February. The Commission has also recently been asked to rule in a dispute involving Atlanta Gas Light Company’s customer disconnection practices.

The Commission has also investigated allegations made by consumers of unfair practices being perpetrated by marketers and monitored the overall effectiveness of the competitive market. In doing so, this agency has commenced proceedings against natural gas marketer United Gas Management, Inc. after receiving from consumers some 200 complaints of unacceptable business practices. 

Strategy  e) Administer The Universal Service Fund.

A Universal Service Fund was established under statute by the General Assembly to meet two different objectives: (1) To cover a portion of the uncollectible losses of marketers, and (2) To continue expansion of the distribution system into areas that are currently not served by natural gas.  Final rules governing Fund contributions and disbursements were adopted on June 1, 1999.      

Strategic Objective  2.   To Ensure Reasonable Prices For Monopoly Gas Services.

Traditional regulatory principles ensure just and reasonable rates, as well as reliability and safety.  The Commission sets rates for monopoly gas services and approves special charges, such as those for the recovery of costs incurred for the remediation of coal tar sites and for the replacement of aging infrastructure. 

Strategy  a) Set Rates For Firm Delivery Service.

In an Order issued on June 30, 1998, the Commission set the price to be charged for the delivery of gas by the Atlanta Gas Light Company. The price charged for the delivery of gas to firm customers will continue to be a regulated monopoly service even after the transition to a fully competitive market. 

Strategy  b) Set Rates For Non-Electing Local Gas Distribution Companies.

The Commission has the continued responsibility to regulate all rates charged by United Cities Gas Company, which, as stated previously, has not yet elected to open its market to competition.  

Strategic Objective  3.    To Ensure the Availability and Reliability of Gas Supply.

Strategy  a) Approve Gas Supply Plans.

On or before August 1st of each year, each regulated gas utility is required to file with the Commission its gas supply plan for the following year. The staff is responsible for reviewing and analyzing the filing, issuing data requests and evaluating the responses, preparing and filing of testimony, defending that testimony while under cross-examination at a formal hearing, and writing a final Commission Order.  All of these activities must be completed within 45 days, as is required by law. The Commission will fulfill its statutory obligation with respect to the 1999/2000 Gas Supply Plan/Gas Cost Adjustment Factor filing by the United Cities Gas Company when it issues a Final Order approving a plan on or before September 9, 1999. 

Strategy  b) Approve a Prudent Capacity Supply.

An electing distribution company that is no longer subject to the gas supply plan statute and has commodity sales service rates must file a capacity supply plan at least once every three years. As with the gas supply plans, an analysis must be completed within 60 days, as mandated by law.

Strategy  c) Evaluate Requests for Certificates of Public Convenience and Necessity.

In order to construct and operate an intrastate natural gas pipeline, a Certificate of Public Convenience and Necessity must be obtained from the Commission. During its Administrative Session on August 3, 1999, the Commission acted favorably upon the City of Lawrenceville’s request to amend its existing certificate of Public Convenience and Necessity to extend its service area. 
C. Electric Industry


With the passage of the Georgia Territorial Electric Service Act in 1973, the State of Georgia has benefited from limited retail competition in the electric industry. Additional legislation has not been passed at either the state or federal level that would open the industry to full retail competition—although discussions have been underway in Congress for several years. The PSC conducted a series of informal workshops to explore the issues pertaining to the potential restructuring of the electric industry and issued a staff report in January 1998.  Expanded competition is not expected in the near future, but the PSC will continue to evaluate the issues related to electric industry restructuring.  At this time the PSC is operating under current law which requires traditional regulation of the electric industry.  Appendix D provides a more detailed description of the electric industry in Georgia and the applicable laws.

Electric Strategic Objectives

The Commission has adopted several strategic objectives for regulating the electric industry: (1) Ensure just and reasonable rates; (2) Ensure that energy requirements are met; (3) Administer the Georgia Territorial Electric Service Act; and (4) Examine issues relating to restructuring Georgia’s electric industry. 





















Strategic Objective  1.     Ensure Just and Reasonable Rates.

The Commission is responsible for setting the rates for electric service provided by Georgia Power Company (Georgia Power) and Savannah Electric and Power Company (Savannah Electric). In compliance with a Commission order, Georgia Power filed a rate case in June 1998. As a result of a Final Order that was issued by the Commission on December 21, 1998, all retail customers’ electric rates were reduced a total of $834 million over the three year period of the accounting order. Total benefits are projected to be around $1.2 billion. The PSC staff continues to monitor Georgia Power’s earnings by reviewing and analyzing monthly operating reports and annual surveillance reports filed by the Company.

The Commission adopted a four year accounting plan in 1998 that reduced electric rates for Savannah Electric’s small business customers a total $12 million and adjusted depreciation, amortization and storm damage expenses. The Commission staff continues to monitor Savannah Electric’s earnings by reviewing and analyzing surveillance reports filed by the Company.

In the latter part of 1998, Savannah Electric filed for recovery of under-recovered fuel costs. The Commission decided to increase Savannah Electric’s fuel cost recovery rates and also ordered the Company to file proposals for recovery and mitigation of the under-collected fuel costs for which a decision was reached in late April. The Company has subsequently filed its proposal to mitigate its high fuel costs, which is being reviewed by the Staff in preparation of a recommendation to the Commission.

To ensure that rates are reasonable the Commission: conducts prudence reviews of management decisions as needed; approves special rate reduction contracts under Georgia’s Economic Development Incentive Policy; produces biannual rate surveys which provides a comparison of the electric rates for both investor-owned utilities (Georgia Power and Savannah Electric), all 42 electric membership corporations and all 48 municipal electric utilities, and approves applications for financing authority.  Earlier this year, the Commission considered and granted a request for an extension of an existing EDIP contract between Georgia Power and Coats and Clark, Inc.  The agency’s staff also posted the Winter 1999 biannual rate survey on its Web site and is working on the Summer survey. In addition, since the Commission’s 1998 Strategic Plan was issued, a number of applications for financing authority have been reviewed and acted upon favorably.

The Commission also studies issues that affect consumers’ rates such as those related to the environment. Since the last strategic plan, the Commission has become an active participant in the State of Georgia Environmental Protection Division’s (EPD) rulemaking regarding the Regional and Atlanta area Nitrogen-oxide problem. The effect of Nitrogen Oxide control requirement being placed upon the facilities of utilities would have a tremendous impact on customers’ rates. With that in mind, the Commission filed comments with EPD stating its willingness to address Georgia’s air quality problems in a manner that lessens the financial impact that electric consumers would have to bear.

Another issue that the Commission is actively involved in along with the national organization, NARUC (the National Association of Regulatory Utility Commissions) is the issue of spent nuclear fuel disposal. Georgia Power has two nuclear plants – Plants Hatch and Vogtle – which consumers have paid over $475 million to the United States Department of Energy (DOE) for removal of spent nuclear fuel (waste). As of January 1998, DOE is in breach of a contract made with the utilities owning nuclear plants to transport and dispose of waste fuel. In the past and presently, the Commission has been concerned with this issue and has joined several lawsuits against the U. S. government to get this issue resolved. During this year, the Commission has personally addressed the Georgia Congressional delegation on this matter, has written letters to Congressional Committee members and has actively participated in the drafting of brief filed with the Federal Court of Claims in a pending lawsuit. The Commission is committed to pursuing an outcome to this and other issues that will produce a positive benefit for all consumers.

Strategic Objective  2.     To Ensure That Energy Requirements Are Met.

The Commission is responsible for ensuring that sufficient energy resources are available to meet the needs of the state. To accomplish this, the Commission evaluates and approves the integrated resource plans of the utilities every three years. During 1999, the Staff has continued to review and analyze documentation filed by the Georgia Power and Savannah Electric on several compliance items, including 2001/2002 Request for Proposals for additional capacity needs, Transmission Study, Reserve Margin, IIC Amendment, and the EnergyStar Efficiency Program, which were ordered in the decisions approving the integrated resource plan for both regulated electric utilities last year.

The Commission also approves applications for Certificates of Public Convenience and Necessity made by the utilities. The Staff anticipates that Georgia Power and Savannah Electric will file applications for Certificates of Public Convenience and Necessity during the third quarter of 1999 for the respective capacity and energy needs that were identified in the 1998 Integrated Resource Plan.

Strategic Objective  3.     To Administer the Georgia Territorial Electric Service Act.

Retail competition has been present in Georgia since the passage of the Georgia Territorial Electric Service Act in 1973. This Act provides customers with loads of 900kW or greater a choice in their electric supplier. It also affords eligible customers the opportunity to change from one electric supplier to another provided all parties consent to the transfer.  The Commission’s role is to resolve territorial disputes and complaints involving customer choice, to review and approve requests for transfer of retail electric service and to maintain the maps of territorial assignments for electric suppliers in each county in the state.  Since the last Strategic Plan was filed, the Commission has rendered a Final Order in one territorial case (Georgia Power Company v. Sumter EMC, Docket No. 7821-U), which is presently the subject of a judicial review in Fulton Superior Court in addition to Docket No. 5976-U, Sawnee EMC v. GPC. At least four other territorial cases are pending before hearing officers.  During this same period, the Commission has approved numerous requests for the transfer of retail electric service.       

Strategic Objective  4.   To Examine Issues Relating To Restructuring Georgia’s Electric Industry.

The Commission issued a staff report on restructuring the electric industry in January 1998.  This report identified several areas for further study that the Commission will address in the coming years. 

Strategy  a)  Maintain Reliability through Appropriate Industry Structure.

The Commission has begun to address reliability in proceedings held earlier this year with FERC (the Federal Energy Regulatory Commission) in its proceeding seeking comment on the formation of RTOs (Regional Transmission Organizations). The Commission submitted written comments and personally addressed the FERC to present the State of Georgia concerns with this proposed rulemaking. After the initial presentation, FERC Commissioners asked the Georgia Commission to respond to a set follow-up of questions, which was also submitted earlier this year. The Commission continues to be active in this matter by participating in the NARUC meetings and filings.  Local reliability concerns involving generation, transmission and distribution are being addressed by the Staff through informational meetings with the Companies. Quality of Distribution Service Audits will be conducted during the latter part of 1999 or early 2000. 

Strategy  b) Address Stranded Cost Recovery.

A major hurdle in restructuring the electric industry will be the fair resolution of stranded cost recovery. The Commission has already encouraged both investor-owned electric companies to amortize potentially strandable costs. As part of Georgia Power’s modified earnings sharing plan, earnings in excess of an allowed level are used to amortize generating assets.  Savannah Electric has been authorized to accumulate a reserve that can be used by the Commission to offset stranded costs if the Commission ultimately finds that costs will be stranded.  These mechanisms will produce long term benefits for both stockholders and ratepayers. 

In early 1998, the Commission opened an investigation into this matter for the purposes of gathering evidence and conducting analyses. In conjunction with presiding over the Georgia Power Company Rate Case, the Commission was required to look further into this matter. Members of the Electric staff have met with several interested parties in order to discuss an approach to addressing this issue. Staff has issued a model for comment to all and is modifying it accordingly.  A data request will be issued shortly to gather input for model scenarios, which will ultimately depict ranges of stranded costs.

Strategy  c) Evaluate the Unbundling of Electric Service Components.

The Commission has authority over rate design.  This authority can be used to unbundled rates or to phase-in unbundling. Under competition prices tend to move toward cost, so eliminating subsidies from regulated rates will make the transition to market-based rates easier. In the recent past, a Notice of Inquiry pertaining to this topic was issued and responding comments from several interested parties as well as the utilities were evaluated. Staff has met with several parties and the utilities to discuss an approach to addressing this issue. Staff has issued an initial set of guidelines for comment by interested parties during the month of September. The guidelines will be further modified by the comments, reissued for comment, revised, and then presented to the Commission for adoption.

Strategy  d) Address Market Power Issues.

In the process of restructuring the electric industry in Georgia, the General Assembly and the Commission must ensure that a structure is not created where a supplier possesses sufficient market power to essentially become an unregulated monopoly. In order to accomplish this, establishing an Independent System Operator and requiring divestiture of generation assets in addition to other less extreme methods should be studied. The Commission is presently providing comments to the Federal Energy Regulatory Commission concerning Regional Transmission Organizations and will continue to do so throughout the remainder of this year.

D. Transportation Industry

The Commission has price-setting authority over household goods, bus (other than charter) and limousine carriers.  It is responsible for permitting and certifying “for hire” intrastate and interstate motor carriers. The following strategic objectives and strategies have been adopted relating to this authority. 
Transportation Strategic Objectives

 The PSC has identified three broad strategic objectives: (1) To ensure reasonable rates and tariffs; (2) To ensure that carriers are properly registered and certificated; and (3) To verify that carriers have the appropriate level of insurance coverage.  To accomplish these objectives several strategies have been identified for each. 
Strategic Objective  1.    To Ensure Reasonable Rates And Tariffs.

 
The economic regulation of rates for motor carriers is limited to household goods carriers and some for hire passenger carriers, such as limousines.  The Commission reviews and approves the tariffs for these carriers.  To streamline the process the Commission has adopted a maximum tariff for limousines.  Carriers who use this tariff can obtain approval more quickly than those that do not.
Strategic Objective  2.    To Ensure That Carriers Are Properly Registered And Certificated.

The Certification and Permitting Unit registers approximately 600,000 vehicles and collects approximately $7,000,000 in fees annually under the division’s registration program. Approximately $3,000,000 is retained and deposited in the general fund of the State of Georgia; the balance is transferred to other states. Certificates of Public Convenience and Necessity must be obtained by “for hire” household goods, bus (other than charter) and limousine carriers.  Other carriers are not required to have a certificate but must register or obtain a permit to operate in Georgia. These include:

· Interstate exempt “for hire” carriers that transport exempt commodities, such as non-processed fruits and vegetables, sod and other items; 

· Intrastate exempt “for hire” carriers of ten passengers or less, such as non-emergency medical vehicles or sedans that transport people but do not fall under either the bus or limousine classification; 

· Interstate carriers that transport goods regulated under USDOT authority; 

· Charter buses; and 

· “For hire” carriers that transport goods within Georgia. 

In addition to certificating, permitting and registering companies, the Commission also issues and tracks chauffeur permits that are granted to individuals who drive limousines in Georgia.  Strategies related to these responsibilities include:
Strategy  a) Reduce The Number Of Illegal Household Goods And Limousine Carriers.

Numerous household goods carriers operate without a certificate of authority in Georgia.  When consumer complaints about poor service bring these to the attention of the Commission, follow-up action is often difficult.   Providing information on how to become properly certificated and seeking authority to restrict an illegal carrier’s ability to advertise in the Yellow Pages are two possible avenues to implement this strategy. In conjunction with  public awareness, providing public service announcements to alert consumers of need to use licensed household goods movers and placing an ad in the Yellow Pages would be another avenue to explore to enhance consumer protection. 

Strategy  b) Continue To Work Closely With The Department Of Aviation Ground Transportation In Monitoring Illegal Limousine Carriers Operating At The Airport.









Limousine carriers must have evidence of liability insurance on file with the Commission.  A tracking system was developed to identify carriers that are placed under suspension for failure to have proof of insurance. Enhance the tracking system to provide for cancelled limousine carriers. Continue to provide the Department of Aviation Ground Transportation with a list of suspended carriers on a twice-monthly basis.

Strategy  c) Track The Chauffeur Permit Renewal Process.

The Commission is charged with the responsibility of performing background investigations on all limousine drivers and subsequently issuing chauffeur permits that are renewable every two years.  A program to track expired permits will be developed.








Strategy  d) Cross-reference Chauffeur Permitted Drivers To Carriers.

Pursuant to O.C.G.A. 46-7-85.9, chauffeur permits are valid for two calendar years. Chauffeur permits are issued in the driver’s name and have a photograph of the driver affixed thereto.  The employing limousine carrier is also reflected.  The Commission will establish a system to notify the limousine carrier when the chauffeur permit is close to expiring and, where necessary, will implement revocation proceedings for any driver who fails to renew. The PSC will also endeavor to develop regulations for limousine carriers requiring that they notify the Commission when chauffeurs leave their employ so that revocation proceedings can be initiated promptly. Continue to monitor Georgia Limousine Association meetings to stay abreast of changes in the limousine industry.

Strategy e) Streamline Procedures for Chauffeur Permits

Implement the issuance of chauffeur permits in the name of the driver in lieu of the actual carrier. Prepare proposed legislation to amend O.C.G.A. Section 46-7-85.9 so that chauffeur permits will be valid for one year, which will allow for background investigations on the drivers to be conducted on an annual basis. 

Strategic Objective  3.  
To Verify That Carriers Have The Appropriate Level Of Insurance Coverage.

Strategy  a) Evaluate Changes In Insurance Coverage Requirements.
The Commission verifies that all “for hire” carriers have proof of insurance. The staff reviews over 30,000 insurance filings each year.  The required level of insurance coverage differs at the state and federal level. To minimize confusion and to streamline the verification process, the Commission will evaluate the feasibility of making intrastate insurance requirements for all licensed motor carriers the same as the federal requirements.

Strategy  b) Establish Tracking System For Monitoring Carrier Insurance Status.

The Commission has identified a need to create a system to monitor the status of carriers’ insurance by researching their information to arrive at a base number of carriers that had filed proof of insurance by January 1, 1998, and the number of carriers placed under suspension in 1998.  This number will serve as a basis for comparison to subsequent year’s figures to track the percentage of carriers without insurance. A program to compile comparison data will be formulated.

STRATEGIC DIRECTION  2.   To Enhance Public Safety Through the Pipeline and Transportation Safety Programs

The Governor’s State Strategic Plan emphasizes the need to ensure the safety of Georgia’s citizens.  Two programs at the PSC pertain directly to safety—the natural gas pipeline safety program and the Motor Carrier Safety Assistance Program (MCSAP). The Georgia Public Service Commission is reimbursed by the federal government for 50% of the cost of the pipeline safety program and for 80% of the cost of enforcing commercial motor vehicle safety regulations.

Not only do both of these programs concentrate on the detection and correction of safety violations, they also focus on preventing pipeline incidents and commercial vehicle crashes.  Clearly public safety is enhanced through an active inspection program, the enforcement of safety standards and through the education of industries and the public. The strategic objectives discussed hereinafter reflect the Commission’s emphasis on ensuring public safety through prevention.  

A. Pipeline Safety

The Commission’s Pipeline Safety Office is responsible for enforcing safety regulations for natural gas pipelines and Liquefied Natural Gas (LNG) facilities.  Appendix E contains detailed information about the Pipeline Safety Program. Achieving operator compliance with the pipeline safety regulations is critical to preventing accidents and injuries to the general public. To administer an effective and efficient pipeline safety program, the Commission must develop an approach that features not only field inspections of existing facilities and records, but also training of operators, vendors, consultants and other industry personnel. 

Pipeline Safety Strategic Objectives

A number of strategic objectives are needed to ensure safe pipeline systems in Georgia: (1) Heighten enforcement; (2) Perform risk management assessment of natural gas systems; (3) Expand public education and the safety training of system operators; and (4) Seek clarification of authority over Liquefied Propane Gas (LPG) distribution systems and hazardous liquid pipelines.

Strategic Objective  1.     To Heighten Enforcement.

Strategy  a) Perform Safety, Operation, Construction, Maintenance, and Drug And Alcohol Inspections On All Natural Gas Distribution Systems. 

Active enforcement through physical verification of pipeline facilities is the keystone of the pipeline safety program.  Where inspectors have identified problems, efforts are being made to bring systems into full compliance to ensure the safety of the citizens. The Pipeline Safety Office continues to demonstrate leadership in pipeline safety matters by following federal guidelines, recommendations and standards and by keeping abreast of technological advancements in the industry through related educational programs and seminars.

Strategy  b) Perform Special Investigations.

The Pipeline Safety Office has been involved in numerous special investigations, resulting in five municipal systems and one investor-owned company making extensive improvements to their infrastructure under order of the Commission.  All six have agreed to replace aging pipe in their systems in order to reduce the number and severity of leaks. Dalton Utilities, one of the first systems, has reported significant savings in its operating costs as a result of their replacement program. This Office also participates in criminal investigations in which it is suspected that pipeline safety is or may have been compromised.

Strategy  c) Perform Investigations Of Natural Gas Incidents.

Whenever a natural gas incident involves personal injury, death or damage of $5,000 or more, the Pipeline Safety Office investigates to determine the cause of the incident.  Frequently these incidents are caused by third-party damage.  The Pipeline Safety Office works closely with the Utilities Protection Center to ensure that underground lines are clearly and accurately marked.  
Strategic Objective  2.     
Perform Risk Management Assessment of Natural Gas Systems.

 The Pipeline Safety Office uses risk management assessment to select systems to be inspected.  Appendix E of this plan illustrates factors used to determine potential risk. Operators that meet risk criteria are given a high priority and monitored more frequently.  This analytical tool is an effective way to measure the safety of systems and thereby allocate resources efficiently. 

Strategic Objective  3.   
Expand Public Education and Operator Qualification Training.

The Pipeline Safety Office is actively involved with providing public education and awareness through the Utilities Protection Center. The new campaign “Dig Safely” brings a new awareness to reducing the number of instances in which third-party damage is caused to utility lines by incorporating the Best Practices recommended by industry committees.

The Commission’s Pipeline Safety Office is assisting with the training of operator personnel to comply with the Operator Qualification Rule mandated by Congress.  The inspectors assigned to this Office have spent sixty-eight and one-half days training operator personnel throughout the state.  In addition thereto, forty-two training modules have been provided to the Commission’s inspectors by the Technical Safety Institute of Oklahoma City, Oklahoma, to be used as resource material at University of Georgia’s Adult Education Center in Athens, Georgia. 

Strategic Objective  4.   
Continue to Exercise Authority Over Intrastate Liquefied Propane Gas (LPG) Distribution Systems and Hazardous Liquid Pipelines.

The Federal Office of Pipeline Safety has funds available for inspection of intrastate liquefied propane gas systems and liquid petroleum pipelines.  In prior years, a conflict was thought to exist between federal and state law regarding which Georgia agency was vested with authority over the inspection of intrastate LPG systems. However, on November 5, 1998, it was verified by the Georgia Attorney General’s Office that the Commission’s Pipeline Safety Unit has the authority to enforce federal safety requirements under Section 515-9-3-.03(1) of the Commission’s Utility Rule. As such, beginning in February 1999, the Pipeline Safety Unit began to exercise its authority in evaluating petroleum gas systems in accordance with 49 CFR Part 192 of the federal Pipeline Safety Regulations. 

B. Transportation Safety

The Enforcement and Compliance Units of the Commission’s Transportation Division ensure that safety and hazardous materials regulations are followed. The Division has 41 uniformed enforcement officers and 11 other staff members.  Most of the officers reside and work in their assigned territories, which range in size from 4 to 10 counties.  Part of the PSC’s commitment to commercial vehicle safety has been to work with other state and federal agencies as well as county enforcement divisions to promote commercial vehicle safety.  

Transportation Safety Strategic Objectives

The Transportation Division has identified the following four strategic objectives and the associated strategies: 

Strategic Objective  1.    To Focus On High Risk Commercial Operators. 

In order to reduce accidents, injuries, and deaths resulting from crashes involving commercial motor vehicles, the Transportation Division established a Safety Operations Review process in 1998 to focus on high-risk commercial operators. Several strategies involved in conducting safety operations reviews are: 

Strategy  a) Identify Those Motor Carriers That Demonstrate A Continuous And Flagrant Disregard For The Commercial Vehicle Laws And Regulations. 

Strategy  b) Through Terminal Inspections and Compliance Reviews, Determine the Cause of Violations, and Dispatch A Safety Operations Review Team To Motor Carrier Offices To Discern Where and Why Violations Occur.

Strategy  c) Conduct Safety Meetings and Seminars And Provide Educational Materials To Assist Carriers In Establishing A Viable Safety Program.

Strategy  d) Make Recommendations To The Carrier With Time Schedules For Correcting Violations.

Strategy  e) Perform Follow-Up Reviews And Make Recommendations For Sanctions, If Necessary, Based Upon Civil Penalty Rules Implemented on March 1, 1999. 

Strategic Objective  2.   To Improve Data Collection Technology And Analysis.

By improving the quality and timeliness of data received and the methods of analyzing the data, the Commission will be better able to identify problem areas involving commercial vehicle safety.  To achieve this objective, the Transportation Division purchased computers for the enforcement officers.  This equipment allows daily upload of inspection information from the field to headquarters and has reduced upload time to national data base from 28 days to 10 days. Strategies to further improve data collection and analysis are: 

Strategy  a) Deploy Laptop Computers To Replace The Pen-Based Computers To Allow Access To Larger Data Bases And Provide Additional Functions.

Strategy  b) Coordinate Collection And Access To Data Among Organizations Involved With Commercial Motor Vehicles And Traffic Enforcement: Department Of Public Safety, Georgia Department Of Transportation, Georgia Department Of Revenue, U. S. Department Of Transportation And Municipal And County Traffic Enforcement Agencies. (One Cooperative Project Currently Underway Is Intelligent Transportation System/Commercial Vehicle Operations (ITS/CVO) Initiative.)

Strategy  c) Continue to Train Other Law Enforcement Agencies In Techniques For Determining The Identity Of The Carrier That Is Operating A Leased Commercial Motor Vehicle And Which Vehicles Are Considered “Commercial Motor Vehicles.” This Course Was Developed In 1998 By The Enforcement Unit.  Since its initiation the Commission has held 12 classes and trained a total of 243 local and state enforcement personnel. 

Strategic Objective  3.     To Enhance Enforcement Activities.

Strategy  a) Conduct High Crash Corridor Checks And Concentrated Patrols.

In addition to inspecting commercial motor vehicles in their assigned geographic areas of the state, officers participate in concentrated enforcement efforts in high crash corridors.  Because of traffic density, the majority of accidents involving commercial motor vehicles occur on sections of Georgia’s highways that are either major transportation arteries or near metropolitan areas. Focusing enforcement in these high-risk areas should reduce accidents, fatalities and injuries involving commercial motor vehicles. During 1998, the Enforcement Unit began conducting these checks. The high crash corridors in the state were identified by location, time-of-day, day-of-week and contributing factors.  The local county enforcement agencies participated in some of these efforts providing manpower and communications assistance.  Commercial vehicle crashes were reduced during the weeks these checks were conducted.   During the last six months high crash corridor checks have been held in eight Georgia counties: Fulton, DeKalb, Bibb, Clayton, Gwinnett, Hall, Richmond and Lowndes. The results of these checks are as follows:

HIGH CRASH CORRIDOR

Fulton, Clayton, Cobb, DeKalb, & Gwinnett Counties
October 1, 1998 – August 

	Location
	Dates
	Total Inspections
	Number of Citations
	Number of Warnings/

Violations
	Number of Officers

	FULTON CO
	11/17-19/98
	103
	36
	178
	9

	CLAYTON CO
	12/08-10/98
	116
	44
	203
	12

	DEKALB CO
	02/15-18/99
	262
	85
	587
	14

	COBB, DEKALB,

FULTON,

CLAYTON,

GWINNETT COs
	03/08-

12/99
	326
	126
	642
	24

	GWINNETT CO
	04/26/29/99
	134
	42
	239
	10

	COBB CO
	06/14-17/99
	184
	59
	328
	13

	FULTON CO
	08/09-12/99
	127
	40
	328
	11

	ALL HIGH CRASH COs
	06/01-04/99
	624
	125
	
	32

	GRAND TOTALS
	
	1876
	557
	2505
	125


Strategy  b) Issue Computer-Generated Notices To Motor Carriers In Situations in Which Flagrant Driver Violations Are Found, e.g., Excessive Speeding, Hours Of Duty Status Violations, Following Too Closely, And Improper Lane Changes.

Strategy  c) Perform Special Concentrated Inspections Of Hazardous Material Carriers. 



















Since October 1, 1998, the Commission has inspected and escorted 25 Shipments of Spent Nuclear Reactor Fuel Through the state.  During this same time period, concentrated checks of explosives' carriers and hazardous materials moving through the Port of Savannah have been conducted. 

Strategic Objective  4.     To Evaluate the Need For a Rail Safety Program.

Georgia has 8,544 railroad crossings and 4,785 miles of railroad track—ranking it 9th in the nation in size. The latest figures that are available (1998) reflect 204 railroad accidents/incidents, the result of which was 31 fatalities and 221injuries at public highway-rail crossings. Promoting the safety of railroad operations should reduce deaths, injuries and damage to property resulting from railroad accidents.  Until a rail safety program for Georgia is funded and the Commission enters into an agreement with the Federal Railroad Administration (FRA) to participate in the Rail Safety Program, several strategies should be implemented:

Strategy  a) Continue to Track The Number And Causes Of Rail Accidents In Georgia By Enforcing Reporting Requirements That Are Currently In Effect. Accidents are Reported by Phone Within 24 Hours and a Follow-up Written Report is Submitted by the Carrier Within 30 Days. 



Strategy  b) Monitor The Expansion Of Rail Usage In The State As Commuter Rail Solutions Are Implemented To Address Traffic Congestion And As Shipping Patterns Change Due To Recent Mergers In The Rail Industry. 

Strategy  c) Research Rail Safety Programs In Other States To Determine The Best Approach For Georgia in Order to Improve the State’s Transportation System.

Strategy  d) Research Availability of User Fees to Support Cost of Rail Safety Program.

STRATEGIC DIRECTION  3.  To Enhance the Efficiency and Efficacy of Agency Operations

One of the six strategic priorities set forth in the State Strategic Plan is to improve the efficiency and effectiveness of government operations. This agency is looking in new ways at every level of its operations and continually searching for ways to improve operations and to effectively use its limited resources.  Three key aspects of its internal operations are process and information management, human resource management and financial management.  Strategies have been identified for making improvements in each of these areas.  Effective use of information technology will be instrumental in many of these improvement strategies.

 The first key area for improvement is internal process and information management.  The PSC uses the administrative hearing process to obtain evidence upon which the Commissioners base their decisions.  The staff has various processes in place to perform its duties, e.g., evaluating financial applications, performing safety inspections or preparing the budget.  These processes are highly dependent upon data and other information.  Therefore, the use of information technology will be an integral part of any effort to improve efficiency and effectiveness.

The second key area under this strategic direction is human resource management. The Commission recognizes that employees are its most valuable and costly resource. The majority of staff members are professionals with degrees or other credentials who value training and development to maintain their professional skills.  

The third key area relates to financial management.  Through the budget and purchasing processes, the agency obtains the resources needed to operate.  To ensure that these resources are appropriately acquired and properly safeguarded, an appropriate system of internal controls must be in place. 

A. Process and Information Management

Efficient work processes, coupled with an effective management information system, are essential to achieving the Commission's goals of ensuring that affordable and reliable telecommunications, electric and natural gas services are available to consumers and that transportation and gas pipeline safety is continually monitored and improved.  

Process and Information Management Strategic Objectives

Strategic Objective  1.  
To Evaluate and Improve Agency Work Processes and Management Information Systems.

Where appropriate the Commission can make improvements, even radical changes, to many of its work processes.  However, because of restrictions imposed under the Administrative Procedures Act, the Commission must follow procedures prescribed by law for its administrative hearings and rulemaking.  Where the Commission is vested with discretion, the processes used by the agency should be reviewed and improved. Customers and stakeholders of these processes should be considered in the development of any proposed modifications.

Strategy  a) Improve the Case Management System.

Consumers benefit if Commissioners, staff and other interested parties have access to both procedural and substantive information relating to matters pending before the PSC. During fiscal year 1999, the Commission opened 1,298 new telecommunications cases, 93 new electric cases and 68 new gas cases and processed 7,934 documents relating to these and other open matters.  Easy access to information regarding the status of all cases affords interested parties and entities the ability to track their progress to ensure that matters are timely and appropriately handled by the Commission.  Maintaining an accurate database with information as to staff assignments, scheduling matters and case classifications will enable management to evaluate the agency’s workload to determine if resources need to be reallocated.  Currently, the case management system tracks the documents filed in each utility docket and allows the public to access electronic copies of the documents through the Internet. It is envisioned that the system will be expanded to reflect more detailed information about the cases. 

The Transportation Division conducted 138 docketed cases. In order to assist the public, hearing notices are posted on the Commission’s web site. The Transportation Division is continuing to evaluate its case management system to identify additional areas for improvement. 

Strategy  b) Streamline Work Processes And Improve Information Management.

It is essential for each unit in the agency to evaluate its work processes and, where appropriate, to make them more efficient. Because of the nature of the Commission’s work, it is difficult to separate the collection and analysis of data from the work process itself.  These must be evaluated simultaneously and information technology solutions should be incorporated into any modification made to achieve a more efficient process.  For example, the Certification and Permitting Unit of the Transportation Division conducted a business analysis of its workflow as part of its effort to consolidate several databases into an integrated Year 2000 compliant system.  Additional details about this conversion and other information technology initiatives are in Appendix H. 

The PSC has taken a number of steps this year to enhance the efficiency of its telecommunications staff. In early 1999, the Commission voted to issue a Procedural and Scheduling Order to explore the prospect of adopting some form of streamlined regulation for the rates and tariffs of Resellers and Alternate Operator Services. During its May 18, 1999, Administrative Session, the Commission voted to revise its tariffing requirements to reduce staff review time and to allow Resellers more flexibility in modifying their rates subject to a cap expressly stated in a Reseller’s respective tariff. 

The staff is presently reviewing the contents of its Alternate Operator Services, Reseller and CLEC applications in an effort to lessen the administrative burden that is created in processing these documents. Should this goal be achieved, it is expected that an application for a certificate to offer any of these services will be handled in a more expeditious fashion. 

In a conscious effort for filings made with or by the Commission to be more accessible to the public, the telecommunications staff has posted electronic versions of these documents to the PSC’s web page.  By doing so, highly sought-after documents such as the Commission’s Report and Opinion regarding the status of progress made by BellSouth in providing access to its network are available to interested parties around the world twenty-four hours a day. The Commission staff has also been instrumental in working with members of the Consumers Affairs Section to develop consumer tips notifications that are available on the Commission web-site.   In addition to these activities, the Staff has concluded its evaluation and assessment of the a software package installed to centralize information on file with the Commission regarding the different companies and individuals whom this agency has certified to offer telecommunications services in this state. Additional enhancements to this database are expected during in the upcoming year during a second phase of this project. 
Strategy  c) Identify Obsolete Processes.

As the role of the Commission changes with expanded competition and federal preemption, some of the traditional activities performed by staff will be changed. These emerging responsibilities should be identified and proposals developed for replacing outdated statutes or rules.  

Strategy  d) Use Alternative Dispute Resolution (ADR).

The Commission acts as a quasi-judicial body.  As the utility industries move from regulation to competition, the Commission will also have an expanded role as facilitator or mediator. The Commission will mediate disputes between different competitive providers in the marketplace and resolve disputes between providers and their customers.  Alternative dispute resolution can make the Commission more accessible and reduce the cost of resolving these disputes. The Certification and Permitting Unit has developed a plan to enhance consumer assistance by mediating disputes that involve certificated carriers.  

Strategic Objective  2.    To Revise Commission Rules, Policies and Procedures.

All Commission rules, policies and procedures should be reviewed and additions, deletions and modifications identified.  A strategic planning team was established in 1998 to review, improve and document the administrative and operating procedures of the agency.  This year rules were adopted pertaining to pipeline safety, the newly established competitive natural gas market and the electronic filing requirements at the Commission. Modifications were also made to the transportation rules to repeal requirements that are no longer applicable due to changes in federal and state statutes. Numerous other modifications to Commission rules are expected to reflect the changes in federal and state deregulation laws and changes in the federal transportation statutes.  During the next year we plan to adopt rules codifying the Commission’s decisions in the telecommunications industry and to finish revising the transportation rules and administrative procedures.

B. Human Resource Management 

The Industrial Age is behind us and the Information Age is upon us, with  “knowledge” workers and “service” workers as the dominant groups in the private and public sector workforce. Taxpayers and consumers are demanding more accountability for the ways their monies are spent and the cost of the services they buy.  However, research shows that capital alone cannot be substituted for labor and technology alone cannot generate higher productivity (Drucker, Managing for the Future, 1992).  The worker is the critical path to success in today’s society.  

The Georgia Public Service Commission is committed to professionalism and development of its staff.  Over the last few years, the Commission has enhanced human resource management through the following initiatives:

· Reorganizing the divisions to flatten the hierarchy and to reduce middle management positions and increase customer service positions;

· Using across-agency teams to increase awareness of its mission and responsibilities of each unit, to identify and share resources, to brainstorm and to solve problems, to participate in strategic planning and results-based budgeting activities, and to meet day-to-day workloads;

· Controlling personnel actions with a tracking system to capture information and decisions about when, where, how and if positions are to be filled;

· Evaluating salary parity by using a systematic parity model to study, identify and adjust salaries of current employees;

· Allowing true flex time reporting to accommodate employees returning to the university setting to increase credentials; 

· Creatively tailoring training and workshops to meet the skills development needs of the staff, especially in the area of technology and program knowledge; and,

· Reducing reliance on outside consultants by committing to professional advancement of PSC staff through substantive and technical training.

In 1997 the Human Resources Office adopted this set of guiding principles, which are still in effect:

· Respect and protect the dignity of individuals. 

· Honor an employee’s right to fair consideration in all aspects of employment.

· Foster and apply fair management practices and principles.  

· Encourage and aid employees in developing their full potential.

· Represent the interests of candidates and employees in all management plans and decisions.  

· Assist employees and management in understanding and fulfilling their mutual responsibilities and obligations.  

· Share freely our time and knowledge.  

· Treat information accepted in trust as privileged.  

· Preserve the integrity of the PSC and its employees.

Human Resources Strategic Objectives


In addition to these initiatives, the following strategic objectives and strategies have been identified to enhance the efficiency and effectiveness of human resource management at the PSC:

Strategic Objective  1.   To Create A Learning Organization. 

A learning organization can be created by connecting the Commission to its environment, empowering the staff towards a collective vision, establishing systems to capture and share learning, encouraging collaboration and team learning, promoting inquiry and dialogue, and creating continuous learning opportunities (Watkins, Creating the Learning Organization, 1996.) 

Strategic Objective  2.    To Enhance Staff Development. 


Strategy  a) Tie Staff Development To Performance.

Professional development is critical to maintaining and enhancing the professional competence of the staff. The regulatory environment, composition of the industry and technology are continually changing.  Unless staff is allowed to keep abreast of these new developments and interact with colleagues, the quality of regulation in Georgia will suffer.  Areas for development should be tied to staff performance, staff assignments and Commission goals. This is being accomplished through the Performance Management System.  

Strategy  b) Encourage Participation in Professional and Industry Associations.

Staff should be encouraged to participate in state and national associations to obtain pertinent and timely information and to gain national recognition for the agency.  Networking at conferences will provide contacts in other states and facilitate research efforts. Some of these associations include the National Association of Regulatory Utility Commissioners (NARUC), Southeastern Association of Regulatory Utility Commissioners (SEARUC), Commercial Vehicle Safety Alliance (CVSA) and National Association of Pipeline Safety Representatives (NAPSR).

Strategy  c) Continue Cross-Training and Succession Planning.

Over the next three to five years several key employees at the Commission will be eligible for retirement.   Efforts are underway to cross-train staff so that adverse effects of these anticipated retirements will be minimized.  Experienced employees frequently have other job opportunities, so cross training is not limited to those positions held by employees who may retire. 

Strategy  d) Train Enforcement Officers.

For FY99 the General Assembly approved seven additional enforcement officers for the Commission.  As a result of this, curriculum and training of Enforcement Officers was instituted and the initial training of the additional officers was completed. These officers are currently working in their assigned areas. All Enforcement Officers receive continued training as the laws and regulations change and expand their knowledge in specialized fields such as hazardous materials, enhanced radioactive materials, motor coach and compliance reviews. In addition to training Commission Enforcement Officers, this agency has entered into agreements with several high-crash corridor counties to train their personnel to perform Level 1 Safety Inspections.   

. 

Strategic Objective  3.    To Attract and Retain Qualified Staff.

 
Through effective recruiting practices quality candidates will be hired.  Due to the complexity of the Commission’s work it takes several years and considerable resources before a new recruit can function independently and be a fully contributing member of the team.  Periodic promotions or pay adjustments will be necessary to retain these individuals as members of the Commission’s staff.  

C. Financial Management

The Budget and Fiscal Office provides support to the entire agency by coordinating the budget process and performing the purchasing and accounting functions.  These services are essential to PSC operations to obtain the resources required to fulfill its statutory duties and to ensure that an appropriate system of internal controls is in place to safeguard those resources.  In the State Strategic Plan the Governor emphasizes that agencies must “focus their commitment and resources upon results and be willing to measure their performance and be accountable.”  The Budget and Fiscal Office implemented results-based budgeting, a process for identifying the desired outcome of the Commission’s efforts and measuring progress toward achieving its goals.

Fiscal and Budget Strategic Objectives

The PSC has identified two strategic objectives: (1) To ensure the sound financial management of available resources, and (2) To minimize disruption during the two agency moves. The following strategies have been developed to achieve these objectives.

Strategic Objective  1.   To Ensure Sound Financial Management of Available Resources. 

Strategy  a) Fully Integrate Strategic Planning, Zero-Based Budgeting (ZBB) and Results-Based Budgeting (RBB).


The Office of Planning and Budget commended the Commission on its RBB document and cited it as a model for other agencies. The PSC has successfully used a team approach for strategic planning, budgeting and RBB.  The agency will continue to use the approach to integrate the three planning processes. 

Strategy  b) Develop an Operating Procedures Manual.


A usable operating-procedures manual will be developed to document the activities currently performed by the Fiscal Office and ensure consistency in the future. The manual will also document the agency-wide procedures for staff.  The procedures to be included in the manual have been identified.  The Commission’s next steps will be to flowchart the process, identify areas for improvement, re-engineer processes, where appropriate, document the procedures and communicate these to staff. 

Strategy  c) Develop and Implement an Improved Property Accountability System.

A more accurate and usable inventory control system for Commission property will be developed.  Safeguarding state property will also be a consideration in the design of this system.  

Strategic Objective  2.      To Manage the Renovation and Relocation Process for the Commission. 

In late 1997 the PSC moved to temporary quarters while its permanent offices are being renovated. In mid-1998 the Commission’s Pipeline Safety Unit was relocated from a satellite location to the PSC’s present temporary office. These moves were completed with minimum disruption to work activities. During the next two years the PSC will continue to work closely with Georgia Building Authority and Department Of Administrative Services to design its permanent offices and coordinate the return move.  The PSC hopes to improve access to facilities, comply with the Americans with Disabilities Act, enhance security and improve the overall working environment at the Commission. 

STRATEGIC DIRECTION  4. To Demonstrate a Commitment to All Customers and Stakeholders

Since the PSC has numerous customers and stakeholders with whom it interacts, it cannot operate in a vacuum. Because the Commission is a relatively small agency with limited resources, it must work cooperatively with a large and varied network of internal and external partners in the public and private sectors.  Appendix F has detailed information about the Commission’s initiatives that demonstrate its commitment to customers and stakeholders. 

The Commission demonstrates this commitment in two primary ways—by providing Consumer Protection and Public Information and Education.  The Commission is a governmental agency whose business purpose includes exchanging information with customers and stakeholders. Although an extensive amount of highly complex and technical information is available for public consumption, it often must be explained so that it can be readily understood by the Commission’s diverse customer base. It must then be made available through a variety of methods depending upon its intended audience.  As regulated industries become competitive the PSC will be the principal source of objective information for utility consumers and the public concerning the identity, service area and performance of providers. 

The Commission continues to enhance its consumer protection function and to increase and intensify its agency-wide public information and education efforts. These efforts require increased teamwork and communication among staff in addition to enhanced training so that each staff member understands the role that he or she plays in helping the agency accomplish its objectives.

Strategic Objectives

Two strategic objectives relate to this area: (1) Enhance consumer protection and public information and education, and (2) Expand outreach efforts with external stakeholders.  Several specific strategies have been identified to accomplish these objectives. 

Strategic Objective  1.     To Enhance Consumer Protection and Public Information and Education.

Sweeping changes in utility markets and regulatory practices are creating a bewildering array of choices for consumers.  At the same time, increased competition between companies has led to more aggressive marketing approaches and sharp business practices, e.g. the unauthorized switching of long distance and natural gas services (also known as “slamming”).  Consumer contacts with the Commission have increased sixfold in the past ten years, which amounts to an annual growth rate of 24.28%.  Consumers are also becoming increasingly demanding, expecting quicker, more convenient and more personalized attention in response to the concerns they raise.  

As the number of providers continues to rise, the Commission’s role as protector will become increasingly more important. Providing education and disseminating public information are services integral to the PSC’s consumer protection function.  Without accurate and timely information consumers may not know their rights, how to protect themselves or what to do if their rights are violated.  The Commission is expanding its public information and education efforts to inform customers and stakeholders about Commission decisions, new competitors and/or safety issues. The increasing numbers and types of inquiries received by the Commission prove that the confusion created by consumers suddenly facing a deregulated world and aggressive marketing tactics employed by competitive service providers warrant a heightened need for extensive public education and information.  The Commission is uniquely positioned to provide reliable, unbiased information to enable consumers to protect themselves from the myriad of scams and abuses already becoming prevalent within this competitive framework. Several strategies will be implemented to enhance consumer protection and public information and education.

Strategy  a) Track Consumer Response System Complaint Trends.

The Commission will continue to use complaint trends and other relevant information derived from consumers and other sources to determine its regulatory priorities, initiate investigations and commence enforcement proceedings.  The interactive Consumer Response System (CRS) for electric, gas and telecommunications matters that was implemented in 1997 has enabled the Commission to: (1) determine the number and types of complaints filed against new competitive service providers before granting them a permanent certificate; (2) identify on a weekly basis those companies with three or more reported incidents of unauthorized changes in customers’ providers of choice; (3) produce charts showing complaint trends for each industry; (4) identify companies alleged to have placed unauthorized charges on customer bills (a practice known as “cramming”); and (5) to red flag emerging issues of concern to consumers.   In the next year the Commission will make CRS system enhancements to expedite internal and external communications thereby decreasing response time to consumers as well as increasing the number and types of reports generated. The Certification and Permitting Unit has implemented a consumer response system for complaints and inquiries pertaining to household goods and other carriers. The number and types of complaints and actual complaint conclusion time is tracked. 

Strategy  b) Participate in the National Association of Regulatory Utility Commissioners (NARUC) Ad Hoc Committee on Consumer Affairs. 

The Commission will continue to participate in the activities of the NARUC Ad Hoc Committee on Consumer Affairs.  The Committee’s work thus far has produced:  (1) a report that includes information from each state about what consumer education materials their commission uses, what methods they employ to educate consumers and how effective those methods are believed to be; (2) a bibliography of consumer education materials that is accessible to all states via the NARUC home page; (3) a template on slamming, which reflects changes at the federal level; (4) a document on effective strategies for consumer protection; and (5) consumer education templates for energy (gas and electric), water, and telecommunications that states may use to create their own publications.  The Commission will use these materials to expand the information that it can make available to Georgia citizens.

Strategy  c) Monitor Marketing and Other Practices of Utilities.

The Commission will continue to develop and refine benchmarks for investigating the practices of utility providers that may be acting in a manner inconsistent with applicable rules, tariffs or statutes. During the past year, staff identified and investigated telecommunications companies and/or natural gas marketers that were: (1) violating the county-wide toll-free calling rule; (2) engaging in deceptive telemarketing practices; (3) adding unauthorized charges to customer bills (cramming); and (4) changing customers’ providers of choice without authorization (slamming). The Commission has revoked or refused to renew telecommunications resellers’ interim certificates because of slamming complaints. Presently, a rule nisi hearing is pending against a natural gas marketer following the Commission’s receipt of a number of allegations of slamming. Customer complaints about the practices of companies in the other regulated industries are also monitored and vigorously pursued. For example, in the household goods industry, field operations will be enhanced with onsite inspections of carrier complaint records to ascertain whether the carrier is operating in the public interest.

Strategy  d) Install an Automatic Call Distribution System.

In January 1999, the Commission installed an automatic call distribution system to replace its outdated manual system with funding obtained in the FY99 budget.  Based on an average annual growth rate of 24.28% over the past ten years, approximately 80,099 contacts are projected for the coming year.  This new equipment has helped the Commission manage this increase in contacts and improve response time to callers. Additional information such as caller wait time, number of calls received, length of calls and number of callers that hang up before receiving assistance has provided valuable management information to assist in staffing the office.
Strategy  e) Continue the Transportation Division’s Public Information and Education  (PIE) Program.

The Commission will continue to supply carriers and individuals with information about commercial vehicle safety and regarding requirements for insurance, registration, and procedures for filing complaints.  PIE materials have been developed on numerous topics and include over 40 brochures or pamphlets. Additional consumer information brochures will be developed regarding responsibilities of motor carriers when moving household goods. This information will educate consumers about protecting their property against loss, making damage claims and reporting inadequate service from household goods and other carriers. 

Strategy  f) Expand Electronic Access to Commission Information.


The Commission has used its Internet web-site to expand the information available to its customers and stakeholders. The Commission’s home page is periodically reviewed and updated as information and issue change to include: (1) news relating to the electric, gas, telephone and transportation industries; (2) information about motor carrier and gas pipeline safety; (3) a consumer corner; (4) general information about the Commission; (5) job openings; (6) press releases on consumer issues and major policy decisions; and (7) electronic filing and document retrieval capabilities. At this time, the Commission’s Web page includes a household goods and consumer services report card that is updated weekly; a list of movers that is not certified by the PSC; a report on electric restructuring in Georgia; over twenty informational fact sheets for consumers; a database of certified telecommunications providers and application forms; a newsletter for pipeline safety operators; information about rates for residential electric customers; and the most current annual report and strategic plan of the Commission. Additional items will be placed on the Web page to ensure that consumers and stakeholders have ready access to current, accurate and understandable information necessary to make informed decisions about utility services.

Strategy  g) Effectively Use the Media.

Good media relations are essential to the Commission because the media serve as “gatekeeper,” often controlling not only the content but also the actual information that is disseminated to the public.  Good press relations make news reporters’ jobs easier when they are fast, factual, frank, fair and friendly.  The Commission will continue to work with the media to provide information to assist consumers and inform the public about policy decisions, safety matters and other utility issues. In addition, the Commission will develop a media tracking system for the purpose of evaluating the effectiveness of its relations with the press.

Strategy  h) Administer the Georgia “No Call List.”

During the 1998 Legislative Session, the General Assembly acknowledged that the barrage of telemarketing calls being received by the average citizen had increased to the point of being a nuisance. In order to allow individuals who objected to receiving these sales calls to limit their number, the Commission was charged with creating and operating a “No Call List” database containing telephone numbers of residential phone subscribers that telemarketers are prohibited by law from calling. By fulfilling this legislative mandate, the Commission has made it possible for consumers to receive fewer unwanted sales calls. The manner in which this agency has created and operated this database has served as a model for other states contemplating the adoption of similar legislation.      
Strategic Objective  2.    To Expand Outreach Efforts With External Stakeholders.

Because the Commission is a relatively small agency with limited resources, it must work cooperatively with a large and varied network of internal and external partners in the public and private sectors. Government organizations as well as many associations and advocacy groups have a stake in Commission decisions.  Appendix F lists some of the Commission’s stakeholders.

Strategy  a) Expand Use of Educational Seminars and Training on Safety Matters.

Educational seminars with industry personnel are used by the Commission to promote an understanding and appreciation for safety regulations and to assure the public that industry and government are effectively minimizing the risk posed by natural gas pipelines. The Commission promotes safe and secure transportation of natural gas through participation in educational seminars and meetings with the industry. This statewide training includes in-depth compliance classes to educate operator personnel on proper safety procedures and practices.  Such training helps ensure that the systems are installed, operated and maintained in a safe and responsible manner. To better inform the public and improve safety, the Commission is expanding the Natural Gas Pipeline Safety program to include more public education and safety training. The pipeline safety inspectors will provide safety instruction in public schools and speak to various civic groups about natural gas safety. To accomplish this objective on a statewide basis, pipeline safety inspectors are now certified before they conduct training.  

Members of the Commission’s Enforcement Unit participate in numerous meetings, seminars and public outreach programs annually where pertinent safety and hazardous materials information is disseminated. These meetings, which are held at motor carriers’ facilities, in formal seminar settings or through public outreach in welcome centers or other settings, have been consistently well attended, as demonstrated in the chart depicted below:


MC Safety Education Programs

October 1, 1998 through June 30, 1999
	
	1st Quarter
	2nd Quarter
	3rd Quarter
	Year to Date

	Safety Meetings
	11
	22
	22
	55

	Number of Attendees
	259
	401
	578
	1,238

	CMV 101 Classes
	2
	5
	5
	12

	Number of Attendees
	45
	102
	96
	243

	Judicial Outreach
	0
	0
	3
	3

	Number of Attendees
	0
	0
	45
	45

	Joint State Agency Industry Outreach Seminars
	7
	0
	0
	7

	Number of Attendees
	560
	0
	0
	560


Strategy  b) Improve Government Relations. 

The Commission interacts with a large number of the different branches of state government, federal agencies, Georgia’s congressional delegation and agencies in other states and nations. With the recent trends in government and regulation, it is essential for the Commission to cooperate more closely with these various governmental entities. To increase awareness about the Commission’s changing role and responsibilities, presentations were made to the Governor and his staff, to the legislative budget office and to the budget review and oversight committee staff of the general assembly in late 1997.  In 1999 the Commission’s legislative liaison worked with decision makers on key legislative matters, including SB 47, which requires companies hauling poles to place an amber strobe light on the rear portion of their vehicles. Some Commissioners and staff members met with Georgia Representatives as part of NARUC’s Day on the Hill to provide them with briefing materials on critical regulatory issues that may require federal legislation. Efforts such as these will be used to enhance government relations and ensure that consumers’ interests are reflected in the state and federal decision-making processes. 

Strategy  c) Work Cooperatively With Industries.

The Commission will continue to collaborate with regulated companies, their related industry associations and consumer associations on emerging issues that will affect everyone, e.g., electric industry restructuring, number portability and Year 2000 compliance. 

Appendices

Appendix A –Telecommunications Terminology

The Telecommunications industry is renowned for its vast number of acronyms and other terms of art.  As used in this document, the following terms and phrases are defined as indicated:  

1. Access Line is a two way, voice grade circuit which allows connection to the telecommunications network.  A number of instruments can be connected to one access line but only one can be operated at a time (such as telephone, fax machine, computer modem or extension telephone).

2. ADAD is an Automatic Dialing and Announcing Device that automatically calls and announces a recorded message to the subscriber.

3. AOS is Alternative Operator Service.  To provide operator service requires a license from the Commission.  If the operator service provider is someone other than a LEC or IXC, then they are called Alternative Operator Service Providers.

4. CLEC is a Competing Local Exchange Carrier who has a certificate to provide local exchange service in an area currently served by an incumbent LEC.











5. IXC is an interexchange carrier that provides access to the long distance network.  A company can be both a LEC and an IXC.

6. LEC is a local exchange company that provides the access line to the subscriber.  The LEC provides local two-way voice service, including touch-tone, call forwarding, and other enhanced services.  An ILEC is one of the incumbent local phone companies not affiliated with BellSouth. 

7. PSP is a Payphone Service Provider.  Independent providers own and operate coin operated telephones under certificates granted by the Georgia Public Service Commission.

8. TSOE is Telephone Service Observing Equipment which employers can use to monitor the telephone calls of their employees and customers.  Such equipment must be licensed by the Commission. 

9. Universal Access Fund is a statutory state fund that is used to phase down the intrastate access charges to interstate levels by giving a subsidy to LECs for providing local telephone service below cost.  The fund is administered by the Georgia Public Service Commission.

Appendix B—Telecommunications Industry  in Georgia

Telecommunications is an industry vital to the economy of the state and to the quality of life of our citizens.  Almost every family has a telephone (94%).  There are over 4,900,000 access lines in Georgia and the number is growing dramatically as more homes and businesses add multiple lines for fax, computer modems, and Internet access.  Total intrastate revenue from the end user in Georgia is in excess of $2.7 billion. The PSC’s Telecommunications Section handles telecommunications matters in conjunction with other units of the Commission, such as its Consumer Affairs Office.   

The Georgia Public Service Commission’s role in this vital industry is determined by Georgia’s Telecommunications and Competition Development Act of 1995 (O.C.G.A. §46-5-160 et seq.) as well as the federal Telecommunications Act of 1996.  The primary goal of both of these authorities is to replace regulated monopoly service with a competitive market. The PSC has created a Telecommunications Strategic Planning Team that proposes and ultimately executes approved plans for the regulatory changes necessary to implement these laws.  As Georgia has moved to a competitive market, the Commission has certificated 136 alternate local exchange providers, 511 resellers, 123 AOS providers, 39 Interexchange Carriers, and 450 PSPs. The Commission has also resolved 4 arbitration cases and approved 421 interconnection agreements. The majority of the interconnection agreements were negotiated in 1997 for a two-year period, and as they expire, it is anticipated that more arbitration cases will be filed with the Commission.  The Commission has continued to administer a Universal Access Fund and ordered further reductions in rates for intrastate tolls. The Commission has completed implementation of HB 888, which further expanded the availability of Extended Area Service (EAS) by approximately 750 routes.

Both the state and federal Acts provide the framework for the strategic direction for telecommunications. In passing the state Act, the Georgia Legislature found that “[i]t is in the public interest to establish a new regulatory model for telecommunications services in Georgia to reflect the transition to a reliance on market-based competition as the best mechanism for the selection and provision of needed telecommunications services at the most efficient pricing.” See O.C.G.A. §46-5-160(a)(1). In passing the federal Act Congress stated that its purpose was “[t]o promote competition and reduce regulation in order to secure lower prices and higher quality services for American telecommunications consumers and encourage the rapid deployment of new telecommunications technologies.” 

O.C.G.A. §46-5-163 gives the Commission the authority to issue Certificates of Authority to competing local exchange carriers.  Although the Commission currently issues Certificates of Authority to qualified applicants, granting the certificates is only the first step in the process.  Another critical step centers upon access being secured by alternative suppliers to the existing networks.  The Commission has a procedure in place which provides for the timely processing of applications. The Commission has been successful in certifying numerous alternative providers of local exchange service, interexchange (IXC) service, alternative operator service (AOS) and pay phone service providers (PSPs).  There currently exists a very active competitive market in the interexchange or toll business.  

A major step toward enhancing competition may occur if BellSouth is certified to the Federal Communications Commission (FCC) pursuant to the federal Telecommunications Act of 1996 as meeting the requirements for entry into the interLATA interexchange business.  On May 27, 1998, BellSouth filed a Notice of Intent to submit an application to the FCC seeking in-region interLATA authority. On October 15, 1998 the Commission issued its Staff Report and Opinion regarding BellSouth’s Section 271 compliance.  BellSouth filed its response to the Staff’s Report on November 15, 1998.  BellSouth filed a supplementary response on December 21, 1998, which addressed issues discussed in the FCC’s Second Louisiana Order.  On February 18, 1999 the Commission issued its Second Procedural and Scheduling Order for comments addressing BellSouth’s compliance with the FCC’s Second Louisiana Decision and addressing the impact of the Supreme Court’s decision in AT&T Corporation v. Iowa Utilities Board on the Section 271 Proceeding in Georgia.  The Commission expects to complete its review and analysis of these comments and the pending Docket No. 8354-U (Investigation into the Development of Electronic Interfaces for BellSouth’s Operational Support Systems – 3rd Party Testing) and Docket No. 10692-U (Generic Proceeding to Establish Long-Term Pricing Policies for Combination of Unbundled Network Elements) by the end of 1999. 

 As of May 31, 1999, CLECs were providing service to 83,197 customers in Georgia. The total number of access lines provisioned by CLECs is 187,173. The Commission expects continuing improvement in these numbers during the latter part of 1999, and subsequent years, as more CLECs enter the market.  The number of customers served by CLECs will continue to accelerate with the additional development and perfection of electronic interfaces, and full implementation of number portability. The Georgia Public Service Commission’s June 4, 1998, Order directed BellSouth to implement additional enhancements to its existing electronic interfaces. The majority of these enhancements were complete by the end of 1998.  Local number portability was implemented for the metropolitan Atlanta calling area effective August 24, 1998.  Additionally, final cost-based rates for BellSouth’s unbundled Network Elements were adopted by the Commission in September 1997.   

The Commission is continuing to work with the Tier 2 LECs to develop a costing model which can be used for setting cost based rates for interconnection and UAF subsidy.  On August 3, 1999 the Commission set an annual cap of $1.5 million (for the fiscal year beginning July 1, 2001) for Universal Access Fund disbursements to Incumbent Local Exchange Companies (ILECs) which opt out of the formal hearing process.  Workshops will be conducted during the next several months by the Commission, which will include all interested parties, to establish the informal process for disbursements. 

Both of the laws address reasonable rates for rural and high cost areas.  The Georgia Act provides for a Universal Access Fund that is administered by the Georgia Public Service Commission.   Funding comes from an assessment on all intrastate revenues to the end user in Georgia.  At the current time the money is being used to fund the phase down of intrastate access charges for Tier 2 companies to the interstate level as it existed on July 1, 1995.  This is being done over a five-year period, the second year of which the Commission addressed in 1997. See O.C.G.A. §46-5-166(f). The Commission recently completed year four of the phase down on July 1, 1999.  The final year for the phase down is 2000.  As we progress toward 2000 and beyond, the PSC will phase out this part of the fund and replace it with a permanent cost-based fund that will ensure reasonable rates for all Georgians (O.C.G.A. §46-5-167). 

The Telecommunications Act of 1996 lends itself to furthering this goal at the federal level.   The Commission plans to use the state Universal Access Fund in conjunction with the federal Universal Service Fund to ensure that rural Georgians pay reasonable rates for their basic services. The Telecommunications Act of 1996 defines reasonable rates as comparable to urban rates for similar services.  The Commission has adopted this definition in administering the state fund. The Commission must review the definition of basic local exchange services under O.C.G.A. §46-5-162(2).  It is already technologically obsolete with a 9600-baud data/fax communications requirement.  The Commission expects to continue to address this issue.

The strategic directions contained in these laws are consistent with the State’s plan for economic development. The Commission has adopted as one of its strategic directions “to ensure that reliable telecommunications, natural gas, electric and transportation services are available and reasonably priced either through effectively competitive markets or through economic regulation.”

Appendix C—Natural Gas Industry in Georgia

Natural gas is vital to the development and economic well being of the state of Georgia. Over 1,500,000 customers use natural gas supplied by the state’s two investor-owned natural gas systems, the Atlanta Gas Light Company (also referred to herein as “AGL,” “Company” and “Atlanta Gas Light”) and United Cities Gas Company (”United Cities”). In early 1997, the Georgia Legislature passed the “Natural Gas Competition and Deregulation Act” (“the Act”), O.C.G.A. § 46-5-150 et seq., which gave each of these companies the option of electing to be governed under a new regulatory framework. Under this legislation, the Commission was charged with overseeing the transition of the natural gas market from a regulated monopoly to a competitive marketplace that benefits the consumer, improves economic efficiency, promotes fairness, and maintains safety and reliability.  The critical direction contained in this law is consistent with the Governor’s strategic priority of economic development and with the Commission’s strategic direction “to ensure that reliable telecommunications, natural gas, electric and transportation services are available and reasonably priced either through effectively competitive markets or through economic regulation.”

As provided for in the Act, a gas company is permitted to file a notice of election, which includes an application to establish just and reasonable rates, as well as separate rates for unbundled service, using straight fixed variable rate design. See O.C.G.A. §46-4-154.  Unbundling is a major step in the process of moving towards competition.  Each element of the gas company’s services is to be priced separately, allowing customers to purchase similar services from a competitor.   AGL filed notification of its intent to be subject to the new regulatory model in late 1997.
  As of the date of the filing of the 1999 Strategic Plan, the state’s other investor-owned gas company, United Cities, has yet to make a filing of election to be governed according to the provisions of the Act.

Once a gas company such AGL has made such an election, the Commission is authorized under the Act to issue certificates of authority to natural gas marketers. See O.C.G.A. §46-4-153.  Since filing its Strategic Plan last year, the Commission has certified twenty-two different marketers to sell natural gas in delivery groups around the state.  While not all of these marketers have actively solicited customers since being certified last fall, the level of competition for natural gas customers that has developed in the Company’s Atlanta delivery groups can quite accurately be described as being robust. 

Since competition has been so healthy, AGL will be permitted to exit the merchant function at the end of September 1999.  From December 1998 through early spring of 1999, a large number of residential customers unexpectedly switched from using Atlanta Gas Light Company as their gas provider and began receiving service from a marketer that they selected.  As a consequence, a Commission order was issued on May 3, 1999, in which a determination was made that adequate market conditions were present in all nine of the Commission-established delivery groups to allow Atlanta Gas Light Company to exit the merchant function as of September 30, 1999.  For those AGL customers who did not select a marketer by August 11, 1999, the Commission voted to assess the market share of each of gas marketer and assign the remainder of the Company’s customers to each marketer based upon the percentage of the market that it had captured by that date.  While most of AGL’s 1.4 million customers selected a gas marketer since competition was introduced in the state last year, approximately 287,000 did not exercise a choice by the August 11, 1999, cut-off date identified by the Commission.  These natural gas consumers were randomly assigned to the certified gas marketers on or about August 16, 1999.  

Although AGL will not be in the business of selling natural gas to customers any more, its role will not be eliminated in its entirety.  Rather, it will become a “pipes” business that will deliver gas to customers and perform other functions on behalf of marketers. The Commission will regulate the price of the delivery and other services that the Company sells. The sale of the gas itself will be an unregulated business—with only competition to control the price. The Commission also is charged with the responsibility of overseeing the competitive market and resolving disputes between the marketers and the EDC and disputes between the marketers and customers. As with telecommunications, this will add significantly to the number of cases that his agency will be called upon to handle as well as the volume of calls from consumers that it will be required to handle. 

In managing the transition to competition in AGL’s service area, the Commission’s objectives have been to implement the provisions of the Act in the manner prescribed by law while attempting to see that the benefits of competition—including the offering of greater choices and better service—are available to a majority of end users. The success of opening the natural gas market to competition ultimately will be judged on whether consumers benefit, economic efficiency is improved, fair competition is promoted, and safety and reliability are maintained or enhanced. 

Appendix D—Electric Industry in Georgia

Electricity is a vital energy form to the economy of the state and to the quality of life of our citizens. Of the three utility industries, the electric is the most universal and most essential. Virtually everyone in the state has electricity. Like the other two industries, the electric industry is in a state of change. The PSC expects that the electric industry in Georgia may be restructured in the future.

Unlike the other two industries, there is no new legal framework to determine the Commission’s strategic direction in the electric industry.  Therefore, the existing legal framework reflects the present state of monopoly regulation.

  Although there is limited flexibility under these laws, the Commission has taken the initiative to examine restructuring in Georgia. The Commission completed a series of electric restructuring workshops and published a report that identified issues that must be resolved if competition is to come to the electric industry.  The Commission has begun addressing issues in generic proceedings related to: (1) functional unbundling that would require restructured rates to more closely match cost to provide service; (2) stranded costs by determining the types and amounts of assets that could possibly qualify for recovery, and (3) voluntary formation of regional transmission organizations. The Commission plans to investigate additional issues in the coming year.

Although there is no state or federal legislation mandating restructuring, the Commission reflects in its decisions this eventuality by its efforts to mitigate the potentially harmful effects associated with re-regulation, such as:

· In the new three-year accounting plan for Georgia Power Company, the Commission ordered the Company to reduce rates for all electric consumers a total of $834 million and to apply all a potion of the earnings above the approved level to accelerate depreciation of high-cost non-generating plant facilities among other actions. Over the three year period of this current accounting period, approximately $1.2 billion in direct rate reductions and other benefits is projected to be realized.



 

· In Savannah Electric and Power Company’s four year accounting plan initiated in 1998, over $12 million in direct rate reductions will be realized by the small business customers’ class among other benefits. The Commission approved the creation of a regulatory liability account which provides for the mitigation of potentially stranded costs and regulatory assets should the Commission determine that they exist and are properly recoverable by Savannah Electric. 








· In Georgia Power Company’s and Savannah Electric and Power Company’s 1998 Integrated Resource Plan and Certificate Approval proceedings, Companies are ordered to address the effects of restructuring on the Companies’ plans to meet future demand and to maintain system reliability. 












· Pursuant to O.C.G.A. §46-3A-1 et seq., the Integrated Resource Planning Act, the Commission reviews and approves Integrated Resource Plans filed by the investor-owned utilities on a three-year cycle and approves applications for certificates as indicated by need. During 1998 the Commission reviewed and approved resource plans for both IOU’s and approved Savannah Electric’s application for a certificate for a power purchase contract. The Commission continues to monitor Georgia Power Company’s Residential Load Management Program, a program designed to reduce peak load by controlling participants air-conditioning usage during peak periods.

While the Commission has rate regulation of only the investor-owned utilities, Georgia Power Company and Savannah Electric and Power Company (which serve approximately 1,650,000 homes and businesses and have combined retail revenues of approximately $3.3 billion), it oversees territorial assignments for all suppliers pursuant to the Georgia Territorial Electric Service Act. The Commission reviews and approves requests for transfer of retail electric service, decides disputes over territories and customer choice, and maintains the electric supplier territorial maps for each county in the State.  In a case brought by Sawnee EMC against Georgia Power that involved Georgia Power’s provision of service to an apartment complex located in Sawnee’s territory, the Commission decided to allow Georgia Power to continue serving the complex as one customer thereby allowing the aggregation of individual loads into one large load that was eligible to choose its power supplier (this case is currently on appeal). This decision allows even greater retail competition than that which was previously envisioned. 

The Commission also approves the financing of rural cooperatives.

Major issues to be addressed in 1999 and 2000 by the PSC for the electric industry are market power, structural separation of the currently vertically integrated utilities, development of an independent system operation (ISO), reliability and stranded cost recovery.

The strategic directions contained in this plan are consistent with the State’s plan for economic development and with the Commission’s strategic direction “to ensure that reliable telecommunications, natural gas, electric and transportation services are available and reasonably priced either through effectively competitive markets or through economic regulation.”  

Appendix E—Pipeline Safety in Georgia

The Pipeline Safety Office is responsible for enforcing safety regulations for natural gas pipelines and liquefied natural gas (LNG) facilities. The PSC’s authority over distribution and transmission systems within Georgia extends from the interstate transmission pipelines to the outlet of each customer’s meter.

The Georgia Public Service Commission has jurisdiction over two investor-owned natural gas distribution companies—Atlanta Gas Light Company with 42 separate inspection units and United Cities Gas Company with two separate inspection units.  In addition, the Commission monitors the safety of 123 master meter operators, 83 municipal systems, 18 direct sales operations, and 5 LNG plants. These systems include more than 600 miles of transmission pipeline and over 60,000 miles of distribution mains and services serving approximately 2 million gas customers.

The Commission’s involvement with pipeline safety began in 1970 following enactment by Congress of the Natural Gas Pipeline Safety Act of 1968, which established safety standards for gas systems.  This law allowed state agencies to implement a Gas Safety Program with the cooperation of the federal government.  

Achieving operator compliance with pipeline safety regulations is critical to preventing accidents and injuries to the general public. Accordingly, the Pipeline Safety Office places a great deal of emphasis on the review and monitoring of the natural gas operator's construction and maintenance work. In determining the risk potential and priority of inspections, the Pipeline Safety Office considers the following factors:

· The ratio of total steel pipe to coated steel pipe;

· The ratio of total steel pipe to cathodically protected steel pipe;

· Leaks per mile of pipe;

· Leaks per number of services;

· Unaccounted for gas volumes and percentages;

· The number of accidents or facility failures;

· Footage of cast iron pipe in the system; and

· Past history of the operator.

The Pipeline Safety Office performs the inspections described below and places a great deal of emphasis on the review and monitoring of the natural gas operators’ construction and maintenance work. The Pipeline Safety Office also conducts training of system operators to ensure compliance with safety regulations, thereby reducing the amount of unaccounted gas in the systems.  

Comprehensive Inspections
Conduct on-site examinations and reviews of the natural gas operator’s maintenance plan, programs, records, physical plant and work in progress.

Special Investigations
Perform field verification and operational functions of the gas operator’s district regulator stations, emergency valves, cathodic protection, odorization and material used in the construction of mains and services lines.

Follow-up Inspections
Review operator’s corrective action to address violations of the Minimum Federal Safety Standards. This inspection is conducted 60 days after notification of a violation.

Construction Monitoring 
Monitor the design, testing and field construction activities for the installation of new service lines, mains and large transmission pipelines.

Training 

Provide training for operators through seminars and during inspections on cathodic protection, construction and maintenance of regulators, overpressure protection, odorization and emergency procedures for complying with the Federal Regulations.

Incident Investigations 


Investigate incidents when an operator notifies the Pipeline Safety Office of an incident that has occurred on its gas system where death, personal injury requiring hospitalization or property damage of $5,000 or more is involved.

Drug and Alcohol Testing   

Monitor the operators’ compliance with the testing of each of their employees for the presence of prohibited drugs and alcohol at the work place and implementation of an employee assistance program.

The Pipeline Safety Office has an experienced, highly trained and professionally educated staff consisting of a Supervisor, Program Assistant and five (6) Gas Pipeline Safety Inspectors. The effectiveness of the Pipeline Safety Office is centered around the professional and technical education and training of its staff. All have received training in engineering and are required to complete and pass eight (8) one-week courses provide by the Federal Transportation Safety Institute within three years of employment. These courses provide compliance information, inspection techniques and enforcement procedures necessary for the inspection of natural gas distribution systems or liquefied natural gas facilities. This training is available only through the federal government and each inspector is required to maintain eligibility status in accordance with federal requirements. 

The Commission has adopted a strategic direction: “To Enhance Public Safety Through the Pipeline and Transportation Safety Programs.” The PSC’s strategic direction for pipeline safety is consistent with the State’s strategic priorities of public safety and economic development since businesses and individuals demand safe and reliable natural gas service. 

Appendix F—Commission’s Customers and Stakeholders

In addition to demonstrating a commitment to utility customers through consumer protection initiatives, the Commission recognizes the need to serve its other external and internal customers and stakeholders. The Commission does not work in isolation.  Because the Commission is a relatively small agency with limited resources, it must work cooperatively with a large and varied network of internal and external partners in the public and private sectors to communicate with its customers and stakeholders. Internal customers of the PSC include Commissioners and Staff and the PSC’s primary external customers include:

· Georgia citizens and businesses that receive services from utilities regulated by the Commission; 

· Regulated companies (e.g., gas pipeline operators, electric, gas, telephone, pay telephone,  passenger bus, limousine, household moving and railroad companies, and users of automatic telephone dialing and announcing devices and telephone observing equipment); and

· Intervenors in cases before the Commission (e.g., law firms, citizens advocacy groups, and other organizations.)  

Some of the PSC’s stakeholders include:

a) Georgia Citizens. 










b) Branches of Local and State Government:

i) Governor and Lt. Governor; 

ii) Department of Administrative Services (DOAS);

iii) Georgia Emergency Management Agency (GEMA);

iv) State Merit System; 

v) Governor’s Office of Consumer Affairs and Consumers’ Utility Counsel Division (CUCD);

vi) Attorney General’s Office (AG);

vii) Department of Aviation Ground Transportation;

viii) Department of Medical Assistance (DMA);

ix) Secretary of State’s Office;  

x) Office of the Commissioner of Insurance; 

xi) Georgia Rail Passenger Authority; and

xii) Utilities Protection Center (UPC).







c) Members of the General Assembly and Their Respective Staffs.






 

d) Congress and Federal Agencies:

i)     Federal Communications Commission (FCC);

ii)     Federal Energy Regulatory Commission (FERC);

iii)     Federal Department of Transportation (DOT); 

iv)     Federal Railroad Administration (FRA); and

v)     Department of Energy (DOE).







e) The Media.









 

f) Associations and Advocacy Groups:



i) 
National Association of Regulatory Utility Commissioners

   (NARUC);

ii) 
Americans with Disabilities(ADA); 

iii) 
National Federation of Independent Businesses (NFIB);

iv) 
Building Owners and Managers Association (BOMA);

v) 
Campaign for a Prosperous Georgia (CPG);

vi) Commercial Vehicle Safety Alliance (CVSA)

vii) Cooperative Hazardous Materials Enforcement Development 
   (COHMED); 

viii) Edison Electric Institute (EEI);

ix) Gas Research Institute (GRI);

x) Georgia Center for Advanced Telecommunications Technology
   (GCATT);

xi) Georgia Textile Manufacturers Association (GTMA);

xii) Georgia Telephone Association (GTA);

xiii) Georgia Motor Trucking Association (GMTA);

xiv) Georgia Mover’s Association (GMA);

xv) Georgia Municipal Association (GMA);

xvi) Georgia Industrial Group (GIG);

xvii) Georgia Municipal Association (GMA);

xviii) Municipal Electric Authority of Georgia (MEAG);

xix) Municipal Gas Authority of Georgia (MGAG);

xx)       National Association of Pipeline Safety Representatives
 
       (NAPSR);

xxi) Southeastern Legal Foundation;

xviii)    Southern Electric Restructuring Group

Each of the regulated industries is undergoing change. To achieve success in implementing change today, the components of change must be translated into a language that each audience can understand and then communicated in a way that ensures apparent and appealing benefits.  Each customer and stakeholder group (target audience) has unique needs, fears and emotional “hot buttons” regarding restructuring in the electric, natural gas, and telecommunications industries, increased marketplace competition, economic growth, trucking accidents, natural gas pipeline explosions, and consumer rights and responsibilities.  Each group’s needs must be identified and satisfied in order to achieve acceptance and understanding of the Commission’s role in balancing Georgia’s economy, and ensuring consumer choice of adequate, reliable utility services at reasonable rates.

Appendix G—Consumer Protection and Public Information and Education

The Georgia Public Service Commission’s Consumer Affairs program was established in 1973 to analyze electric, gas, and telephone complaints and to ensure that regulated monopolies and other companies operated in conformity with Commission rules and regulations.  In recent years, in light of budget and manpower constraints as well as the introduction of competition in previously regulated industries, the Commission’s Consumer Affairs Office has streamlined its complaint-handling processes, increased its use of technology and intensified its consumer protection, public information and education efforts. 


The PSC has a duty to inform and educate the public about the onset of new regulatory environments and the roles, responsibilities, structure, functions and missions of the Commission therein.  The PSC staff must not only assist consumers when questions and problems arise, or when they have become victimized by unscrupulous marketers, but it also has an inherent responsibility to Georgia’s citizens to educate them on how to prevent these problems from ever occurring.  This education is likely to take many years, as actions taken by the Commission often result in a need for changes in the buying habits and patterns of several generations of citizens of this state. The present Commission has also begun to view itself as a vehicle for information and as an educating organization. Therefore, a greater emphasis on educational activities is expected to be demonstrated in the years to come. 

Within the Commission, the Consumer Affairs Office is charged with educating Georgia’s consumers how to make informed decisions and protect themselves in what has suddenly become an environment in which buyers must beware.  This Office can closely monitor and build educational campaigns around trends in consumer inquiries. The Commission uses Consumer Affairs as one of its primary vehicles for getting information to consumers.  Consumer Affairs’ duties include: (1) handling consumer complaints and reporting on those activities, and (2) educating consumers as to their utilities’ rights and responsibilities and providing them with the information necessary to operate and make vital decisions in traditional and developing competitive environments.

Consumer Protection

The PSC’s most important future role will be to protect consumers by arming them with facts to make informed decisions about utility purchases and assisting them in mediating disputes with service providers.  Competitive markets for goods and services generally depend on competition itself to ensure that prices are fair, that market access is nondiscriminatory, and that consumers are not misinformed about their choices. The introduction of competition into many of the traditionally monopolistic utility markets will place pressure on providers to keep prices low and service quality high, but it also will require regulatory vigilance.  While competition is still developing, it is necessary to ensure that entities are able to compete meaningfully and effectively.  In addition, there may always be opportunities for business to take advantage of customers who are not well informed or who lack access to competitive services when service is poor or prices are high.  

The Commission remains uniquely capable of providing these services to utility consumers.  Because consumer conflicts will increase as markets grow, the Commission has begun to modernize and improve its handling of complaints and inquiries concerning traditional utility practices. The Commission must also be prepared to address new commercial relationships and issue relating to fair business practices that are likely to arise with the continued movement toward greater competition in various markets.  It is critical for the Commission to confront these changes because of the introduction of local telephone and natural gas competition. 

The Commission will continue to consolidate and intensify its efforts to serve the interests of individual consumers as well as undertake actions to address broad consumer interests.  For example, during the past year, Consumer Affairs used its consumer contact data to: (1) undertake investigations and initiate enforcement proceedings against companies with an excessive number of complaints pertaining to “slamming” (unauthorized change in a customer’s carrier of choice) and “cramming” (unauthorized charges placed on customer bills); (2) red flag emerging issues such as increases in customers gas bills; and (3) monitor for the utilities division telecommunications staff complaints against companies with interim certificates.  It is expected in the upcoming year that efforts such as these will be expanded as the deregulation of the natural gas market begins to unfold.

Commissioners and every PSC employee are involved in consumer protection at some level.  The Commission is a resource for consumers when problems or conflicts with service providers occur.  Most often, consumers call, write, or visit the Commission for one of six reasons: 

· to get information; 

· to complain about their utility service or bills; 

· to report unfair utility practices;

· to seek help in resolving a dispute with their utility; 

· to voice dissatisfaction with Commission policies or practices; and/or

· to participate in cases. 

Of the 55,377 consumer calls and letters received in 1997, members of the Commission’s Consumer Affairs Office provided assistance in 33,643 of them.  The remaining contacts were transferred to Commissioners, staff or other state agencies.  These 33,643 consumer contacts represent an overall 16% increase in contacts since 1996.  For 1998, a 20% increase in contacts is projected as a result of legislation implementing the telemarketer “No Call List” and the deregulation of the natural gas industry. The 10-Year Workload Comparison chart that follows hereinafter shows that consumer contacts have increased fivefold during the last ten years with an annual growth rate of 20.45%.

	Year
	Contacts

	
	

	1989
	7,019

	1990
	12,178

	1991
	15,776

	1992
	17,183

	1993
	15,939

	1994
	17,015

	1995
	22,183

	1996
	29,005

	1997
	33,643

	  1998*
	37,512


* Through June 30, 1998


 With more than 70% of the contacts classified as “general information,” it is crucial that the Commission position itself to be able to provide consumers with information that will enable them to make informed choices regarding their individual utility purchases.  By examining the types of contacts logged into the Commission’s database system for the above-referenced period, it appears that the most common concern shared by consumers relates to billing.  The Commission plans to consolidate and intensify its efforts to serve the interests of individual consumers as well as undertake actions to address this and other common consumer interests.

Public Information and Education Initiatives


Public utility commissions exist to serve the public at large, a public that is composed of groups who often have contradictory goals.  The objective of a public utility commission is not to maximize the interest of any customer but to prevent any customer from having its interest irreparably damaged.  Because commissions exist to find a balance between these incompatible goals, it might be argued that the mission of commissions is not to maximize customer satisfaction but to minimize customer dissatisfaction.  One way to accomplish this is to educate the public regarding the new regulatory environment.   The PSC has expanded its public information and education efforts over the last several years. 

 While setting 1995 agency goals, education and marketing were established as two directions for the PSC to pursue in order to enhance communications with customers and stakeholders.  Because some PSC staff were already engaged in a number of outreach and education activities, a Communications Team, which included representatives from all Commission program areas (e.g., transportation, electric, gas, telecommunications, natural gas pipeline safety, consumer affairs, public information, legislative liaison, Commissioners’ offices, personnel, and administration) was established to explore how we communicate who we are, what we do, and to whom it should be communicated.  

1995 public awareness projects: 

(1)  Surveying staff to determine its thoughts on public information; 

(2)  Informally interviewing some of the stakeholders and customers; 

(3)  Developing a matrix to define primary audiences and proposed tools to reach each audience; 

(4)  Writing the PSC mission; 

(5)  Formulating a PSC logo and slogan; and 

(6)  Establishing objectives for public awareness project priorities in 1996.

1996 public awareness projects:

(1) Publishing and disseminating to a large number of internal and external customers and stakeholders a consumer friendly 1995 annual report, revised PSC general brochure, and Commissioners’ bios brochure; 

(2) Developing a PSC home page to provide electronic access to the Commission’s cases, orders, calendars, news releases, and other information;

(3) Arranging a video teleconference, which included many of the PSC’s customers and stakeholders and used the Board of Regents’ GSAMS site with a link to the University of Georgia, to provide information on forthcoming competition in telecommunications markets and working with the Cable Television Association to disseminate the recorded program;

(4) Developing and disseminating several public service announcements to make consumers aware of blind spots for truckers and how they can help prevent accidents by staying out of these “No-Zone” areas when passing big rigs on the highways; and,

(5) Providing training to PSC staff who spoke to civic and other groups about the changing role of the Commission and the new choices consumers will face in the future.  

1997 public awareness projects: 

(1) Working cooperatively with the Utilities Protection Center to use funds from the U.S. Office of Pipeline Safety to raise public awareness in schools and among contractors about calling before digging to prevent underground utility accidents and protect lives and property and to develop a statewide utility mapping system; 

(2) Holding public hearings throughout the metro Atlanta areas to obtain citizen input on a new area code;  

(3) Updating existing public information materials, and mailing and fax lists;


(4) Creating a consumer guide to natural gas deregulation;

(5) Development of Education and Training Assistance packet for dissemination to motor carriers that gives them an overview of safety regulations and requirements with which they must comply;    

(6) Creating a brochure on “slamming”;

(7) Publishing a consumer advisory on misleading telemarketing tactics;

(8) Holding a series of workshops on electric restructuring; and,

(9) Working with the media on news items of interest to consumers.

Appendix H—PSC’s 1999 Information Technology Plan

Georgia Public Service Commission

Information Technology Strategic Plan

September 1, 1999
Summary


The Georgia Public Service Commission’s strategic direction for information technology (IT) is: “To use information technology to be accessible to the public and to improve the internal operations of the agency.”  The two primary means for implementing this strategy have been to develop a wide area network (WAN) and an on-premises web site.  An advanced IT platform connecting internal users has improved communications, enabled data sharing, reduced paper records, promoted redesign of work processes, permitted telecommuting, enhanced data analysis and refined project management.  Our on-premises web site has promoted electronic transfer of documents, increased accessibility to the public, enhanced consumer and public education, and improved external communications. 

Seven strategic objectives relating to information technology have been adopted by the PSC:


· Standardize hardware and software; 

· Enhance internal and external interconnections; 

· Develop and implement applications to improve efficiency and to ensure the reliability and integrity of information; 

· Attain and monitor Y2K readiness;

· Instruct users; 

· Develop in-house information technology support; and,

· Improve contract and project management.  

Each of these are long term, flexible objectives.  The PSC must continue to react to changes in the IT industry to avoid obsolescence and to ensure that our systems and applications evolve as the sophistication and needs of users change. 

Linkages Between Information Technology and Agency Business Plan

IT has been fully integrated into all aspects of the day-to-day work processes—communications, data management, data analysis, scheduling and case processing.  Continuity of IT operations and timely completion of Y2K projects are critical to accomplishing the agency’s mission.  The mission of the PSC is to ensure that consumers receive the best possible value in telecommunications, electric and natural gas services and to improve transportation and pipeline safety.  The four strategic directions in the agency’s business plan relate to: 









    

1) Economic regulation of utilities; 

2) Transportation and pipeline safety; 

3) Efficient internal operations; and 

4) Customer service.  

Achieving the objectives in these areas is highly dependent upon IT resources and projects. See GANTT Chart in Appendix H(A) for time line of the major IT projects discussed below.

Economic Regulation


Utility regulation has changed dramatically as the telecommunications and natural gas industries have been opened to competition. The number of providers in these markets and the number of cases processed by the PSC have steadily increased.  Over a thousand cases were filed in the past year at the PSC.  Similar changes are expected if the electric industry becomes more competitive. Major IT projects directed at supporting key objectives for the economic regulation of telecommunications, electric and natural gas utilities are:

· Filing and Case Tracking System (FACTS)—A LAN-based database of all PSC dockets.  A list of all documents filed in each docket, the case schedule and the staff assigned will be available once this system is fully operational. The first phase of this project, the document tracking module, has been in place for two years.  The public can immediately access and download any document via the internet if an electronic copy has been filed with the PSC.  Design and implementation of the second module for tracking case management information will begin after the Y2K transition projects are complete. 

· Telecommunications Certificated Providers Database—A LAN-based database of all companies certificated to provide telecommunications service in Georgia.  This project has been implemented and the information is available on the PSC web page.

· Natural Gas Marketers Database—A LAN-based database of all companies certificated to provide natural gas service in Georgia.  This program has been completed, so information about natural gas marketers is available on the internet.  

Transportation Safety

Several major IT projects support key objectives for transportation safety.   Over the last few years the Transportation Division has migrated from main-frame to LAN-based programs. This migration is now in the final stage as the TCS 2000 program, our major Y2K project, is being tested and fine-tuned. Full implementation for all users is awaiting the installation of Y2K compliant PCs. A related project is modifying the interface with the Georgia Department of Safety’s new Accident Reporting Database. TCS 2000, an integrated database using a standardized interface, will eliminate duplicate records and data entry, provide for more efficient processing, enhance reporting capabilities and allow for customized database searches to identify carriers with a particular profile.  The ability to sort and extract specific information will enable the staff to perform data analysis and to be more responsive to questions from the public.  The databases that have been integrated into the Y2K compliant LAN-based TCS 2000 program are:

· Motor Carrier Certification System (MCCS)—To maintain the unique numbering system to identify carriers included in all of the Division’s databases.  This directory is the key to using both the electronic and paper filing systems.

· Certificated Carriers—To track certificated “for hire” commercial motor carriers and the status of their insurance coverage.  These carriers include household goods, bus and limousine carriers.

· Interstate Exempt Carriers—To track permits and insurance for interstate exempt “for hire” carriers, who transport exempt commodities, such as non-processed fruits and vegetables, sod and other low-value items.

· Intrastate Exempt Carriers—To track permits and insurance for intrastate exempt “for hire” carriers, such as non-emergency medical vehicles.  These carriers transport people but do not fall under either the bus or limousine classification. 

· Intrastate Property Permits—To issue and track permitting and insurance of “for hire” carriers, that transport goods within Georgia. 

· Chauffeur Permits (MCCP)—To issue and track permits granted to individuals for authority to drive a limousine in Georgia. 

· Citation Program (CITE)—To track citations issued to commercial vehicle drivers who violate state or federal law.  This program needs to be integrated with the federal SafetyNet database.

· Charter Bus Permits (ChartBus)—To issue and track permits and insurance.  

The Transportation Division’s commercial vehicle safety and registration activities are part of a national program.  Therefore, the agency uses several federal and state computer applications:

· Single State Registration Program (SSRS)—A LAN-based program, developed by the Illinois Commerce Commission, is used to track receipts and disbursements for interstate registered carriers who transport goods regulated under USDOT authority.  This program needs to be integrated with the other transportation databases for more efficient processing and to eliminate redundant data entry.  SSRS has been modified for Y2K.

· SafetyNet—A LAN-based program developed and supported by USDOT to track safety inspections, violations and accident reports of commercial motor vehicles. The agency’s internal reporting interface is being converted to a standardized application to sort and extract data from SafetyNet.  The PSC must be able to identify high-risk carriers and high-crash corridors in order to achieve the strategic objective to focus limited enforcement resources where the greatest impact can be made.  A new version, SafetyNet 2000, is scheduled to be released by the Federal DOT in late-1999.

· Intelligent Transportation System/Commercial Vehicle Operations (ITS/CVO)— The PSC along with other organizations who work with the motor carrier industry
 have formed a working group to identify improvement areas and technical approaches to implement ITS/CVO and the associated Commercial Vehicle Information System Network. (CVISN).  Some of the benefits of this joint effort will be: 1.) Integrated capability to share intrastate and interstate data among agencies involved with the commercial vehicle industries; 2.) Improved communication among all agencies involved; 3.) One-Stop shopping for customers; and, 4.) Standardized methods for data submission and retrieval. This effort is still in the infancy stage; full implementation will take several years. 

Customer Service

The PSC has adopted a strategic direction to demonstrate a commitment to customers and stakeholders. One means for achieving this strategy has been to become more accessible to the public through the use of the internet. With the introduction of competition to the telecommunications and natural gas industries the number of public inquiries and the need for consumer education has grown. To meet this increased demand the agency has made public information, consumer education materials and public documents available on the PSC web page.  Another major IT project directed at customer service is:

· Consumer Response System (CRS)—A LAN-based system to log and track consumer inquiries and complaints.  Status of customer inquiries can be monitored through this system and patterns can be identified and addressed by the agency.  This program has been rewritten to make processing more efficient and to interconnect with the Telemarketing “No Call” database. The rewrite is in the final stages of testing and implementation.  

Enhancing Internal Operations

IT resources are used throughout the PSC to support the key objectives for enhancing internal operations.  The network file server, web server and fax server provide staff with state-of-the-art software, data retrieval and communications capability. Some of the IT projects for enhancing internal operations are:



· Y2K—The PCs and applications software are being tested and upgraded or remediated to be Y2K ready and to be compatible with the Y2K compliant databases being implemented. 

· Applications—The applications are modified as needed to accommodate the work of the users and new applications are developed to automate manual processes, where appropriate.  

· Communications—The two PSC offices in downtown Atlanta and Hapeville are connected by an ISDN line. An upgrade to a T-1 line is under development.  Wireless and virtual private network solutions are being studied to enable our field enforcement officers, located throughout Georgia, to send and receive e-mail and to use other network functions.  The enforcement officers’ pen-based computers are being upgrade to laptops that allow electronic upload of data each day. This eliminates dual data entry and the delays associated with mailing reports.

· Web Page—The PSC’s web page is being used extensively to provide public information and access to documents. The staff is in the process of converting agency forms to electronic versions for downloading.  Future projects will focus on developing the capability of accepting electronic forms and other filings over the internet.

· Help Desk Software—This system will allow users to report equipment problems, request assistance with applications, or make other IT inquiries and to monitor the status of their requests.   IT staff will use this system to control workload and set priorities.  

Information Technology Architecture Alignment with State Policies and Standards Critical Requirements

The PSC’s IT strategic plan is aligned with the state policies and standards.  See Table in Appendix H(B) for mapping of Agency IT plan with State IT plan. The PSC ‘s critical IT requirements are primarily associated with major IT projects indicated above. 

Agency Support Strategy and Information Technology Staff Development


The agency will provide network management and user support through its internal IT staff.  Programming support for new or enhanced applications will be provided by both outside vendors and internal IT staff. The IT Unit has two permanent staff members and is recruiting to fill two vacancies.  Having a full complement of staff will reduce the need for temporary and contract technical support. Training and development of IT staff is supported and attaining network and other relevant certifications is encouraged.  At this time both full-time IT staff members are MCSE certified. 

Appendix H(a)—Time line for the PSC’s Major IT Projects

	Project
	IIIQ99
	IVQ99
	IQ00
	IIQ00
	IIIQ00

	Filing and Case Tracking System—Phase Two
	
	
	
	
	

	TCS 2000 
	
	
	
	
	

	ITS/CVO
	
	
	
	
	

	SafetyNet
	
	
	
	
	

	Consumer Response System
	
	
	
	
	

	Help Desk Software
	
	
	
	
	

	Y2K Projects
	
	
	
	
	


Appendix H(b)—Mapping of State IT Plan to Agency IT Plan

	State Policy
	Agency Action

	Data warehousing and sharing
	The PSC has developed network databases to enable internal sharing of data and has made information available to the public via its internet web page.

	State Awards for IT staff
	Once developed the PSC will participate in this program since         maintaining qualified IT staff is an ongoing challenge.

	Year 2000 projects
	Y2K projects are underway.

	Electronic signatures
	Use and applicability of electronic signatures is being studied.

	Internet 
	The PSC is using the internet extensively to be more accessible to the public, to share data, to disseminate public information, to download electronic forms and to educate consumers.   Future uses include applications for accepting forms and filings electronically.

	Cross-agency planning
	The PSC is a member of ITS/CVO task force that is evaluating the feasibility of a centralized jointly-owned database for all agencies that work with commercial vehicles.  Other members are Department of Transportation, Department of Revenue, Department of Public Safety, and Georgia Motor Carriers Association

	800 MHz communication system
	The PSC is in compliance with the state policies.  A statewide system would enhance communications for PSC safety enforcement officers and reduce or eliminate the need for multiple communications systems.
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