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INTRODUCTION
Please state your name and business address.
My name is Alan V. Richardson, and my businessress is 500 N.E. Multhomah St.,
Suite 900, Portland, Oregon, 97232.
By whom are you employed and in what capacity?
I am employed by Scottish Power plc. Prior to@mcement of the transaction, | was
Managing Director of the Power Systems Divisiomwill become an Executive Director
and a member of ScottishPower's Board of Direaffective April 1, 1999.
What are your current responsibilities for thenpany?
My current responsibilities are to manage thaessregarding the transaction between
ScottishPower and PacifiCorp. These include regnjaffairs, communications,
community interface, and strategic and businesstg.
What position will you hold with PacifiCorp aftdre transaction is closed?
I will be the Chief Executive Officer of Pacifi@Qo after the transaction is completed.
Where will you be located?
In Portland, as | have been since the transagtesmannounced on December 7 of last
year.
Please summarize your education and businessiexge.
| earned a degree in electronics and electriogireeering from Sunderland Polytechnic. |
am a member of the Institute of Electrical Engisedfor most of my career, | have been
engaged in the power/electrical engineering businéspent a large part of my career
with A. Reyrolle and Company and later with the Bag Company, where | became
Director and General Manager. Later, | joined RégrSwitchgear as Director and
General Manager. In 1990, | left Reyrolle to j&iBB Power for one year before joining
ScottishPower as managing director of the transamdsusiness. In 1995, | became
managing director of the Power Systems divisioBadttishPower, including the
distribution businesses in Scotland and in Manwledm also a Visiting Professor at the
University of Strathclyde in Glasgow, and a memidfethe board of the Glasgow
Development Agency, which is responsible for inrestt and development in Glasgow.
In November 1997, | was honored for my contributiorthe electricity supply industry,
receiving a "Lifetime Achievement Award" sponsoldTransmission & Distribution
World magazine.

TESTIMONY SUMMARY

What is the purpose of your direct testimonyhiis proceeding?
I will establish that this transaction will seriZacifiCorp's customers in the public interest.
On some topics, | will give an overview of the tesiny to be provided by other
ScottishPower witnesses.
How is your testimony organized?
My testimony addresses the following topics:
. Background of ScottishPower

.. ScottishPower's record in transforming businesses

The transaction with PacifiCorp

Benefits of the transaction
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.. System performance and customer service improvemen

.. Commitment to communities
.. Commitment to the environment
How PacifiCorp will be managed
.. Commitment to employees
.. Cost savings
.. Competition and restructuring

Why do you believe this transaction is in thelpuinterest?

The combination with ScottishPower will enablefi@orp to become one of the top ten
electric utilities in the U.S. ScottishPower'sliskand experience will allow PacifiCorp to
achieve substantial improvements in network peréoroe and customer service and
provide tangible benefits to all of PacifiCorp'akstholder groups. All this will be
achieved more quickly, more economically, and withater certainty than by PacifiCorp
acting alone. In addition, ScottishPower's protvaok record in transforming utility
businesses and running them efficiently will mdaat,tover time, prices for customers
will be lower than they would be without the merger

Who else will be providing testimony on behalfSufottishPower?

Mr. Bob Moir will testify about our plans for immpving system performance and customer
service, including the introduction of guaranteet/ie standards. Mr. Jack Kelly will
testify about planned commitments to the commueniiy employees. Mr. Robert Green
will be testifying about financial and ratemakinglipy issues. Finally, Mr. Andrew
MacRitchie will testify about potential operatingst reductions as a result of introducing
ScottishPower's experience and expertise in opegratigulated utilities.

BACKGROUND ON SCOTTISHPOWER
Please explain who ScottishPower is.
The ScottishPower Group is a leading multi-utibusiness in the U.K. with
approximately 5 million customers across Scotl&myland, and Wales. The Group's
activities span the generation, transmission, iigtion, and supply of electricity; water
and wastewater services; gas supply; telecommuonsatselling of electrical appliances;
and technology and contracting services. The Bbétower group comprises one of the
largest industrial groups in the U.K. and has éadquarters in Glasgow, Scotland. At its
roots, ScottishPower is a very old company. Sslotower's predecessors have been
supplying electricity to the central belt and tlath of Scotland for over 100 years. Prior
to 1989, the company was known as the South ol&@uwbElectricity Board, which was
renowned world-wide for its engineering excellentmtil 1991, the company was
government owned and operated. It was privatimel®B1. Additional information about
ScottishPower is contained in ScottishPower's AhReport and Accounts 1997-98,
which is an Appendix to the Application in this peeding, and in Exhibit SP __ (AVR-
1).
ScottishPower has expanded its operations iiher aitility businesses in the U.K. Could
you briefly describe this growth?
At the time of privatization in 1991, the strayenf ScottishPower was very clear.
ScottishPower was a medium-sized utility, and wadel that the prime tasks were to
reduce our operating costs in all our areas ofrf@s$si and to raise customer service
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standards to the highest practical level. The @mpocused on these tasks for the first
three years of its existence as a privatized ytiid the exclusion of any overseas activity
or major projects outside Scotland. We continlegé¢ efforts through benchmarking and
additional investments in training and informattenhnology to reduce operating costs
and raise service levels. In 1994, we had a oleavr that we were achieving our goals of
low-cost operation and high customer service adtes®readth of the business, and that
we could continue to move forward with our busingtsategy. In 1995, we acquired, for
over $1.7 billion, a regional electricity compaiManweb, serving 1.3 million customers
in the northwest of England and north Wales, caingjf both urban (the City of
Liverpool) and very rural areas. In 1996, we acepliifor over $2.5 billion, a water and
wastewater company in the south of England, SontWéter, with 1.7 million customers
for wastewater service, and 900,000 customersdtatye water service.

What has been the experience of these compamiles GcottishPower's management?
Both of these companies have been transformadesult of renewing the emphasis on
core business activities. This has led to subisiantprovements in customer service and
operational performance in both companies.

What types of improvements have been achieved?

Some of the key improvements at Manweb sincdithe of the acquisition are:

(1) customer minutes lost have been reduced byyn&@apercent; (2) guaranteed
standards failures have been reduced by approXdymégoercent; and (3) complaints to
OFFER have been reduced by nearly 40 percent. $bthe key improvements at
Southern Water since the time of that acquisitien 1) leakage from pipes has been
reduced by over 50 percent; (2) there has beebsiamtial improvement in wastewater
treatment compliance; and (3) the number of progeedt risk of flooding has been
reduced by over 25 percent.

Have these improvements been recognized by thutaters of these companies?

Yes. We have been recognized by both our U.fguleors, the Office of Electricity
Regulation ("OFFER") and the Office of Water Regjola ("OFWAT"), for these
improvements. Indeed, lan Byatt, Director GenefdlVater Service for OFWAT, stated
in 1998: "l am pleased to see the improvemenperating efficiency made by Southern
Water under its new management . . Additionally, we have received the Charter Mark
from the U.K. government for excellent customerser at both companies. Southern
Water is one of the few major U.K. water and wastiewcompanies to be awarded the
Charter Mark. More information about these Chavtark awards is contained in the
testimony of Bob Moir.

Is there a basic philosophy that underpins the SattishPower does business?

Yes, there is. The ScottishPower Values aréndeet of the way we deal with employees,
customers, our communities, shareholders and sthkeholders. You will see them
posted on the wall in every ScottishPower offieggy depot and retail shop. The
ScottishPower Values are as follows:

.. Well earned customer loyalty
.. Enhanced shareholder value
.. Positive working environment
.. Trust of communities

.. Teamwork and leadership
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Further information regarding the ScottishPoweriéalis included in Exhibit SP
(AVR-2).

How are these Values incorporated into your ssfi

We measure ourselves, our company and our emgsoperformance in the context of
these Values. Additionally, we report to the palon an annual basis about our
performance against targets in key areas, inclugliragity of supply (customer service),
community, environment, and employees. Annualntsgor the year 1997-98 are
Exhibit SP __ (AVR-3).

THE TRANSACTION WITH PACIFICORP
Could you describe the reasons for the trangaetith PacifiCorp?
ScottishPower has a clear strategy of delivehigip quality customer service and
shareholder value. As you would expect in well-buisinesses, we have evaluated our
strategic capabilities and our abilities to deliftgther value from our core competencies.
We believe that we have a proven capability to ustded and manage electric utility
operations, to understand electric utility markats] to transform average-performing
businesses into ones that set the industry standdre reason for the transaction is to
exercise these transformational capabilities iUl market and to position PacifiCorp
for a strong future.
How did ScottishPower determine that PacifiCogs\an ideal partner?
Over the past two years, ScottishPower evalugited).S. market and a number of
possible combination partners. We believe we lfiawed an ideal partner in PacifiCorp.
The company combines an attractive asset baseustaheer profile with a core utility
business that offers substantial scope for imprgertbrmance in customer service and
system operations, as well as improved efficien&lghough PacifiCorp is a sound
business with good assets, it has recently suffieoma financial under-performance. Key
strengths of PacifiCorp, upon which ScottishPowé&znds to build, include:

. Extensive customer base in an economically attracggion of the U.S.;
. Low-cost generating resources;

. Knowledgeable and dedicated work force; and

. Experienced operational management.

Could you describe briefly the transaction?

The transaction is essentially a simple onenvoblves only a change in the shareholders
of PacifiCorp. PacifiCorp would be an indirect Mlg@wned subsidiary of ScottishPower
and would operate on a stand-alone basis, heaégedin Portland, Oregon, with
operations in substantially the same structur&e are today.

Will the type of transaction that you're propgsamange in any way the degree of
regulatory oversight this Commission will have ofacifiCorp?

No. The Commission will continue to exerciseqisely the same degree of regulatory
oversight over PacifiCorp as it does today. Weeaygerienced operators of regulated
businesses. The majority of ScottishPower's incenfi®m regulated businesses. We
intend to work positively and continuously with wgtors in the U.S., as we do in the
U.K., as businesses and markets develop.

So you would anticipate no change in the abdftthis Commission to look out for the
interests of customers located in this state?
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None whatsoever. Indeed, our goal is to raisestandards of their service. The service
standards that ScottishPower intends to introduith,more accurate performance
measurements and reporting of results, should ictnarease this Commission's ability
to monitor PacifiCorp's performance.

BENEFITSOF THE TRANSACTION
Please describe the benefits of the transaatioRdcifiCorp's customers.
We have an objective to position PacifiCorp as ohthe top 10 investor-owned electric
utilities in the U.S. across a broad range of mesmsants. Focusing on customer service,
we will introduce a broad range of system perforogastandards and individual customer
guarantees. We will also make specific commitmémtommunities, the environment,
and employees.

System Performance and Customer Service | mprovements

Q.
A.
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Why are high levels of service important to Ssb®ower?

Because good service is good business. We khiswbecause we listen to our customers.

Since the announcement of this transaction, | Ingenumerous discussions with

PacifiCorp customer groups and have listened tio tio@cerns and preferences. | am

hearing the same message in the U.S. as | have inedrK. As levels of service have

improved across all types of businesses, thene is@eased expectation from customers
for even better service. One of the things | reoiscthat electricity is taken for granted,
and perhaps the only time you appreciate it is whismot there and you expect it to be.

We drive our businesses to understand the issuesusding system performance and

improve them by focused investment and focusedatipeis. We have chosen to lead the

creation of standards for customer service ratian being told that we have to do it. We
think it should be no different in the U.S. Intiaas part of our work in developing the
standards package we are now proposing, we lodketat was being provided by other

U.S. utilities. This confirms that our package@ésy much best in class.

How is ScottishPower going to improve servic®&uifiCorp's customers?

Based upon my discussions with customer groudsoan experience in the U.K., we have

decided to introduce an unprecedented packagewésetandards. They address both

overall company standards, designed to improvednmrmance of PacifiCorp in its
general service activities (we refer to these asftfPmance Standards"”), and individual
customer guarantees, relating more to the qudlisgrvice interaction with individual
customers (we refer to these as "Customer Guasifite€ogether, they address the key
deliverables for electric service providers, nantegh levels of customer service and
system performance.

What overall Performance Standards will Scottisié¥ introduce?

ScottishPower will introduce a series of measla&®rformance Standards, including:

.. Improving system availability and system relidilby 10 percent from
PacifiCorp's current performance, and reducing nrdarg interruptions standards
by 5 percent from PacifiCorp's current performance.

.. Improving the five worst performing circuits inagastate on an annual basis. The
improvements will occur within two years of selectj subject to receiving any
required government approvals.

.. Improvements in restoring system supply, and imipigpthe timeliness of both
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answering calls to the PacifiCorp Business Cemntdrrasolving complaints
submitted to the Commission.
These commitments are further detailed in thertesty of Bob Moir.
What are the specific Customer Guarantees tlatiStPower will introduce?
ScottishPower will improve customer service wgtaranteed service standards backed by
payments to customers for failures to perform. seh€ustomer Guarantees are in the
areas of:

.. Restoring individual customer supply;

.. Keeping appointments;

.. Activating power supply for individual customers;

.. Providing estimates for establishing service te nastomers;
.. Improving response time to bill inquiries;

.. Faster turnaround on resolving meter problems;

.. Notification of planned interruptions; and

.. Improving handling of power quality complaints.

These guaranteed standards are also further detaitee testimony of Bob Moir.

Will investments be required in PacifiCorp's systto achieve these service
improvements?

Absolutely. ScottishPower knows that an imparement of successfully transforming
a business is a commitment to invest in systemgraued processes, and employees.
What will be the focus of these investments?

Our investment focus will be on addressing tha igsues that affect customers,
improving customer service and system performandé will focus on investing in the
network to reduce the number and duration of semiterruptions, improving the
responsiveness of our employees and the trainigio$taff towards customer service,
and upgrading information technology in our businesnters.

Has ScottishPower been successful in achievinge s these increases in service quality
and customer satisfaction in the businesses iabasired in the U.K.?

Yes. In fact, the level of some customer seruckcators at Manweb has been superior
even to that in ScottishPower's own territory. Nége been able to transform that
business and its customer service performance wstiil@chieving cost reductions and
efficiencies. At Southern Water, we have takenctbrapany from being simply a
technically good company into a high performingibess in many respects. For example,
in several key service measures, Southern Waterhodas a leading position among U.K.
water and wastewater companies.

What is the time-frame in which you plan and iempént your investments?

We intend to achieve the specific Performancex@&ieds described above within five
years. Even after these results have been achieeadill continue to improve system
performance and customer service. We recognizelttbae are long-term businesses and
that a business cannot be transformed overnight.ir®@estments are made with the view
that we are committed to the business for the lengr. Customers, regulators, and
shareholders expect us to take such a long-tervn @ed we come prepared for that.
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Commitment to Communities

In the application for approval of this transantiScottishPower talks about its
commitments to the communities it serves. Whytlaese types of commitments
important to ScottishPower?

As well as being driven by our business planyevguided by our Values, which include
gaining the respect and trust of the communitiashich we work. This is essentially
about behaving corporately in a caring, sensitiag im the environment in which we
work. On January 26, 1999, Thenesof London measured us as being the best in the
U.K. of all companies on ten measures of corparatevation, business attitudes, etc.
Exhibit SP ___ (AVR-4). 1 believe that reflectethalues that we try to live in the
company. So it is part of the natural thrust of¢bhenpany to care for the environment, to
care for the things that our communities care e live in those communities. We have
a definite social responsibility. Some of the a¥gaaind recognition that we received in
1997 and 1998 are detailed in Exhibit SP ___ (AYR-5

What commitments will ScottishPower make in theaaof community programs?

As mentioned in our Application, ScottishPowes ladready committed to contribute $5
million to the PacifiCorp Foundation at the closofghe transaction. We will also
commit to maintain the level of PacifiCorp's oteemmunity-related contributions, both
in terms of monetary and in-kind contributions. eTddditional community commitments
that ScottishPower proposes to make to improvejtiadity of life in PacifiCorp's service
territories will emphasize education, and are basenhitiatives we have already
implemented in the U.K. These will include an efiee "School to Work" program for
use by the communities, developed with the appatgpauthorities. We will also maintain
the existing Regional Advisory Boards, recognizing valuable work they do in surfacing
the issues that are relevant to local communitidgese commitments are detailed further
in the testimony of Jack Kelly.

What other commitments is ScottishPower makirn vagard to the broader area of
customer care?

ScottishPower will commit to more than double, Borflillion per year, funds for
programs that encourage the economic well-beirgpofmunities. These include:

.. Heat assistance funding for those customers whbfgunder the Federal Low
Income Energy Assistance Program;

.. Debt counseling service for those customers wive kiEficulty in paying their
monthly electric bills; and

.. Education on energy efficiency and electricityetato reduce high energy bills for
customers with payment difficulties and to promelectricity safety for all
customers.

These commitments also are detailed in the testobdack Kelly.

Commitment to the Environment

Q.

A.

What is ScottishPower's view towards its corgorasponsibility concerning the
environment?

Minimizing the impact of operations on the envingent is important to ScottishPower.
ScottishPower has consistently ranked among th&gt@en-friendly" companies in the
U.K. ScottishPower's environmental record has lbeeognized in the Financial Times
Business in the Environment Survey of FTSE 100 comgs, where in 1997 we again
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secured a position as one of the top five compdoresnvironmental performance and
communications in the U.K. One of ScottishPowERrecutive Directors is charged with
implementing ScottishPower's environmental polstypported by an Advisory
Committee. Each year, we set targets for enviroriah@erformance and issue a public
report on ScottishPower's environmental policy addievementsScottishPower's
Environmental Report for 1997-98 is included in BxhSP _ (AVR-3).
Scottish Power is a large fossil fuel generaWvhat steps have you taken to mitigate the
effects of the emissions from these facilities?
We have a leading position in the U.K. on thessiuns issue. The operation of our coal-
fired power stations is a careful considerationusr We purchase low-sulfur coal
specifically. Another example is the "gas rebyrdject at Scottish PowsrLongannet
power station, which involves reigniting unburnesges at the top of the boiler. This
leading edge $45 million initiative, in conjunctianth low NOXx burners, is expected to
reduce the production and emission of oxides obgén from these units by 80 percent.
What is your experience in windpower and renee/ablergy?
In terms of renewables, ScottishPower is a legtliriK. wind farm operator, with 92
megawatts of capacity. We have plans to inveatfurther 30 megawatts. That, we
think, is a significant contribution to renewabtagability in Britain and obviously offsets
emissions.
What renewable pricing options have you madeabiai?
We've recently introduced a "green tariff" whetstomers can pay approximately five
percent more for "green energy."” That extra am@urdginvested in renewables projects.
What investments does ScottishPower make in graffigiency?
We invest approximately $5.1 million per yearimergy-efficiency improvements under
the current regulatory regime.
How will ScottishPower expand and enhance PagifiG environmental programs?
ScottishPower will support and maintain Pacifi@ercurrent and committed focus on
environmental programs. Among the areas to whielwill commit for expansion
following approval of the transaction are:
Include PacifiCorp operations in ScottishPowerimgehensive annual
environmental report with appropriate specific goal

. Include a PacifiCorp officer on the Environmentali®y Advisory
Committee.

. Develop a process to gather outside input on enmsmtal matters, such as
the establishment of an Environmental Forum.

. PacifiCorp will have environmental management systen place that are

self-certified to ISO 14001 standards at all P&ofp operated thermal
generation by the end of 2000.

. Within 60 days after the closing of the transact®acifiCorp will file
applications in each state for a "green resounaf.t

. PacifiCorp will contribute $100,000 to the Bonné&viEnvironmental
Foundation for use in the development of new reidsveesources and fish
mitigation projects.

. PacifiCorp will develop an additional 50 MW of reveble resources (wind,
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solar and/or geothermal) at an anticipated coappfoximately $60 million
within five years after the approval of the trarsac
This renewable resource commitment is in additioresources the company would
implement through other programs such as the gessurce tariff. PacifiCorp will also
move forward with the required studies necessagy&duate the expansion of its Blundell
geothermal project.

HOW PACIFICORP WILL BE MANAGED
How will plans for improving the performance ad#iCorp be developed?
Our plan is to raise the performance of PacifiCiorall areas of its operation. We will do
this by a close analysis of the business invol@agifiCorp employees and management
from operations, commercial, human resources, camgation, finance, and other areas
of the business. Managers from ScottishPower sutistantial experience in transition
management will also be involved. In other words,will use the approach that has been
tried, tested, and refined with ScottishPower'ssfarmation of Manweb and Southern
Water.
Who will be responsible for delivering these @pierg improvements?
Going forward, the new PacifiCorp will be delieerlargely by the PacifiCorp employees
who are here today. There will be very few impaitt).K. personnel into PacifiCorp.
Our experience at Manweb and Southern Water hagprio us that current employees --
with leadership, direction, and training -- caniEl superior results for customers and
shareholders alike. Current PacifiCorp employee&lbeen and will continue to be a key
strength of the organization. We expect to workt|g with PacifiCorp, from line
personnel to the President, with all managers amg@yees, to achieve these goals. As
the CEO of PacifiCorp, | will lead and direct P&trp's management team to meet its
new objectives.
Where will the decisions regarding the operatibRacifiCorp be made?
These decisions will be made in the U.S. Sdo@@ver's management style is that each
business division has a business plan, an opergliamy and a budget that are developed
locally and approved by the Board of Directorsvill be a member of ScottishPower's
Board of Directors, as will three current Pacifi@oard members. Decisions made
within this framework are entirely within the scopiethe chief executive of each business
division. At PacifiCorp, appropriate decision-nrakauthority will be delegated to
managerial staff so that decisions can be maddyauad as close to the customer as
possible.
How does the plan for operating PacifiCorp tlat'ye described represent, in your mind,
a change in the management style of PacifiCorp?
It represents a new emphasis and introducestarewwhere the focus will be on customer
issues which we will relate back directly to opemas and investment planning. I've
described ScottishPower as being an experiencedangetent utility manager. We have
views about the way utilities should be managed f@¢us on delivery and on providing
clear accountability, as close to customers asameget it. We give our managers
challenging, but practical, performance targetsthegt are empowered to act such that
these targets are achieved.
Will some of the efficiencies come from reductian employee staffing levels?



It is likely that some staff reductions will oacuHowever, we intend to approach these
situations positively, working with the staff inveld and, as appropriate, with union
representatives. Our experience in the U.K. hagstus that it can be done while
maintaining a strong and motivated workforce, aigdad relationship with the trade
unions.

Commitment to Employees

Q.
A.

>0

>0

>0

Do you anticipate changing the existing labortmis?

We will honor existing labor contracts with adiMels of staff, and work with those

workers and union representatives to adjust caistescneeded. This is very similar to the

approach we have used in our U.K. businesses.tiSddbwer's approach to managing
changes in employee relations has been to workritm@rship with employees and staff
representatives. Our good relations with emplogeesthe unions representing them
reflect the success of our approach.

What role does training play in the ScottishPoamsroach to business transformation?

Training is a key component of our efforts toued costs, transform a business, and

increase customer satisfaction. Training is ngihgle event. Continued training, derived

from the goals and objectives of our business péapart of the ScottishPower approach.

Key areas of training include use of informatiochieology, customer service, team-

working, as well as more technical and safety-eeldtaining.

What level of training do you provide employeeyour U.K. businesses?

ScottishPower has been awarded the Eagle StarifigaAward in recognition of its

commitment to and high levels of staff trainings &n example, in our Power Systems

business (transmission and distribution), our 4 8®Ployees receive an average of seven
days each year in off-the-job training at one afloigh quality training centers. This
training covers a broad range of topics, includinfgrmation technology, customer
service, and engineering.

Would you expect to implement similar traininggrams at PacifiCorp?

Employee training will be a key element of thensformation plan which we will be

developing with PacifiCorp after the transactiomasnpleted. ScottishPower also

recognizes the importance of improving the ovexalll-being of its employees. Our
experience in the U.K. leads us to believe thatcaassful commitment to our employees'
well-being includes not only attending to the aidaial training that our employees need
in an ever-changing economy, it also requires usetoonscious of their educational, and
health and safety needs. Toward this end, ScBiisfer proposes to introduce the
following programs in the PacifiCorp service tamt, subsequent to closing the
transaction:

. ScottishPower proposes to develop one "best-sstl@aining center in Oregon, and
another one in Utah. These centers will provideamaployees with opportunities to
improve their work-related skills.

. A phase-in of the introduction of the ScottishPo@@en Learning centers. At these
Open Learning centers, employees will also be tab$ipplement their work-related
skills with ones designed to enhance their ovéradwledge.

. Establishing partnerships with local colleges anyersities to develop management
training programs.
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The start-up costs for these efforts will be apprately $3 million, and the annual
expenditures to offer these programs will be apipnaxely $1 million.
Further detail regarding these programs is in¢lsarhony of Jack Kelly.

Cost Savings

In the Application, ScottishPower and PacifiCegggest the possibility of prices for
PacifiCorp's customers that are lower than thegmilse would have been without the
transaction. Are you suggesting that PacifiCagtss will be lower than current rates
after the transaction is completed?

No, I am not suggesting that. ScottishPowepnmmitted to assist PacifiCorp in its efforts
to improve customer service and system performaimge keeping rates low.
ScottishPower's previous experience in the U.Kransforming regulated utility
businesses gives us the confidence that we caicatpthe experience with PacifiCorp.
Our commitment to investments in systems and stidfhg with implementing the process
improvements that we found were successful in the,lgives us every reason to believe
that we can mitigate the upward cost pressuresenhé this business. In addition, we
expect to keep rates low in the long-term throughatdility to implement these measures
in a way that will be more timely, more efficieatjd more certain because of our
experience, than PacifiCorp could have accomplisti@de. This issue is addressed in
more detail in the testimony of Andrew MacRitchie.

How have you achieved efficiencies and cost ggvat Manweb and Southern Water?
We achieved efficiencies through continual exaation of the way the business operates.
A key contributor in this achievement has been bararking. Internal and external
benchmarking has enabled us to deliver high ledetgperational excellence and customer
service at low cost. In identifying benchmarkiraytpers, our thoughts have not been
restricted to just other utility companies, witgrsficant benefits being derived from
reviewing practices within such world-wide leadirigss companies as Compaq, Xerox,
Shell Expro, BP and Nissan.

What are the steps that you would take to devahapachieve these customer service and
system performance improvements that you've desi?ib

We would begin by understanding just what lewwdlsustomer service are being achieved
today. We can do that from internal measures, as@dupply interruptions, call response
times, or post-call activities to finish the wokke would also use opinion polls and focus
groups accessing customers' opinions in a strutwey about the performance of
PacifiCorp in its service territory. From thoseurts, we can understand just what level of
service we're providing today. We will then wodkunderstand where improvements
could or should be made. Of course, we seek twipze them whenever possible. Those
areas which would receive highest priority couldsbéety related areas, areas of poorest
performance, and areas where improvements can e expeditiously. Those areas that
require significant training or systems investm&atld still remain a priority; however,
implementation would be scaled over a longer tinagak.

Was this process used at Manweb and at Southater®/

Yes, and | would emphasize that it does take tifer example, we acquired Manweb in
1995. We've made significant improvements to gustoservice performance in the four
years since then. But even now, we are contintangvest, installing information
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technology which will improve performance and seevstill further. Details regarding the
approach and achievements at Manweb and Southeter Wderms of achieving
efficiencies while improving service performance aontained in the testimony of
Andrew MacRitchie.

COMPETITION AND RESTRUCTURING
Will this transaction have any effect on othelitids in this state?
No, this transaction will have no effect on anlyer utility in this state. This transaction
does not involve a combination of operating ughtinor are we proposing any change in
the regulatory environment. We are simply focusedmproving PacifiCorp's
performance.
Was the status of restructuring activities aflaeyor in choosing to merge with
PacifiCorp?
No. We accept that the timing of competitionlwi¢ different from region to region and
state to state. We have embraced competitioreitUtK., since those are the rules of the
market. We haven't come here with a banner sa{fm1 must deregulate.” However,
we are prepared to contribute to the debate wehbtdnefit of our experience, and if policy
makers decide to open up electricity markets, wenih to be a quality provider of
competitive services. As the rules are determineghch state, we will compete
vigorously within those rules.
Will you please summarize your testimony?
ScottishPower intends to apply its successfukernce in transforming utility businesses
in the U.K. to elevate PacifiCorp into the top &dectric utilities in the U.S. If this
transaction is approved, PacifiCorp's customerksemjby substantially improved service.
Accordingly, this transaction most emphaticallynishe public interest.
Does this conclude your testimony?
Yes, it does.



