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May 26, 2022

Mr. William Seuffert

Executive Secretary

Minnesota Public Utilities Commission
121 7th Place East, Suite 350

St. Paul, MN 55101-2147

RE:

In the Matter of Otter Tail Power Company 2021 Annual Safety,
Reliability and Service Quality Report and Proposed SAIFI, SAIDI and
CAIDI Reliability Standards for 2022

Docket No. E017/M-22-159

Reply Comments

Dear Mr. Seuffert:

Otter Tail Power Company (Otter Tail) respectfully submits to the Minnesota Public
Utilities Commission these Reply Comments in response to the Comments received from
the Department of Commerce, Division of Energy Resources (Department) dated

May 16, 2022, in the above referenced docket.

Otter Tail’s Response to Department’s discussion requests

1.

An Equal Opportunity Employer

Why the number of days of job transfer or restriction and days away from work
metrics are trending higher than the 10-year average.

Due to an injury that resulted in surgery for repair the number of Days Away were
elevated from past years. This was a single incident which Otter Tail incurred and
was unfortunate. The employee engaged with an Injury Intervention entity to
recover by self-care, unfortunately, the injury would need medical attention to
repair. The number of days restricted or transferred were also elevated due to a
couple of injuries where restrictions were set by a medical provider for these cases
which drove the total upward. We believe that all injuries are preventable and
continue to train, educate, and promote safe work behaviors and habits in our
employees.
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2. Why the number of complaints in 2021 increased by 277 percent over 2020.

In May 2021, Otter Tail completed a specific training with our Customer Service
Representative (CSR) team, specifically on complaints. The training included
discussion of complaint definition and various situations that a CSR could
encounter that could constitute a complaint. This training was intended to provide
more clarity surrounding complaints and to enhance their ability to identify if the
situation presented is a complaint. Otter Tail completed a follow up session with
our CSR team in September 2021 when enhancements to simplify the complaint
process within our Customer Information System were completed.

Otter Tail feels that the increase in complaints is due to complaint training sessions
and enhancements within our customer information system. This increase
represents a change in categorization of the calls received more than a change in
level of satisfaction with the service provided to customers. Customer satisfactions
for Otter Tail’s customers remains very high.

We are available to provide additional information or respond to any questions you may
have. Feel free to contact me at (218) 739-8699 or wolson@otpco.com.

Sincerely,

/s/ WENDI A. OLSON
Wendi A. Olson
Regulatory Compliance Specialist
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CERTIFICATE OF SERVICE

RE: In the Matter of Otter Tail Power Company 2021 Annual Safety,
Reliability and Service Quality Report and Proposed SAIFI, SAIDI
and CAIDI Reliability Standards for 2022
Docket No. E017/M-22-159

I, Tammy Kubela, hereby certify that I have this day served a copy of the
following, or a summary thereof, on Will Seuffert and Sharon Ferguson by e-filing,
arlld toa lother persons on the attached service list by electronic service or by First
Class Mail.

Otter Tail Power Company
Reply Comments

Dated this 26t day of May, 2022

/s/ TAMMY KUBELA

Tammy Kubela

Regulatory Filing Coordinator
Otter Tail Power Company
215 South Cascade Street
Fergus Falls MN 56537

(218) 739-8807
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