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GLOSSARY OF ACRONYMS AND DEFINED TERMS

Acronym/Defined Term

Meaning

Commission
FERC

IVR

Oo&M

Operating Companies

Operating Company
RFP

SPS

Test Year

Total Company or total
company

Update Period
Updated Test Year
Xcel Energy

XES

Public Utility Commission of Texas

Federal Energy Regulatory Commission
Interactive Voice Response

Operation and maintenance

Northern States Power Company, a Minnesota
corporation; Northern States Power Company,
a Wisconsin corporation; Public Service
Company of Colorado, a Colorado
corporation; and SPS

One of the Operating Companies

Rate Filing Package

Southwestern Public Service Company, a New
Mexico corporation

October 1, 2019 through September 30, 2020

Total SPS (before jurisdictional allocation)

October 1, 2020 through December 31, 2020
January 1, 2020 through December 31, 2020
Xcel Energy Inc.

Xcel Energy Services Inc.

Lindgren Direct — Revenue Requirement Page 2

RR6 - Page 239 of 456



LIST OF ATTACHMENTS

Attachment Description
NL-RR-1 Native SPS Costs for Meter Reading and Customer

Records and Collections
(Filename: NL-RR-1.xIsx)

NL-RR-2 Organization Chart - Customer Care
(Non-native format)

NL-RR-3 Customer Payment Plan Data
(Non-native format)

NL-RR-A Summary of XES Expenses to SPS by Affiliate
(Updated Test Year)  Class and Allocation Method
(Filename: NL-RR-ABCD.xIsx)

NL-RR-B(CD) XES Expenses by Affiliate Class, Activity, Billing
(Updated Test Year) = Method and FERC Account
(Filename: NL-RR-ABCD.xlIsx)

NL-RR-C Exclusions from XES Expenses to SPS by Affiliate
(Updated Test Year)  Class and FERC Account
(Filename: NL-RR-ABCD.xlsx)

NL-RR-D Pro Forma Adjustments to XES Expenses by
(Updated Test Year)  Affiliate Class and FERC Account
(Filename: NL-RR-ABCD.xIsx)
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DIRECT TESTIMONY
OF
NORA LINDGREN

I. WITNESS IDENTIFICATION AND QUALIFICATIONS

Q. Please state your name and business address.
My name is Nora C. Lindgren. My business address is 1414 West Hamilton
Avenue, Eau Claire, Wisconsin 54701

Q. On whose behalf are you testifying in this proceeding?
I am filing testimony on behalf of Southwestern Public Service Company, a New
Mexico corporation (“SPS”) and wholly-owned electric utility subsidiary of Xcel
Energy Inc. (“Xcel Energy”).
By whom are you employed and in what position?
I am employed by Xcel Energy Services Inc. (“XES”), the service company
subsidiary of Xcel Energy, as Senior Manager, Customer Policy and Assistance.
Please briefly outline your responsibilities as Director, Customer Operations.
I am responsible for business support services of the Customer Care organization
for Xcel Energy’s four Operating Companies.! This responsibility includes
process efficiencies, resolving customer complaints, communications within the
organization, customer policy, and low-income programs.
Please describe your educational background.

A. I hold a Bachelor of Arts degree in Biology from Metropolitan State University in

Saint Paul, Minnesota, with an emphasis on Environmental Communication. I

' The Operating Companies are: Northern States Power Company, a Minnesota corporation;
Northern States Power Company, a Wisconsin corporation; Public Service Company of Colorado, a
Colorado corporation; and SPS.
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have continued my professional development through credit and collections
focused training programs and conferences.

Please describe your professional experience.

I have been employed with Xcel Energy for 11 years. Prior to 2013, I held
various positions within Xcel Energy’s Customer Contact Center and Credit and
Collections Call Center as I completed my degree. From 2013 to 2018, I served as
Supervisor, Credit and Collections for Xcel Energy. From 2018 to 2020, I served
as Manager, Credit and Collections where I was responsible to develop, maintain,
and implement policy and processes to ensure reductions of arrears, write-offs,
and key financial metrics including management of bad debt for Xcel Energy.
Beginning in July of 2020, I became the Senior Manager, Customer Policy and

Assistance.
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II. ASSIGNMENT AND SUMMARY OF TESTIMONY AND
RECOMMENDATIONS

Q. What is your assignment in this proceeding?

I support the Updated Test Year (January 1, 2020 through December 31, 2020)>
operation and maintenance (“O&M”) expenses and administrative and general
expenses for activities and work performed by: (1) SPS employees and contract
resources for meter reading and third-party vendor costs for customer records and
collection expenses (also referred to as “native SPS costs™); and (2) the Customer
Care class of affiliate services. I also explain the accounting for and management
of SPS’s bad debt expense.

In regard to SPS’s native meter reading and customer records and
collection expenses, my testimony will:

e describe the types of services provided;

e explain how the services are reasonable and necessary for SPS’s
operations; and

e support the costs as reasonable and necessary for rate recovery
purposes.

In regard to the Customer Care affiliate class, my testimony will:
e describe the services included in the class;

e explain that those services are reasonable and necessary for SPS’s
operations;

e explain that the costs for those services are reasonable and necessary;

2 The Test Year in this case is October 1, 2019 through September 30, 2020, and the Update
Period is October 1, 2020 through December 31, 2020. The Updated Test Year consists of the last nine
months of the Test Year and the three months in the Update Period. In addition to supporting the Updated
Test Year costs, I have also reviewed the costs for the first three months of the Test Year for the classes |
support and find those costs to be reasonable.
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e explain that these services do not duplicate services that SPS provides
to itself through its own employees or that are provided from any other
source; and

e explain that each charge from SPS’s affiliates for these services is no
higher than the charges by those affiliates to any other entity for the
same or similar services.

In addition, I sponsor Schedule G-3 of SPS’s Rate Filing Package
(“RFP”). Schedule G-3 provides the policy for writing off bad debts and the
calculation of commodity bad debt expense. I support the effort to manage the
incidence of bad debt, which is reflected in the level of expense shown on the
schedule.

Please summarize the recommendations and conclusions in your testimony.
Native Costs - The native amounts included in Attachment NL-RR-1 represent, at
a total company level (total SPS before jurisdictional allocation, “total company”
or “Total Company”), reasonable and necessary meter reading, customer records,
and customer collections related costs incurred directly by SPS to support SPS’s
ability to provide safe and reliable electric service to its Texas retail customers.
I recommend the Public Utility Commission of Texas (“Commission”) approve
those costs.

Affiliate Costs - The affiliate charges to SPS are included in Attachments
NLRR-A through NL-RR-D, and are addressed in more detail in Section IV of my
testimony. The estimated Updated Test Year costs that SPS seeks to recover for
the services of the Customer Care affiliate class of $2,608,227 (total company)?

are reasonable and necessary because they support SPS’s ability to provide

electric service to its Texas retail customers.

3 This dollar amount reflects nine months of actual costs and three months of estimated costs.
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e The costs are for services provided by the Customer Care business
area that are necessary for the provision of electric service by SPS,
including:

o oversight and administrative support for reading customer
meters;

o manual billing work, billing quality assurance, billing issue
resolution, and receiving and posting payments; operating the
customer contact centers that answer customer questions
regarding bills, services, and outages;

o providing collections services; and

o support and oversight for customer service operations.

e The costs for these services are reasonable because they are shared
with other affiliates, include reasonable personnel costs, and are
subjected to rigorous budgeting and cost control processes.

e SPS does not provide these services for itself, and the services do not
duplicate services provided by others.

e FEach charge from SPS’s affiliate for these services is no higher than

the charge by those affiliates to any other entity for the same or similar
service.

Accordingly, I recommend the Commission approve SPS’s requested amount for
the Customer Care affiliate class.

Bad Debt Expense - SPS incurs bad debt expense when customers fail to pay
their bills. SPS’s write-off policy requires specific action—a write-off or further
collection efforts—when a customer account is 119 working days past the final
bill due date. SPS is requesting $5,455,663 (total company)* of bad debt expense

in this case. That amount is a native amount in Federal Energy Regulatory

4 The total company number consists of Customer Care-related commodity bad debt expense in
the amount of $6,414,707; Customer Care-related non-commodity bad debt expense in the amount of
$48,173; Corporate Other commodity bad debt expense in the amount of ($370,802) and Distribution
Operations non-commodity bad debt expense in the amount of ($636,415). The Coporate Other commodity
bad debt expense is sponsored by SPS witness Adam R. Dietenberger. The Distribution Operations non-
commodity bad debt expense is sponsored by SPS witness Casey S. Meeks.
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Commission (“FERC”) Account 904 Uncollectible Expenses for estimated
Updated Test Year as shown in Attachment NL-RR-1.

You mention that certain costs that you present in your testimony are
estimates. Please explain why this is the case and what items are estimates.
As explained by SPS witness William A. Grant, SPS will be using an Updated
Test Year in this case. SPS’s initial filing presents actual affiliate O&M expenses
for the Test Year and estimated information for the Update Period. Accordingly,
the first nine months of SPS’s Updated Test Year (i.e., January 2020 through
September 2020) consist of actual cost information, and the last three months (i.e.,
October through December 2020) consist of estimated cost information. For this
reason, certain SPS witnesses refer to the Updated Test Year in direct testimony
as the “estimated Updated Test Year.”

Regarding the Customer Care affiliate costs I support, as explained by SPS
witness Ross L. Baumgarten, actual figures for October and November 2020 have
been provided and December 2020 figures have been estimated based on the
forecasted budget. However, these expenses have not gone through the full pro
forma adjustment review process.

Will your testimony be updated to replace the estimated costs that you
present and support with actual costs?

Yes. SPS will file an update 45 days after this application has been filed. The
update will provide actual costs incurred to replace the estimates provided in the
application for the Update Period. As part of that process, Attachments NL-RR-A

through D will be updated by removing estimates of Customer Care affiliate
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those estimates with actual expenses, which will be used to establish SPS’s base
rates in this case.

Were Attachments NL-RR-1, NL-RR-2, NL-RR-3, and NL-RR-A through
NL-RR-D prepared by you or under your direct supervision and control?
Yes, with respect to Attachments NL-RR-2 and NL-RR-3. Attachment NL-RR-1
was prepared by SPS witness Stephanie N. Niemi and her staff and is based on the
cost of service study. My staff and I have reviewed this attachment, and I believe
it to be accurate. Attachments NL-RR-A through NL-RR-D were prepared by
Mr. Baumgarten and his staff. My staff and I have reviewed these attachments,
and I believe them to be accurate. Although the same information provided in
Attachments NL-RR-A through NL-RR-D is presented in Mr. Baumgarten’s
Attachments RLB-RR-A through RLB-RR-D, I have presented this information in
my testimony for the convenience of those reviewing my testimony.

Were the portions of the RFP schedule you sponsor prepared by you or
under your supervision and control?

Yes.

Do you incorporate the portions of the RFP schedule sponsored by you into
this testimony?

Yes.
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METER READING, CUSTOMER RECORDS, AND COLLECTION-
RELATED ACTIVITIES AND O&M COSTS

What are the types of charges included in SPS’s requested level of meter
reading, customer records, and collection-related expenses and total O&M
costs?

The Customer Care component of the Customer and Innovation business area
provides a wide range of services that are necessary to support SPS’s ability to
provide electric service to its Texas retail customers. The core functions provided
by Customer Care include meter reading, billing services, contact centers, credit
and collections, and customer operations. Within Customer Care, XES and SPS
employees have separate roles and responsibilities, but work in coordination with
each other and under the direction of the XES Customer Care business area
management to provide various types of services, including meter reading,
customer records, and customer collections.

Meter reading, customer records, and collection-related O&M expenses,
within the Customer and Innovation business area, include both native SPS costs
and affiliate charges. Native costs are those costs incurred directly by SPS
associated with the provision of electric service to customers. These costs include
labor, materials, and other non-fuel O&M costs. For example, the salaries of SPS
employees are native costs. In this section of my testimony, I discuss the
reasonableness and prudence of SPS’s requested native costs relating to meter
reading, customer records, and customer collection expenses.

Affiliate expenses are those associated with services provided by XES to

SPS. XES is a centralized service company and the charges for its services are to
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be provided “at cost,” or without profit. These services are in addition to, and not
duplicative of, the services that SPS employees provide. Finally, affiliate O&M
expenses also include charges to SPS from other Operating Companies or
affiliated interests. Similar to the charges from XES, these services are charged to
SPS “at cost” and generally involve oversight functions. Mr. Baumgarten
provides additional details regarding the methodology of charging affiliate costs
to SPS from XES and other affiliated interests. Starting in the next section of my
testimony, I discuss Customer Care affiliate O&M charges to SPS in more detail.
Please describe SPS’s native meter reading, customer records, and customer
collection expenses that SPS has included in its cost of service.
These costs, which are provided on my Attachment NL-RR-1 and included in
FERC Accounts 902 and 903, include various services associated with the reading
of customer meters by SPS employees, as well as external vendor expenses and
postage to provide billing and collection services specifically for SPS customers.
With respect to meter reading, there were 63 SPS employees, including
those in management roles, in the Customer Care business area who perform
meter reading functions for SPS, as of December 2020. There were also 16
contract resources used to perform meter reading functions. These employees and
contract resources read and record usage data from customer meters, without
which SPS would be unable to bill customers for electricity consumption,
generate disconnection orders, and investigate energy theft, among other
activities. These meter reading activities, and associated labor, are directly
incurred by SPS in its provision of electric service to customers. Although XES

employees provide management, oversight, and administrative support for meter
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reading, such activities are separate and distinct from the day-to-day management
of meter reading personnel that is provided by management-level employees at
SPS (e.g., completion of work assignments, scheduling, and verification of data).
Native costs relating to meter reading services performed by the Customer Care
group are recorded to FERC Account 902.

Regarding customer records and customer collections expenses, SPS
native costs include external vendor expenses to provide billing and collection
services specifically for SPS customers. These services include the creation,
printing, and mailing of SPS customer letters, notices, and bill statements, as well
as the generation of electronic bill images for SPS customers who receive their
bills electronically. Postage expense for mailed communications with SPS
customers are also included in these native costs. Native costs also include
expenses from credit agency vendors collecting past-due balances for SPS
customer accounts, and bank fees SPS reimburses to its customers due to billing
or collection errors. The native SPS costs for customer records and customer
collections described above are separate and distinct from the services provided
by the Customer Care affiliate class. Native costs relating to customer records
and collections-related activities performed by SPS employees and the Customer
Care group are recorded to FERC Account 903.

Are the native SPS costs for meter reading, customer records, and customer
collections-related expenses and associated O&M necessary and reasonable
for SPS’s operations?

Yes, these costs are necessary and reasonable and support SPS’s ability to provide

safe and reliable service to its Texas retail customers. These costs are necessary
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to ensure that SPS maintains the ability to meter, bill, and collect payment for the
electricity it provides. They are functions required by all utilities. Without them,
SPS would not be able to provide electric service to its customers. These costs
include labor, materials, and other non-fuel O&M costs. SPS witnesses Michael
P. Deselich and Richard R. Schrubbe provide testimony explaining that SPS’s
labor and benefits costs are reasonable, and SPS witness Robert H. Kunze
provides testimony about explaining that the costs associated with the sourcing

and procurement of goods and services are reasonable.

Lindgren Direct — Revenue Requirement Page 14

RR6 - Page 251 of 456



N —

10

11

12

13

14
15

16

17

18

19

20

21

22

23

IV. AFFILIATE EXPENSES FOR THE CUSTOMER CARE
CLASS OF SERVICES

Earlier in your testimony, you referred to an “affiliate class.” What do you
mean by the terms “affiliate class” or “affiliate class of services”?

A portion of SPS’s costs reflects charges for services provided by a supplying
affiliate, specifically XES or one of the Operating Companies. These charges
have been grouped into various affiliate classes, or aggregations of charges, based
upon the business area, organization, or department that provided the service or,
in a few instances, the accounts that captured certain costs. In his direct
testimony, Mr. Baumgarten provides a detailed explanation of how the affiliate
classes were developed and are organized for this case.

Which affiliate class do you sponsor?

I sponsor the Customer Care class of affiliate services.

Summary of Affiliate Expenses for the Customer Care Class of
Services

Where does the Customer Care affiliate class fit into the overall affiliate
structure?

Attachment RLB-RR-6 to Mr. Baumgarten’s direct testimony provides a list and a
pictorial display of all affiliate classes, dollar amounts for those classes, and
sponsoring witness for each class. As seen on that attachment, the Customer Care
affiliate class was part of the Customer and Innovation business area during the
Updated Test Year. Attachment NL-RR-2 to my testimony is an organization

chart showing the Customer Care organization.
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What services are grouped into the Customer Care affiliate class?

The services that are grouped into the Customer Care affiliate class are meter
reading (oversight and administrative support), billing services, contact centers,
credit and collections, customer policy and assistance, and measurement and
analytics. Prior to July 2020 customer policy and assistance, and measurement
and analytics were combined as customer operations within Customer Care’s
affiliate class. As described previously, these services are separate and distinct
from costs incurred directly by SPS.

What is the dollar amount of the Updated Test Year XES charges that SPS
requests, on a total company basis, for the Customer Care affiliate class?

The following table summarizes the dollar amount of the estimated Updated Test
Year XES charges for the Customer Care affiliate class. [ will update the table as
part of SPS’s 45-day case update filing to reflect the actual Updated Test Year
costs for the Customer Care affiliate class.

Table NL-RR-1°

Requested Amount of XES Class
Expenses Billed to SPS
(Total Company)
Class of Services TOgllla}s(sES Requested % Direct v
Amount Billed Allocated
Expenses
Customer Care 35,553,651 2,608,227 1.31% 98.69%

5 Total XES Class Expenses is the Dollar amount of total Updated Test Year expenses that XES

charged to all Xcel Energy companies for the services provided by this affiliate class. This is the amount
from Column E in Attachment NL-RR-A. Requested Amount is SPS’s requested amount after exclusions
and pro forma adjustments. % Direct Billed is the percentage of SPS’s requested XES expenses for the
class that were billed 100% to SPS. % Allocated is the percentage of SPS’s requested XES expenses for
the class that were allocated to SPS.
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Please describe the attachments that support the information provided in
Table NL-RR-1.

There are four attachments to my testimony that present information about the
requested SPS affiliate expenses for the Customer Care affiliate class.

Attachment NL-RR-A: Provides a summary of the affiliate expenses for

this class during the Updated Test Year. The portion of the summary specific to
billings to SPS starts with the total of the XES expenses to SPS for the services
provided by this affiliate class and ends with the requested dollar amount of XES
expenses to SPS (total company) for this affiliate class after exclusions and pro

forma adjustments. The columns on this attachment provide the following

information:
Column A — Line No. Lists the Attachment line numbers.
Column B —  Affiliate Class Lists the affiliate class.

Column C —  Billing Method (Cost  Shows the billing method that XES
Center) uses to charge the expenses to the
affiliates, and the billing method short
title. In his direct testimony, Mr.
Baumgarten explains the billing
methods and defines the codes.

Column D —  Allocation Method Shows the allocation method applicable
to the billing method (cost center).

Column E—  Total XES Billings Shows XES billings to all legal entities
for Class to all Legal  for the affiliate class.
Entities (FERC Acct.
400-935)

Column F —  XES Billings for Shows XES billings to all legal entities
Class to all Legal except SPS for the affiliate class.

Entities Except for
SPS (FERC Acct.
400 — 935)
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Column G—  XES Billings for
Class to SPS (Total
Company) (FERC
Acct. 400-935)

Column H—  Exclusions
ColumnI—  Per Book
ColumnJ—  Pro Formas
Column K —  Requested Amount
(Total Company)
Column L — 9% of class charges

Shows XES billings to SPS (total
company) for the affiliate class.

Shows the total dollars to be excluded
from Column G. Exclusions reflect
expenses not requested, such as
expenses not allowed or other expenses
excluded from the cost of service.

Shows XES billings to SPS (total
company), for the affiliate class, after
the exclusions shown in Column H.
The dollar amount in Column I is
Column G plus Column H.

Shows the total dollar amount of pro
forma adjustments to the dollar amount
in Column I. Pro forma adjustments
reflect revisions for known and
measurable changes to the Updated
Test Year expenses.

Shows the requested amount (total
company) for the affiliate class. The
dollar amount in Column K is Column I
plus Column J.

Shows the percentage of affiliate class
charges billed using the cost center.

In his direct testimony, Mr. Baumgarten provides a consolidated summary

of affiliate expenses billed to SPS for all classes during the Test Year and the

Updated Test Year.

Attachment NL-RR-B(CD): Provides the detail of the XES expenses for

the Customer Care affiliate class that are summarized on Attachment NL-RR-A.

The detail shows the XES expenses billed to SPS for the Customer Care affiliate

class, itemized by the amount, with each expense listed by individual activity and

billing method (cost center). When summed, these amounts tie to the amounts
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shown on Attachment NL-RR-A, and the detail regarding the expenses is

organized to support that attachment.

Specifically, the columns on this

attachment provide the following information.

Column A —

Column B —

Column C —

Column D —

Column E —

Column F —

Column G —

Column H —

Column I —

Column J —

Line No.

Legal Entity
Receiving XES
Expenses
Affiliate Class

Cost Element

Activity

Billing Method (Cost

Center)

FERC Account

Total XES Billings
for Class to All
Companies (FERC
Acct. 400-935)

XES Billings for
Class to all Legal
Entities Except SPS
(FERC Acct. 400-
935)

XES Billings for
Class to SPS (Total
Company) (FERC
Acct. 400-935)

Lindgren Direct — Revenue Requirement

Lists the Attachment line numbers.

Shows the legal entity (Xcel Energy or
one of its subsidiaries) that received the
XES expense.

Lists the affiliate class.
Provides the cost element number.
Provides a short title for the activity.

Identifies the billing method and short
title. In his direct testimony, Mr.
Baumgarten explains the billing
methods and defines the codes.

Shows the FERC Account in which the
expense was recorded for the operating
companies.

Shows the itemized amount of the listed
XES expense that was billed to all legal
entities for the affiliate class.

Shows the itemized amount of the listed
XES expense that was billed to all legal
entities except SPS for the affiliate
class.

Shows the itemized amount of the listed
XES expense that was billed to SPS for
the affiliate class. Therefore, the sum of
this column provides total billings to
SPS and ties to the total dollar amount
for the affiliate class in Column G of
Attachment NL-RR-A.
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Column K —  Exclusions Shows the total dollars excluded from
Column J. The total dollar amount for
the affiliate class in Column K ties to
the total dollar amount for the affiliate
class in Column H of Attachment
NL-RR-A.

Column L —  Per Book Shows XES billings to SPS (total
company) for the affiliate class after the
exclusions shown in Column K. The
dollar amount in Column L is Column J
plus Column K. The total dollar amount
for the affiliate class in Column L ties to
the total dollar amount for the affiliate
class in Column I of Attachment
NL-RR-A.

Column M —  Pro Formas Shows the dollar amount of pro forma
adjustments to the dollar amount in
Column L. The total dollar amount for
the affiliate class in Column M ties to
the total dollar amount for the affiliate
class in Column J of Attachment

NL-RR-A.
Column N—  Requested Amount Shows the requested amount (total
(Total Company) company) for the affiliate class. The

dollar amount in Column N is Column L
plus Column M. The total dollar
amount for the affiliate class in Column
N ties to the total dollar amount for the
affiliate class in Column K of
Attachment NL-RR-A.

Mr. Baumgarten also provides a consolidated summary of this information
for all affiliate classes during the Test Year and the Updated Test Year.

Attachment NL-RR-C: Both Attachments NL-RR-A and

NL-RR-B(CD) show exclusions to the XES expenses billed to SPS for the
Customer Care affiliate class (Attachment NL-RR-A, Column H; Attachment

NL-RR-B(CD), Column K). Attachment NL-RR-C provides detail about those
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exclusions listed on Attachments NL-RR-A and NL-RR-B(CD). The columns on

Attachment NL-RR-C provide the following information.

Column A — Line No. Lists the Attachment line numbers.
Column B —  Affiliate Class Lists the affiliate class.
Column C — FERC Account Identifies the FERC Account and

FERC Account description for the
expense that has been excluded.

Column D —  Explanations for Provides a brief rationale for the
Exclusions exclusion.

Column E—  Exclusions (Total Shows the dollar amount of the
Company) exclusion.

In his direct testimony, Mr. Baumgarten describes the calculations
underlying the exclusions.

Attachment NL-RR-D: Both Attachments NL-RR-A and

NL-RR-B(CD) show pro forma adjustments to SPS’s per book expenses for the
Customer Care affiliate class (Attachment NL-RR-A, Column J; Attachment NL-
RR-B(CD), Column M). Attachment NL-RR-D provides information about those
pro forma adjustments shown on Attachments NL-RR-A and NL-RR-B(CD).

The columns on Attachment NL-RR-D provide the following information.

Column A — Line No. Lists the Attachment line numbers.
Column B —  Affiliate Class Lists the affiliate class.
Column C — FERC Account Identifies the FERC Account and

FERC Account description affected by
the pro forma adjustment.

Column D —  Explanations for Pro  Provides a brief rationale for the pro
Formas forma adjustment.
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Column E—  Sponsor Identifies the witness or witnesses who
sponsor the pro forma adjustment.

Column F—  Pro Formas (Total Shows the dollar amount of the pro
Company) forma adjustment.

Does XES bill its expenses for the Customer Care affiliate class to SPS in the
same manner as it bills other affiliates for those expenses?

Yes. As discussed by Mr. Baumgarten, XES uses the same method for billing and
allocating costs to affiliates other than SPS that it uses to bill and allocate those
costs to SPS.

Are there any exclusions to the XES billings to SPS for the Customer Care
affiliate class?

Yes. As I mentioned earlier, exclusions reflect expenses not requested, such as
expenses not allowed or other below-the-line items. Exclusions are shown on
Attachment NL-RR-A, Column H, and on Attachment NL-RR-B(CD), Column
K. The details for the exclusions are provided in Attachment NL-RR-C. Mr.
Baumgarten describes how the exclusions were calculated. In SPS’s 45-day case
update, I will present an updated Attachment NL-RR-C that will provide actual
exclusions to replace any estimated exclusions included in my original
attachment.

Are there any pro forma adjustments to SPS’s per book expenses for the
Customer Care affiliate class?

Yes. As I mentioned earlier, pro forma adjustments are revisions to Updated Test

Year expenses for known and measurable changes. Pro forma adjustments are

shown on Attachment NL-RR-A, Column J, and on Attachment NL-RR-B(CD),
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Column M. The details for the pro forma adjustments, including the witness or
witnesses who sponsor each pro forma adjustment, are provided in Attachment
NL-RR-D. Given the time of SPS’s initial filing, only the first nine months of the
Updated Test Year have completed the full pro forma adjustment review process.
In SPS’s 45-day case update, I will present an updated Attachment NL-RR-D that
will complete the full pro forma adjustment review process for the last three
months of the Updated Test Year.

Attachment NL-RR-D shows that you are a sponsor for pro forma
adjustments for expenses for the Customer Care affiliate class during the
first nine months of the Updated Test Year that result in a net decrease for
the Customer Care affiliate class of $5,514.33. Please explain the
adjustments.

The adjustments that I sponsor: remove costs not benefitting SPS (a decrease of
$325.96); remove below-the-line charges (a decrease of $18.52); remove charges
associated with employee life/career events (a decrease of $506.82); remove
charges associated with employee recognition awards (a decrease of $3,783.23);
and remove charges associated with an incorrect cost center (a decrease of

$879.71).6

The Customer Care Class of Services are Necessary Services

Are the services that are grouped in the Customer Care affiliate class
necessary for SPS’s operations?
Yes. The services grouped in the Customer Care affiliate class are necessary to

ensure that SPS maintains the ability to meter, bill, and collect payment for the

¢ Numbers do not tie due to rounding.
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electricity it provides and that customers have the ability to contact SPS regarding
service and billing issues. They are functions required by all utilities and without
which SPS would not be able to provide electric service to its customers.

What are the specific services that are provided to SPS by the Customer
Care affiliate class?

The specific services that are provided to SPS by the Customer Care affiliate class
are in five major categories:

e Meter Reading — these services provide oversight, management, and
administrative support for reading customer meters;

e Contact Centers — these services include the operation of the
Residential Contact Centers and the Business Solutions Contact
Centers;

e Billing Services — these services include manual billing work, billing
quality assurance, billing issue resolution, and receiving and posting
customer payments;

e Credit and Collections — these services include management of
accounts receivables, minimizing customer receivable write-offs, and
operation of the Credit Contact Centers;

e Customer Policy and Assistance — these services include process
efficiencies, resolving customer complaints, communications within
the organization, customer policy, and low-income programs; and

e Measurement and Analytics — these services include staff training,
quality assurance, planning and forecasting, operational management,
worforce management, performance reporting, advanced analytics,
vendor management, and budget oversight.

Are any of the Customer Care class of services that are provided to SPS
duplicated elsewhere in XES or in any other Xcel Energy subsidiary such as
SPS itself?

No. Within XES, none of the services grouped in the Customer Care affiliate

class are duplicated elsewhere. No other Xcel Energy subsidiary performs these
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services for the Operating Companies. In addition, SPS does not perform these
services for itself.

Do SPS’s Texas retail customers benefit from the services that are part of the
Customer Care affiliate class of services?

Yes. The services of the Customer Care affiliate class benefit SPS’s customers in
many ways. For example, it is through the services of the Customer Care class
that SPS’s customers: receive accurate and timely bills for the use of products
and services based on their measured consumption; have their payments
processed in an accurate and timely manner; request that service start or stop, ask
a question, voice a concern, enroll in a billing program, or report an outage or
emergency; and are able to discuss payment arrangements and assistance options

if they have difficulty paying their bills.

The Customer Care Affiliate Class of Services are Provided at a
Reasonable Cost

Are the costs of the Customer Care affiliate class of services reasonable?
Yes, the costs of the Customer Care affiliate class of services are reasonable.
Because these services are provided through XES on a consolidated basis, SPS
benefits from economies of scale and the distribution of costs over multiple Xcel
Energy legal entities.

1.  Additional Evidence
Is there additional evidence for a portion of the expenses that you present in
this testimony?
Yes. Of the estimated Updated Test Year costs for the Customer Care class,

88.28% are compensation and benefits costs for XES personnel. Mr. Deselich
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and Mr. Schrubbe establish that the level of Xcel Energy’s compensation and
benefits is reasonable and necessary.

2. Budget Planning
Is a budget planning process applicable to the Customer Care class of
affiliate costs?
Yes. Annual O&M budgets are created for the Customer and Innovation business
area, which includes the Customer Care organization and the Customer Care class
of affiliate costs, using guidelines developed at the corporate level. Each manager
within the Customer Care organization carefully reviews historical spend
information, identifies changes that will be coming in the future, and analyzes the
costs associated with those changes prior to submitting a proposed budget. The
budgeting process is discussed in more detail by Mr. Dietenberger.
During the fiscal year, does the Customer Care organization monitor its
actual expenditures versus its budget?
Yes. Actual versus expected expenditures are monitored on a monthly basis by
management in the Customer Care organization. Deviations are evaluated each
month to ensure that costs are appropriate. In addition, action plans are developed
to mitigate variations in actual to budgeted expenditures. These mitigation plans
may either reduce or delay other expenditures so that overall spending complies
with the authorized budget.
Are employees within the Customer Care organization held accountable for
deviations from the budget?
Yes. All management employees in Customer Care have specific budgetary goals

that are incorporated into their performance evaluations. Performance is
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measured on a monthly basis to ensure adherence to the goals and provide for
action plan development to address variances. All Customer Care managers are
required to manage their expenses to support the budgetary goals. Failure to meet
these performance targets will affect their performance evaluation and overall
compensation.

3. Cost Trends
Please state the dollar amounts of the actual per book charges from XES to
SPS for the Customer Care affiliate class of services for the three fiscal years
preceding the end of the Updated Test Year and the estimated per book
charges for the estimated Updated Test Year.
The following table shows, for the fiscal years 2017, 2018, and 2019 (calendar
years), the actual per book and for the Updated Test Year, the estimated per book
affiliate charges (Column I on Attachment NL-RR-A) from XES to SPS for the
services grouped in the Customer Care affiliate class:

Table NL-RR-2

Per Book Charges Over Time

Updated Test
Class of Services 2017 2018 2019 Year
(Estimated)

Customer Care | $2,507,919 | $2,450,162 | $2,853,406 $2,548,408

What are the reasons for this trend?

As can be seen in the table, there has been a slight increase in costs from 2017 to
the Updated Test Year. However, the trend is down from calendar year 2019 to
the Updated Test Year. Customer Care has realized ongoing operational

efficiencies, process improvements, and work automation, and customers are
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increasing their digital interactions. These factors have enabled labor cost
decreases through headcount reductions. Specific to the Updated Test Year, there
have been pandemic related reductions in hiring, overtime spend, and labor
associated with field collections and manual meter reading activities. Employee
expenses have also seen reductions as a result of pandemic-related travel and
spending reductions.
4. Staffing Trends

Please provide the staffing levels for the Customer Care class of services for
the three fiscal years preceding the end of the Updated Test Year and for the
Updated Test Year.

The following table shows, for the fiscal years 2017, 2018, and 2019 (calendar
years) and for the Updated Test Year, the average of the end of month staffing
levels for the Customer Care class of services.

Table NL-RR-3

Average of End of Month # of Staff

Updated Test
Class of Services 2017 2018 2019 Year
(Estimated)
Customer Care 774 713 703 688

What are the reasons for this trend?

The decrease in average staffing levels from 2017 to the Updated Test Year was
primarily due to ongoing efforts to improve operational efficiencies and processes
and automate work where possible and cost effective. Customers are also

increasing their use of digital interaction channels, as new functionality and
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enhancements have been added over time to the Interactive Voice Response
(“IVR”) system, www.xcelenergy.com and a mobile application launched in
2017. Customers can also set preferences to receive notifications to stay informed
during power outages and for billing and payment reminders. In combination,
these efforts have enabled Customer Care to avoid filling some positions that
were vacated through natural attrition and to reduce overall hiring needs. Several
Customer Care business areas have realized headcount reductions during this
period, including billing, credit and collections, and customer operations (now
split as customer policy and assistance, and measurement and analytics), with the
largest headcount reduction occurring in the contact centers. As indicated in other
portions of my testimony, pandemic-related impacts have been realized during the
Updated Test Year, including temporary changes to hiring plans.
5. Cost Control and Process Improvement Initiatives

Separate from the budget planning process, does the Customer Care affiliate
class take any steps to control its costs or to improve its services?
Yes. Customer Care strives to improve its processes and deploy technology that
will enable the organization to operate more efficiently and effectively. The
following are examples of some initiatives that Customer Care has undertaken to
control costs and improve service:

e regularly forecasting call volumes, allowing the timing of hiring to be

adjusted on an ongoing basis and staffing to be managed and
scheduled to meet real-time workload needs;

¢ enhancing the IVR system to handle a wider range of calls quickly and
efficiently, allowing contact center agents to handle the more complex
calls from customers;
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Yes.

focusing on segmented and proactive customer contacts in order to
manage bad debt expense and minimize the number of days that
revenue remains outstanding; and

identifying opportunities to reduce errors, improve processes, increase

efficiency,

improvement throughout Customer Care.

and enhance customer satisfaction through process

Does Customer Care track key statistics related to customer satisfaction?

Customer Care tracks the number of customer complaints received. As

shown on the following table, Texas customer complaints remain low, with the

most common complaint type related to credit and collections activity.

Table NL-RR-4

Number of Customer Complaints
(Texas Retail Customers — All Sources)

2015

2016

2017

2018

2019

2020

56

65

75

73

54

30

Customer Care also tracks customer use of the IVR system, and

satisfaction with both contact center agent interactions and IVR system

interactions. As shown on the following tables, customer use of the IVR system

has generally increased over time, and satisfaction with both agent calls and IVR

calls is high.

Table NL-RR-5

IVR System Utilization
(Texas Retail Customers)

2015

2016

2017

2018

2019

2020

Total
Offered
Calls (Agent
and IVR)

1,249,935

1,177,483

1,191,821

1,167,823

1,244,544

1,214,405

% of calls
handled by
the IVR
system

56.4%

55.3%

56.4%

59.8%

60.5%

64.5%
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Table NL-RR-6

Voice of the Customer Transaction Survey
(Texas Retail Customers)

2015 2016 2017 2018 2019 2020

Overall

Satisfaction 89.6% 89.6% 87.1% 85.5% 87.4% 84.1%
with
Transaction’

Overall
Satisfaction
with
Transaction
(IVR)

0 (V]
89.5% | 91.3% | a NA | NA N/A

Beginning with data reported for 2017, Xcel Energy implemented a new
customer experience platform through vendor MaritzCX to assess satisfaction for
various channels, including agent and IVR experiences. Xcel Energy’s
partnership with the new vendor eliminates the manual agent call transfer process,
objectively manages the survey sampling process, and works to ensure a
statistically representative sample. Results are loaded daily to interactive
reporting dashboards for easier access. These enhancements facilitate more
frequent results and more in-depth understanding.

The former vendor transaction study also used a different scale than the
new vendor for agent results. The former vendor used a 0-10 scale for the agent
survey results, while the new vendor survey uses a 1-10 scale, both with a top
three box range (8-10). The IVR survey scale remains a 1-5 scale with a top two

box range (4-5). However, the IVR survey method changed to an automated

7 The survey results report both IVR and Agent results combined for the years 2015 — 2016.

Beginning in 2017, the survey reports Agent results only.
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phone survey instead of a live phone survey to match the method of customer
interaction. The agent survey remains a live phone survey. Finally, IVR and
agent survey results are now reported separately, instead of being combined into
one score based on transaction channel volume. Because of these changes, data
reported starting with 2017 will be somewhat different than data reported for past
years. The data presented in Table NL-RR-6 reflects the changes in the survey

methodology starting in 2017.

The Costs for the Customer Care Class of Services are Priced in a
Fair Manner

For those costs that XES charges (either directly or through use of an
allocation) to SPS for the Customer Care class of services, does SPS pay any
more for the same or similar service than does any other Xcel Energy
affiliate?

No. The XES charges to SPS for any particular service are no higher than the
XES charges to any other Xcel Energy affiliate. The costs charged for particular
services are the actual costs that XES incurred in providing those services to SPS.
A single, specific allocation method, rationally related to the cost drivers
associated with the service being provided, is used with each cost center (billing
method). In his direct testimony, Mr. Baumgarten discusses the selection of
billing methods and XES’s method of charging for services in more detail.

How are the costs of the Customer Care affiliate class billed to SPS?
Attachment NL-RR-B(CD) shows all of the costs in this class broken out by
activity and, in conjunction with Column C in Attachment NL-RR-A, shows the

billing method associated with each activity. Attachment NL-RR-A, shows the
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allocation method (Column D) associated with each billing method (Column C)
used in the affiliate class.

In SPS’s 45-day case update, [ will present updated Attachments NL-RR-
A and NL-RR-B(CD) so that the entries for the last three months of the Updated
Test Year provide actual data and conform to the information provided for the
first nine months. In the event the predominant billing methods and associated
allocation methods for the Customer Care affiliate O&M expenses on my updated
Attachments NL-RR-A and NL-RR-B(CD) differ from those discussed below, |
will explain those differences in supplemental testimony in SPS’s 45-day case
update filing.
What are the predominant allocation methods used for billing the costs that
SPS seeks to recover for the Customer Care affiliate class of services?
All of the requested XES charges to SPS for this class were charged using one of
the following allocation methods:

e Number of Customers — 71.55% of XES charges to SPS -
$1,866,102.01;

e Number of Customer Bills — 25.68% of XES charges to SPS -
$669,868.78;

e Direct Billing — 1.31% of XES charges to SPS - $34,172.11; and

e Number of Residential Customers — 1.46% of XES charges to SPS -
$38,084.31.

Why is it appropriate to allocate costs based upon the “Number of
Customers” method for the costs captured in the cost centers that use that
allocation method?

For the cost centers charged using the “Number of Customers” method as the

allocator, the costs are driven by the needs of customers. They include costs
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associated with the Customer Care organization that operates the centralized
customer contact centers and handles the interface between individual customers
and each of the Operating Companies. For example, Cost Center 200155, which
uses the “Number of Customers” method as the allocator, includes labor costs
associated with responding to retail customer calls regarding power outages and
starting or stopping service. Accordingly, this cost center allocates costs among
the Operating Companies based upon the proportionate share of customers of
each Operating Company (i.e., the number of customers of a particular Operating
Company as a percentage of the total number of customers of all of the Operating
Companies). This allocation reflects cost causation and the distribution of the
benefits of the services received. For the cost centers that assign costs based upon
this allocation method, the per unit amounts charged by XES to SPS as a result of
the application of this allocation method are no higher than the unit amounts
billed by XES to other affiliates for the same or similar services and represent the
actual costs of the services.

Why is it appropriate to allocate costs based upon the “Number of Customer
Bills” method for the costs captured in the cost center that uses that
allocation method?

The cost center charged using the “Number of Customer Bills” method as the
allocator captures the costs of billing services provided to the Operating
Companies, including manual billing work, oversight of customer billing, and
responding to customers regarding billing issues. For example, the labor costs

associated with manually calculating bills, billing quality assurance, and billing
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corrections are collected in Cost Center 200151 and are allocated using this
allocation method. These costs are driven by the activities required to issue and
process bills for each Operating Company. Accordingly, the costs in this cost
center are allocated among the Operating Companies based on each legal entity’s
proportionate share of customer bills (i.e., the number of customer bills processed
for a particular Operating Company as a percentage of the total number of
customer bills processed for all of the Operating Companies). This allocation
reflects cost causation and the distribution of the benefits of the services received.
For the cost centers that assign costs based upon this allocation method, the per
unit amounts charged by XES to SPS as a result of the application of this
allocation method are no higher than the unit amounts billed by XES to other
affiliates for the same or similar services and represent the actual costs of the
services.

Why is the “Direct Billing” method appropriate for assigning the costs
captured in the cost centers that use that allocation method?

For the cost centers that are assigned using the “Direct Billing” method, the costs
normally reflect work that was performed specifically for SPS only. In some
cases, however, the direct billing occurred after the application of an off-line
allocator that tracks the relevant cost drivers. In either situation, the cost centers
charged using the “Direct Billing” method are appropriate because the assignment
of costs is in accordance with the distribution of benefits for the services received.
For example, employee labor costs associated with management meetings with a

local, low-income support agency specifically concerning low-income customer
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assistance to SPS customers were assigned using the “Direct Billing” method.
The cost of these services benefited SPS, the work was performed specifically for
SPS alone, and the cost driver is SPS customers. Thus, the “Direct Billing”
method is appropriate because it assigns costs in accordance with cost causation
and benefits received. For the cost centers that assign costs using Direct Billing,
the per unit amounts charged by XES to SPS are no higher than the unit amounts
billed by XES to other affiliates for the same or similar services and represent the
actual costs of the services.

Why is it appropriate to allocate costs based upon the “Number of
Residential Customers” method for the costs captured in the cost center that
uses that allocation method?

Cost Center 200161 — Customer Care Low-Income Assistance, which uses the
“Number of Residential Customers” method as the allocator, captures the costs
associated with the low-income assistance support for residential customers, such
as answering calls from customers for referral to low-income assistance agencies,
providing information to the agencies in order to process applications for
assistance, and processing payments from agencies. For example, the labor costs
associated with answering calls for referral are collected in Cost Center 200161
and allocated using this allocation method. These costs are driven by the
activities required to provide residential customer low-income assistance support
for each Operating Company. Thus, the costs in this cost center are allocated
among the Operating Companies based on each legal entity’s proportionate share

of residential customers. This allocation reflects cost causation and the
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distribution of the benefits of the services received. For the cost centers that
assign costs based upon this allocation method, the per unit amounts charged by
XES to SPS as a result of the application of this allocation method are no higher
than the unit amounts billed by XES to other affiliates for the same or similar

services and represent the actual costs of the services.
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V. BAD DEBT EXPENSE

What topic do you address in this section of your testimony?

In this section of my testimony, I address SPS’s accounting for and management
of bad debt expense. I also provide the amount of bad debt expense included in
SPS’s request and discuss some of the impacts that the COVID-19 pandemic has
had on SPS’s management of bad debt expense.

What is bad debt expense?

Bad debt expense includes billed commodity revenue for electric service that is
considered uncollectible from customers. It also includes non-commodity
revenue that is considered uncollectible. Commodity revenue refers to the
revenue billed to SPS’s customers for the cost of utility service, including fuel
charges and all regulated charges to customers, such as riders. This definition
represents virtually all of SPS’s billed retail customer revenue. Non-commodity
bad debt typically includes comparatively minor ancillary charges such as
reconnection fees, damage claims, and service policy. Please refer to Schedule
G-3 in SPS’s RFP for more information on SPS’s commodity bad debt expense.
What is SPS’s policy for writing off a customer account receivable as a bad
debt?

SPS has a write-off policy that it follows with respect to customer accounts that
are past due. For SPS, when a customer account is 119 working days past the
final bill due date, the write-off policy requires specific actions. Smaller balances
($1,000 or less) are directly written off, while additional procedures are mandated

for larger balances.
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What items affect commodity bad debt expense?

All else being equal, commodity bad debt expense varies directly with commodity
revenues. Other factors affecting bad debt expense include changes in credit
policy, external considerations such as the economy, low-income energy
assistance programs, as well as the efficiency of SPS’s supporting processes and
operations.

How does SPS account for bad debt expense?

There are two major accounting entries that SPS makes on a monthly basis that
affect bad debt expense. First, the net write-off entry records the gross write-offs
less any recoveries during a particular month. Second, a reserve change entry is
accrued and recorded each month to properly reserve for the outstanding accounts
receivable balance at the end of each month.

Is bad debt expense accounted for separately for each of SPS’s retail
jurisdictions?

No. Bad debt expense is attributed to SPS on a total company basis. Ms. Niemi
calculates the jurisdictional amount of expense attributable to Texas in the cost of
service study she presents. SPS witness Richard M. Luth provides the allocation
of bad debt expense among SPS’s Texas-retail customer classes in the class cost
of service study he presents.

What is the amount of bad debt expense on a total company basis included in
this filing?

SPS seeks to recover $5,455,663 of bad debt expense on a total company basis for
the Updated Test Year. That number represents actual amounts for each month of

the Updated Test Year.
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How does SPS manage bad debt expense?

The Customer Care group, which manages bad debt expense,® has increased its
focus on managing bad debt expense through numerous actions over the last
several years. This includes increased and more targeted outbound campaigns to
contact past-due customers about their late payments; providing increased
opportunity for customers to use automated payment channels; insourcing staffing
in Credit Contact Centers to interact with customers; and increasing competition
between third-party collection agencies for debt placement.

Are there any notable current events impacting bad debt expense?

Yes, the ongoing global COVID-19 pandemic has impacted the communities and
customers to whom we provide service and the economy which supports them.
Did SPS take any actions with respect to bad debt expense in response to the
COVID-19 pandemic?

Yes. As discussed by SPS witness Bryan Davis, pursuant to the Commission’s
order in Project No. 50664, in March 2020, SPS began deferring commodity bad
expense related to COVID-19. Additionally, since the start of the pandemic, SPS
has made extensive efforts to work with our customers to established flexible
payment arranagements.

Please summarize how SPS’s efforts to offer extended payment plans have
impacted SPS.

SPS always strives to work with our customers that need payment assistance.

Historically, most of our residential customers that are put on payment plans have

8 As noted earlier, a portion of SPS’s bad debt expense originates in Distribution Operations,

which is responsible for managing that portion of the expense.

Lindgren Direct — Revenue Requirement Page 40

RR6 - Page 277 of 456



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

had payment arrangement over one to three months. Since the beginning of the
pandemic in March 2020, however, the majority of residential customers that
have requested a payment plan arrangement have been placed on plans that allow
them to pay their balance over four months or more. For example, from March
through December 2019, approximately 41 percent of residential customers were
on payment plans longer than three months. For the same time period in 2020,
approximately 68 percent of residential customers were on payment plans longer
than three months. Similarly, SPS has also seen an increase in the percentage of
non-residential customers with extended payment plan arranagements.
Attachment NL-RR-3 is additional detail comparing payment plan arrangements
for March through December 2019 as compared to the same time period in 2020.
Please describe the information shown on Attachment NL-RR-3.

There are separate tables for residential and non-residential customers shown on
Attachment NL-RR-3 with data for the time periods of March through December
2019 and March through December 2020. The “Installments” represents the
number of months for the payment plan. The “Count” row represents the number
of customers with payment plan arrangements based on the number of
installments. The “Amount” row represents the total dollars in arrears for the
installment period. Lastly, there are calculations provided regarding the average
duration (i.e. number of installments) of the payment plans.

What do you anticipate will be the full impacts of the COVID-19 pandemic
on SPS’s bad debt expense?

It is uncertain. SPS continues to work with our customers that are facing financial

hardship as a result of the ongoing pandemic and plans to do so for the
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foreseeable future. While we are all hopefull that the pandemic will end in the
coming months, when the pandemic will ultimately end is unknown.
Furthermore, as I just discussed, there has been an increase in the number of
customers that are on payment plans with extended payment deadlines This,
coupled with the fact that SPS does not write-off past due account until 119 days
after the final due date, means that SPS will not know the full impact of the
pandemic on bad debt expense for some time.

How does SPS propose to address this uncertainty with bad debt expense?

As discussed in more detail by Mr. Davis, SPS proposes to establish a bad debt
expense tracker so that SPS will ultimately collect its actual amount of bad debt
expense associated with the pandemic.

Does this conclude your pre-filed direct testimony?

Yes.
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Southwestern Public Service Company

Native SPS Costs for Meter Reading
and Customer Records and Collections

Attachment NL-RR-1
Page 1 of 4
2021 TX Rate Case

Native SPS O&M Update Test Year Total Company
Expense through the Affiliate O&M Requested O&M
R Update Period Expense for the
Line FERC L. (Jan '20-Dec '20) (Jan '20-Dec '20) Updated Test Year
No. Acct Account Description
Production
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Southwestern Public Service Company

Native SPS Costs for Meter Reading
and Customer Records and Collections

Attachment NL-RR-1
Page 2 of 4
2021 TX Rate Case

Native SPS O&M Update Test Year Total Company
Expense through the Affiliate O&M Requested O&M
R Update Period Expense for the
Line FERC L. (Jan '20-Dec '20) (Jan '20-Dec '20) Updated Test Year
No. Acct Account Description
Transmission

Regional Market Expenses
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Southwestern Public Service Company

Native SPS Costs for Meter Reading
and Customer Records and Collections

Attachment NL-RR-1
Page 3 of 4
2021 TX Rate Case

Native SPS O&M Update Test Year Total Company
Expense through the Affiliate O&M Requested O&M
R FERC Update Period Expense for the
Line L. (Jan '20-Dec '20) (Jan '20-Dec '20) Updated Test Year
No. Acct Account Description
Distribution
Customer Accounts
95 902 Meter Reading Expenses $ 4,408,365 $ 640,349 5,048,714
96 903  Customer Records and Collection Expenses $ 2,872,880 $ 4,497,473 7,370,353
97 904  Uncollectible Expenses $ 6,043,905 $ - 6,043,905
98 904  Uncollectible Expenses $ (588,242) $ - (588,242)
925 C A Miscell: $ 77,254 $ 59,453
100 Total Customer Accounts Expense $ 12,940,726 $ 5,219,752 §$ 18,023,771

Customer Service

Sales
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Southwestern Public Service Company

Native SPS Costs for Meter Reading
and Customer Records and Collections

Attachment NL-RR-1
Page 4 of 4
2021 TX Rate Case

Native SPS O&M Update Test Year Total Company
Expense through the Affiliate O&M Requested O&M
R Update Period Expense for the
Line FERC L. (Jan '20-Dec '20) (Jan '20-Dec '20) Updated Test Year
No. Acct Account Description
Administrative and General Expenses
132 Total Operations and Maintenance Expense $ 430,049,088 $ 117,508,051 $ 546,961,027

Note: All amounts included in this attachment are included in the cost of service study provided as Attachment SNN-RR-2
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Attachment NL-RR-2

Page 1 of |

2021 TX Rate Case
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Attachment NL-RR-3

Page 1 of |

2021 TX Rate Case
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Attachment NL-RR-A

Page 1 of |

2021 TX Rate Case

BuIpuNOI 0} ANP SANPAYIS JOYIO 0} 3} IO PPE. JOU ABW SIUNOUTY
TTLTT809°T__ S | L96I8°6S VSLOY8YST § (OP'SPI'6)  § | O0'ESSLSST § | 11'860°966°CES | [T ISOESS'SES UDIBPUYT BION SSOUNM [BIOL | []
%00000  TTLZT809T S | L9'6I8'6S VS'LOY'SPST § (OP'SPI6)  § O0ESSLSST § | [1'860°966C€S | ITISIESSSES [€01, 216D Jowoysn) | 01
%IET T1TLIPE 80958 €091 EE (ep€1L's) 97°670°Ty L8'6TIS659 £€°6VST0L 1a1q 21| 1) WIS 6
. . . o sIowoIsn J0URISISSY WOOU,
%ov'1 1€'80°8€ 204901 6T0T0°LE (Lron) 90°LE0°LE LYTHY STy €5°6LY TSy EHUOpISOY 1O EE:M mw%gwwmumsaswsow ssom o) owoisn) | g
%000 - - - - - £T06°€SE £T°06°€SE SIOWOISN) JO JoquInN momwwmmg\wwww wow,ﬁ%m QIp) WIS L
%200 68°95¥ st'8 Pr8Ty - vr8Tr 69°651°C £1°886°€ SIOWIOSND JO QUIN, | (s swmmwm.mwmmw mw o1 JOWOISN) | 9
%951 60%0L°0F 65719 05'680°0% 9'v0) vIvTIop 60°€99°8€¢ €TLSL'BLS SIOWOIS) JO IOQUIN, o+ o) rotwolsnyy - %_%w aIp) WIS ¢
%91°69 ¥6'6S8°€08°T 07088 ¥ PS'60079L T |(80°9) TSIOTOLT  BEGHSBYY'ET | 09'S9S0IY'ST | SRWORND JOLQUINNG oo m_%w o) Jowosn) | ¢
%180 0rrorie 90049 0 1€5°0C - P0'1EF0T €9°9L5'YLT L9°L00°S6T SIOWOISND JO JAQUINN | 06 218D JOWOISN) - ZS[00T| 218D PWOISH) ¢
SIT
%89'$T 8L'898'699 80'9SL'Y1 0LTIT'SS9 - 0LTIT'SS9 8TS61°001°L | 86'LOE'SSL'L st Jo snaﬁm — saswsom.a_ wwvww are) woisny | ¢
. . soakordwd
%000 - s - - $ |(bsvLE) $ | ¥SyLE $L800ST S IWSL8T S| o\ snuonoyysiossy 0 UAA4OTIBIOPAA - 6L000T  dxeD dowiowsn) |
SE6-00F St6-00F SE6-00F
oty || (e el e e o
SSELD 10 % _Sc,ahw “-._.MME< seurioj oag yoog 134 SUOISN[IXF 1100 sonmug [e801 e 03 ssery POYRIA UODBIO[Y | (193U 3S0D)) POYIIAl SUI[[ig | SSe[D eIV sury
porsohod SAS 03 SSEID | TIE 03 sse1) 103 s3Iy
10y sBuNIg SAX | 10§ SBUNIE SAX | SAX [EIOL
(D oD (r) () (H) ) (@) @ (@ ) (@) (v)

RR6 - Page 286 of 456

0207 ‘L€ 12quiddd( PIPUF SYIUOIA FAIPM L, 3} Aoy
POYRIN Sullg pue sse[) ANV £q SdS 03 sasuadxy SIX Jo Arewuing

Aueduwo)) 391AI9G d[qNJ UINSIMYINOS



Attachment NL-RR-B(CD)
Page 1 of 1
2021 TX Rate Case

Southwestern Public Service Company
XES Expenses by Affiliate Class, Activity, Billing Method and FERC Account

Nora Lindgren

2021 TX Rate Case

APPLICATION OF
SOUTHWESTERN PUBLIC SERVICE COMPANY
FOR AUTHORITY TO CHANGE RATES

NL-RR-B(CD) is provided in electronic format.
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Southwestern Public Service Company

Exclusions from XES Expense to SPS

For the Twelve Months Ended December 31, 2020

Attachment NL-RR-C

Page 1 of |
2021 TX Rate Case

(A) B) ©) (D) (E)

Line . Explanation for Exclusions

No. Affiliate Class FERC Account Exclusions  (Total Company)
1 |Customer Care 417.1 - Expenses of nonutility operations|Below the Line = $ (8,713.43)
2 | Customer Care 426.1 - Donations Below the Line (16.77)
3 |Customer Care 426.".‘ - Expenditures fo.r c.:e.rtaln VI Below the Line (374.54)

political and related activities
4 |Customer Care 426.5 - Other Deductions Below the Line (40.72)
5 | Customer Care Total $ (9,145.46)
6 Total Witness Nora Lindgren $ (9,145.46)
Amounts may not add or tie to other schedules due to rounding
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Attachment NL-RR-D

Page 1 of |

2021 TX Rate Case
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