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AESIDENTIAL CUSTOMIR QUALITY AND VALUE RELATIONSMIP FREOCAAM QUARTLE 2, 1993
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FLOAIOA POWER & LIGHT
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WALKER: CUSTOMER SATISFACTION MEASUREMENT
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MAJOR PROCLSS AREA: SEAVICE RESTORATION '

Q18d.

BESIDENTIAL RELATIONSMIP - QUARTER-TO-QUARTER - BARNIR 1
SYSTEN TOTAL

EASTERN AREA

1992 1983 1¥82 @@l 1993 1992 1992 1wl 1983 1953 18e2 1892 1 F] 1981 I8l
mo o 4TH isT E1 -] IND JAn ATH IST IND im0 inp ATH 15T KD
aTe. aTh. aTa. aTh. ame, aTn. QTR aTe. aTh. aTh. aTR

. aTR. aTh. qTa. aTh.
SESSSS sescss SSNASE SESESS SESSET TELSSE mmmess SEsses aseess asases SEmses o

Semess sERASe SesEes SEEFes

—

-

i Ho respense (0], * = Less than .08%

SDEtat testing uses the welghted %
T-test means 31g lavel 88 - gal
T-test prop: 3lg lave)

t.l

N | |

8 agalnst the net effective base.
usns tested abeds,fghi),klene
98 - celumns tested abede,fghl], klans




CONFIDENTIAL

Page tas
FLORIDA POWER & LICHMT
MISIDENTIAL cusTOMEA QUALITY AND VALUE RELATICNSHIP PROGEAN QUARTIRN 2, 1993
WALRER: CUSTOMER SATISFACTION MEASUREMENT

‘ e Jul p3

Table 38
RAJOR PRAOCESE AREA: I1CE AESTORATION L
Q1ed.

RESIDENTIAL RELATIONSHIP - QUARTER-TO-QUARTER

= BANNER 1
SYSTEIM TOTAL NORATHERN AREA EASTERM AREA
1992 1992 15932 1983 1903 a8z 19912 1982 103 1003 2 1992 .-_Iu 1982 1993
N0 H-B_ L.—.I_ 15T i I Jng 4ATH TSt IND D anp ATH IST bi ]
aTe. aTa. aTh. aTm. aTh. ‘qma. LLL W ath. aTe aTa. aTh.

lllllllllllllllllllllllllllllllllllllllllllllll

o
WLIGHTLD BASK

Haan

ﬂ—J. dav.

Std. err.

sesBuring Quarter 3 1992 Interviaving In the Southern Arsa was not complated dus to Wurricans Andrev.
*.* Mo response (0), = = Lass than ,o05%

Stat testing uses ths walghted %'s sgainst tha

net eoffective base.
Tetest mean: z1g level 85 - columns tasted -v...f.__l:m.:l-
T-test prop: zig level as - Coluans tasted abede,fghi],kimns
LY
f ~
= % o
T .
%
S
- L 1 e . .l w # _! T o




" -
PFage 149
CONFIDINTIAL
FLORIDA POWER & LIGHT
BLSIDENTIAL CUSTOMER QUALITY AND VALUL RELATIONSMIP PROGRAM QUARTER 2, 1991
WALRER: CUSTORER SATISFACTION MEASUREMENT
18 Jul 83
Table &7 L] B .
MAJOR PROCESS AREA: SERVIGE REfToRATICH

RESIDENTIAL RELATIONSHIP - QUARTER-TO-QUAATEN - BANMER 1

SYSTEN TOTAL IEPI AREA

_
....................... _
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Fige 54
FLORIDA POWLE & LICMT
BUSIDENTIAL CUSTOMEN QuaLiTy AND VALUE RELATIONSMIP PEOCRAM QUARTER 4, 1993
WALELR: CusTOMER SATISFACT rON MEASUREMENTS

T Jan 94
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FLORIDAL POWER & LICHT

RESIOENTIAL CUSTOMER QUALITY and VALUE RELATIONSHIP PROCEAM 2ua
WALRER: CUSIOMIRN SATISFACTION MEASUREMENTS

Table 54
JOR PROCESS AREA:
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S e NSRS A e S
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FLORIDA POWER & LIGHT
BESIOINTIAL CUSTOMER QUALITY AND VALUE RELATIONSHIP PACSRAM SUSRTLSE i, 1993
WALMER: CUSTOMER SATISFACTION MIASUREMENTS

T San
Tatle 53
mAJOR PRAGCESS ARQA:
R270
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FLORIOA POWER & LIGHT

FESTOENTIAL CUSTOMER QUALITY AND VALUL RELATIONSHIP piOGEAM CUARTIR <, 1994
wALEIN: cusTOMIN SATISFACTION MEASUREMENTS

8 Jan gy
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............ et DL L T T T -

4004 4383 1294 1894 2e04 4064

e .-

s sEe =

[} b [ d L] )
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FLORIOK POWER & LiCHT
RISIDEMTIAL CUSTOMER QUALTTY

AND Vaiug RELATIONSHIP PROCRAM QUARTER 4, 1954
WALMER: CusSTOMEN SATISFaCTION MILSURIMEMTS

® Jan B9
Table 2=
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Fige B7
FLONIDA POWER 4 LEICHT
RITIDENTIAL CuSTOmEN QUALITY and warug BELATICMSHIP PRCSAAM CUARTER 4, 1904
WALMEN: CUSTOMEN ITATISEACTION HMEASURIMENTS

B Jam B3
Tatle 28
HAJOR PRCCESS AREA: ELECTA!C rOWER
QiTa. W »

L
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"
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Page 20
FLORIDA POwER & LICHT
BESIDENTIAL CUSTCwER QuaLtTYy AND VALUE RELATIONSHIP PROSAAM GUARTER a, 1994
WALMEA ) CUsTOMER SATISFACTION MEASUREMENTS
2 Jan 5%
Table 28
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STETEmM TOTAL

R ANl c s AsAssAcEE R s ..

KORTHERN AREa

s rAESs e s ...

4083 1024 1084 a4 4904 4983 (13-
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FLOBICA POWLR &4 LIGHT
RESIOENTIAL CUSTOMER QUALITY AND VALUE RELATIONSHMIP PACGRAM QUARTER 4. 1994
WALKEN: CUSTOMEN SATISFACTION MEASUREMINMTS

® Jan 53

Table 27
MAJON PROCLSS AREA: CLECTRMIC POWER
A ]
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Fage oo
FLORIOL POWER & LicHT
RESIDENTIAL CuSTomia QUALITYT AND WALUE RELATIONSHIP PROSEAM QUARTEIR 4, 1984
WALRER: CUSTOMER SavISFacrTion MIAZUREMINTS
@ Jan 93
Table 27
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0 »
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Fage 81
FLORIDN POWER & LICKHT
RESIDENTIAL CUSTOMERM QUALITY AN2 VALUE RELATIONSHIP PROCRAM QUARTER 4. 1884
WALEER: CUSTOMER SATISFACTION MIASUREMENTS
9 Jan 9%
Table 28
MEJON PROCESS ARCA: ELECTAIC POwEA
.
RESIOINTIAL RELATIONSHIP - QUARTER-TO-QUARTER - BANMER |
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Fige 82
FLORIOA PoOwinm 4 LIGuT
RBISICEMTIAL CUsSTOMER QUALITY amp

VALUE BMELATIONSHIP PROCAAM QuARTER 4, 1594
wALALR: CUSTOMER TATISFACTION MEATUREMENTS
2 Jan 94
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FLORIDA POWER & LICHT
RESIDENTIAL cusTOomInm QUALITT amd waLig RELATIONSHIP PRCSEAN QUARTER 4, 1994
WALKER: cusTomga EATISFaCTION MEASURIMINT

8 Jan %
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Page 102
FLORIDA POMERN & LIGHT
BESIDENTIAL CUSTOMEN QuaLyTy AMD VALUE RELATIONSHIP PROGRAM QUARTER 4, 5994
WALELR: CUSTOMEA SaTiSFiction REASURIMINTS

¥ Jun 05
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FLCONIDA POWER & LEIGMT
MESIDENTIAL CUSTOMERN QUALLITY AND WALLEL RELATIOMSMIP PaccEinm QUANTEN 4, 1004
WALKER: CUSTOMIA SATISFACTION MIASUREMENTS
9 Jan 58
Tables 30
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Page 104
FLOAIDA POWER & LIGHT

BISIDENTIAL CUSTOMER QUALITY anD YALUE RELATIONSHIP PROCALN

GUARTER 4. 1994
MALRLIN: ZuUSTOMEA SATISFACTION MEASUNEMENTS
% Jan @3
Table 30
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FESIDENTIAL CUSTCMER QUALITY AMD VALUL RELATIONSHIP PRAOGAAM GUARTER 4,
WLLALA: CUSTOMEAR SATISFACTION MIASY
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FLONIDA POWER & LIGHT
BESIDAMTIAL CUSTCMIN QUALITY AND VALUL BELATIONSHIF PROSHAM QUARTER & 1804
WALREA: CUSTOMEA SATISFACTION MEASUREMENTS
B Jan 53
Table 51
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FLONIDA POwWEN & LIGHT

RESIDENTIAL CUSTOMIR QUALITY AND VALUE RELATICNSHIP PROCRAN SULH 4, 1994
WALRER; CUSTOMIA SATISFACTION MEASUREMINTS

& Jan 8%
Table 54
MAJON PROCESS AREA:
ol
RESIDENTIAL RELATIONSHIP - QUARTEA-TO-SUARTER - BANNIR 1
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FLORIYA POWER & LLIGHT

RESIDINTIAL CUSTOMLA QUALITY AND VALUE RELATIONEM]P PROCAAM CUARTER 4, 1904
WALKEN: CUSTUMER SATIZFacTiON MEALSURIMENTS

¥ lan 8%
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FLORIDA POWER & LICHMT

BESIDENTIAL CUSTOMER QUALITY AND VALUE RELATH

CHEMIP PROCRANM QUARTERN 4, 1334
WALEER: CUSTOMER SATISFACTION MEASURIMENTS

Teble 53
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13) Q. Provide a list of all customer satisfaction surveys conducted by FPL dunng
the period 1892 - 1997 lo date including: (i not previously provided in
response lo Document Request 1-26 or 1-27)

a. Company or FPL department conducting the study
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d. Period of study

e. Cost of study

i, Results of study (if not previously included in ESQ-1.27)

A. Anached is a list per information requested. We nave also attached ! 2 rasults from 1997
Walker, Large Commercialindustrial Demand Customers-Attachmen 3, and Residential
Customer Quality & Value Relationship-Attachment T.
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MAJIOR FROCESS AREAS

Now, I would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions we will be using a rating scale of "Excelleat,” *Very Good," "Good," “Fair,*
or "Poor.” Please base your answers on your own experiences as well as what you may have read
or heard. If you feel you can't judge FPL on a particular item, please say "I can't judge® ar "I
don't kmow."
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MAIOR PROCESS AREA: FIELD SERVICE (NON-EMERGENCY)
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BECRIMENt & v iivinm siv id §5 Selus e 5

VEay 2008 oo vionn as ve v0 500 50 570w 4

RI00d i e B R TR T v e eem 3

B OF i avi s sl @h &% sve % 2

POOT. ... .. .cicoeoiiemnnnnnnnas 1

rDON'TKNOW ...... ... Y

SKIP TO Q.28< LREFUSED .. ....onvvvinnnnnnns X

,@a*ﬂr 26 mrrackmes? 7

payes s o

@169

CSP 10
CONFIDENTIAL



v 14

.4 v -, . _ p
© MAIOR PROCESS AREA: SERVICE RESTORATION
28.
/]
4

POOE. o o« oo o aemes oesenessssins 1
= DON'T ENOW. . . o anamaaei Y
SKIP TO Q.30< LREFUSED . ....¢0onnvvenmenns X

: 2 1 Y X
2 1 b 4 X
. 2 1 Y X

Kegwerr ac Artchoans A
PANS L d

91893

i ®
M}SM CONFIDENTIAL




FPOURTH QUARTER 1993

FOURTH QUARTER 1992

Flonda Power & Light Company
FPSC Review of Dustnbution System
ST 1st Request

Rainca amer 8
Pqu __f_ ol

26 B




"“’Z , »r < 9

MAJOR PROCESS AREAS
Now, I would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions we will be using a rating scale of "Excellent,” *Very Good,* *Good,” “Fair,*
or "Poor.” Please base your answers on your own experiences as well as what you may have read
or heard. If you feel you can't judge FPL on a particular item, please siy “1 can't judge™or
don't know. "

-

MAJOR PROCESS AREA: ELECTRIC POWER

SKIP TO Q.18 < ————ooiee L REFUSED . . .. .eevannn. ., X

B 17. Specifically, how would you rate FPL in terms of ... (ATTRIBUTE)? ASK FOR EACH
ATTRIBUTE. REPEAT SCALE AS NEEDED.

DON'T

(ROTATE) E YG G E P ENOW REFUSED
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D (o 5 4 3 2 1 Y X
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MAJOR PROCESS AREA: SERVICE RESTORATION
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Now, I would like to ask ygi | umrdumwwrﬂ.h
many of the quastions we will i using & sating scals of “Exvellent,” *Very Good," *Good,” “Fair,*
o "Poor.” Pleass base your gaswers on your own as well as what you may heve read
or heard. If you feel you can't judge FPL ca a item, please sy *T can't judge® or I

dea't know."*

MAJOR PROCESS AREAs ELECTRIC POWER
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MAJOR PROCESS AREAS

Now, | would like to ask you about some specific aspects of the services provided by FPL.
For many of the questions we will be using a rating scale of "Excellen,” "Very Good,"
"Good,” "Fair,” or "Poor." Please base your answers on your-own expériences as wel as
what you may have read or heard.

MAJOR PROCESS AREA: ELECTRIC POWER

J. 16 First rd iike to talk with electricity FPL provides. How would you rate
you say ... (READ LIST EXCEPT FOR
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MAJOR PROCESS AREA: FIELD SERVICE (NON-EMERGENCY)
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MAJOR PROCESS AREA: SERVICE RESTORATION
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MAJOR PROCESS AREAS

Now, I would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions we will be using a rating scale of "Excellent,” "Very Good,” "Good,” "Fair*
or “Poor.” Please base your answers on your own experiences ag well as what you may have-read

or heard.

MAJOR PROCESS AREA: ELECTRIC POWER
e ! ¥ .,.g_".. e
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Poor .
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A— 17 Specifically, how would you rate FPL in terms of  (ATTRIBUTE)” ASK FOR EACH
ATTRIBUTE. REPEAT SCALE AS NEEDED

(ROTATE) E. ¥YG G E B DK  REFUSED

REFUSED... .. . . . .88
i =L DONT KNOW
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MAJOR PROCESS AREA: FIELD SERVICE (NON-EMERGENCY)
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MAJOR PROCESS AREAS

Now, | would like to ask you about some specific aspects of the services provided by FPL - For

many of the questions we will be using a rating scale of "Excellent,” "Very Good,” "Good,” "Fair,”

or “Poor.” Please base your answers on your own experiences as well as what you may havaTead

or heard

MAJOR PROCESS AREA: ELECTRIC POWER
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Specifically, how would you rate FPL in terms of (ATTRIBUTE)? ASK FOR EACH

.
;j ATTRIBUTE REPEAT SCALE AS NEEDED
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é, 29.  Thinking about these instances, how would you rate FPL in terms of

=5 i

.
RCRS Ist Hall 1996 #12251 - Final - |4

ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDED
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MAJOR PROCESS AREAS

Now, | would like to ask you ebout some specific aspects of the services provided by FPL.
For many of the questions we will be using a rating scale of "Excellent," "Very Good,"
~Good," "Fair," or "Poor." Please base your answers on your- own experiences as well_gs

what you may have read or heard.

MAJOR PROCESS AREA: ELECTRIC POWER

4. 1s.
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MAJOR PROCESS AREA: FIELD SERVICE (NON-EMERGENCY)
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MAJOR PROCESS AREA: SERVICE RESTORATION
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fqLE MARKETING RESEARCH »%¢ o# (1)
. FPL-12-92-8001 ¥ s gy JIME STARTED

RESI DENTIAL CUST oMER_ POWER DISTRIBUTION REUABILITY TRACKING STUDY

e ——

ASK TO SPEAK WITH MALE:"FEMALE ADULT HI_EAD OF HOUSEHOLD, PER YOUR QUOTA.
Hello, I'm {rom Profile Marketing Research, an area marketing research organization.
of Florida Power & Light.

We are conducting a brief survey on behalt
ucled minong a ran gelected group of FPL cuslomers, 5o your participation is

This survey ls being cond
be used to help FPL best s Ve the needs of all customers.

very Important. Rmuhloithlsmnww{u

Your cooperation would be greatly appreciated.

fﬂﬁ.

[] YES—> -CONTINUE

[]1 NO —> ASK TO SPEAK WITH A PRIMARY NEC!SION MAKER.
REREAD INTRODUCTION AND CONTINUE.

{]YES—> CONTINUE

[ ] NO —> READ STATEMENT BELOW AND TERMINATE
ucted among FPL customers who have been living at their current address ot

“This survey is being cond
k you anyway, for your cooperalion.’

the last thirty days. We than

t we are nol selling

brief questions on behalf of FPL. Let me assure you tha

| would like to ask you just a few
ice. We are only Imterested in your opiniens.

or promoting any product or serv

==ﬂ==l==ﬂﬂ= =ﬂ'ﬁ==ﬁ==$==ﬂ_ﬂ ﬂﬂ‘ﬂ:ﬂﬂ:ﬂ mEEoEeE=

CEEEEEE

Flonda Power & Light Company

This survey will take about fifteen minutes or 50 of your time. FPSC Review of Distnbuton Systein
Sl 1at Reguest
IF RESPONDENT SAYS HE/SHE DOES NOT HAVE TIME, SAY: Keyguest g ATl o 2T £
Pages 4ot I

May | call you back later today/this avening/this weaek?

MAKE APPOINTMENT FOR CALLBACK AND RECORD ON CONTACT SHEET

==ﬂ==-==t:======!==l=ﬂ==ﬂ=:xt:|::'.=::t:'.====:::=~;:_- = ::.'_'._.'_'.'ﬁ:zi'l:'-_-f'-': =B=
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Please keep this description in mind, as | ask you just a few questions about what we will reler 10 as momentary

interruptions.
[] YES -——> CONTINUE
(] no —> SKIP TO QUESTION 4

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

— —— P — — f— — —
[ ————

C- a2 Now, | would like you 1O think about a specific pericd ... the last THIRTY DAYS,

#.' ———

0000 [ | NONE

9999 [ | (UNSURE)

two ... lhree ... four ... five ... six elc.

X HTT/W
a1 :Lg-"'/

IF *"UNSURE®, PROBE AS FOLLOWS: Would you say one ...
Ke gx*

f&

—




=y &
4’ 3 . 1) READ THIS VERSION OF QUESTION 4.
' 3 the last THIRTY DAYS. ’
interruptions of jus: a second to under one minute.

;a‘swtormﬂwmnmﬁy'pwﬂ

g 4 : Q. 3) READ THIS VERSION OF QUESTION 4.
2 T : TTUPUOC: 151 e L to under ono minute.

\=

@ BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE #
A MAJOR INCONVENIENCE #
COMPLETELY INTOLERABLE #

[000=none/don’t want any at all]
(999=unsure/don’t care how many/doesn’t matter]

ab wrmA e
’&?;:;r gfﬂ




. but this time . will be talking only about

FURTHER, AS REQL IRED.

' YE§ —> CONTINUE
] NO —> SKIP TO QUESTION 10

THE LAST DAY OR T™WO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

— o — — — — T —
u-t—luﬂl—l'-—ll—d-l__




0000 [ ] NONE —> SKIP TO QUESTION 10

0999 [ ] (UNSURE) —> CONTINUE ' _

IF “UNSURE", PROBE AS FOLLOWS: Would you say O - two .. three . four ... five .. st} -

8b.
}

. # MINUTES i

HOURS ____

L]
' # DAYS

y ;
+(NOTE: IF ONLY H.ﬂD ONE PDWEFI OUTAGE, RECORD DURATION ABOVE.)

p .
—" |F HAD ONE OR ONTINUE WITH Q. 9a.
—To QUESTION 10.

AN ﬁCCIDENT!&UTOMDBILE TFIUCK. ETC.

FPL DOING WORK IN THE AR
WORK IN THE AREA BY OTHER UTILI'I'IES (THE TELEPHONE COMPANY OR CABLE TV COMPANY)

WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY, A ROAD CREW, ETC))
STORM/LIGHTNING

HIGH WINDS/TREES ON POWER LINES
NATURAL DISASTER (i.e. FLOODINGIHUHHICANEIETC]

* =
— —— e — — — — —
el e S e el

| OTHER (SPECIFY) i i 1

Legurr 26 prTan et
f‘“ g3 L3 7”’




[]YES. —> CONTINUE
[] NO —> SKIP TO QUESTION 8b
[ ] UNSURE —>  SKIP TO QUESTION Sb
ﬂ ab. ' _
[] YES —> CONTINUE
.[1NO —>  SKIP TO QUESTION 10
[ ] UNSURE . —» SKIP TO QUESTION 10

" |F ~YES' AND HAD MORE THAN ONE OUTAGE, SAY:
think about the outage that was most troublesome for you.

S

( se.
) -
“ | EARLY MORNING, 5 AM BUT BEFORE 8 AM |
EARLY MORNING, 8 AM BUT BEFORE 10 AM

-

LATER IN THE EVENING, AFTER 7 PM BUT BEFORE 10 PM
AFTER 10 PM BUT BEFORE MIDNIGHT
LATER THAN MIDNIGHT BUT BEFORE 5 AM

OTHER (SPECIFY)
(DO NOT READ) UNSURE

]
)
)
]
}
| EARLY EVENING, 5 PM BUT BEFORE 7 PM
]
]
]
]
]

- e TEEE
4. 9e.

[ ] ON A WEE! =ND, SATURDAY OR SUNDAY
[ ] (DO NOT READ) UNSURE




ONLY A MINOR INCONVENIENCE P
[ ]

A MAJOR INCOMNVENIENCE [
COMPLETELY INTOLERABLE #

(000=none/dont want any at all]
{999 =unsure/don’t care how many/doesn’l mater]

M

D, BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

e guesT 2L AT

/:.41:} 73"”




Vs

BE SURE TO ASK FOR EACH TYPE LISTED BELOW:
DO NOT READ *MINUTES® *HOURS® "DAYS"® . - _
i
e e B HouRS
' f
MINUTES HOURS DAYS ¢

[000=none/don’t want any at all]

[999=unsure£don'! care how many/doesn’t matter]

. .
(_,- 12b. And, for the sama period, the last THIRTY DAYS, in lerms of intermittent thundef SIOMS, would you say that

nnasbeen...HEADusT.

e p— — — —

]
]
)
]
]
|

v e ATie

g¢) /?-"f




» - = - =r 4

( /ﬂ - Before, we were talking W nt have experienced, .
over a thirty day period. Now, kabou.uiongarpcﬂod...twmwmms
or one year.

Andlal*sl.hlnkabmh

\>

D " BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE? #

A MAJOR INCONVENIENCE? | ¢

\ COMPLETELY INTQLERABLE? # ]

[000= none/don't want any at all]
[méunﬁwe!don'l care how many/doesn’t matter]
i

(=
12t Still thinking about a one year gg
remind you, what | mean by a

o minute |0 A. In other words

we had been talking about belote where the
a few seconds to under one minute.

— e

i
L€ SURE TO ASK FOR EACH TYPE LISTED BELOW:

Bsﬁn are different lrom the

ONLY A MINOR INCONVENIENCE?  #
A MAJOR INCONVTi.ENCE? #

BomPLETELY INTOLERABLE? #

i

300=none/dgn't want any at all)
(999 =unsure/don't care how many/doesn’t matter]

&’nﬂf,z& #ﬂmﬁw'-
e ?ﬂ’:’f




7Y 13b.

| B

— — —— — mm,

e — ® et ol S

YES —> NUE
NO ——> SKIP TO QUESTION 14

EXTREMELY SATISFIED

. VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE

EXTREMELY SATISFIED
VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE




EXTREMELY INTERESTED —.> SKIP TO QUESTION 16
SKIP TO QUESTION 16

(]

[] VERY INTERESTED —

[] SOMEWHAT INTERESTED  —> SKIP TO QUE “TION 16

{] NOT TOO INTERESTED "~ . ASK REASONS WHY, BELOW
[] NOT AT ALL INTERESTED  —> ASK REASONS WHY, BELOW
[] (DO NOT READ) UNSURE  —> SKIP TO QUESTION 16

T

15a

NO REAL PROBLEM WITH THESE KINDS OF INTERRUPTIONS AND OUTAGES
DON'T CONSIDER (T WORTH THE EXPENSE

IS LANDLORD'S CONCERN, NOT MINE

OTHER (SPECIFY) 125135

— p— r——
et St Rt St

&
~— 16. One last question aboul FPL.
4 i

| EXTREMELY SATISFIED
| VERY SATISFIED

| SOMEWHAT SATISFIED
]

|

]

NOT TOO SATISFIED
NOT AT ALL SATISFIED
(PO NOT READ) UNSURE

— — —— — —

) 17a

a. BETWEEN 9:00 AM AND 5 PM 138-1] | YES 2] | NO

b. BETWEEN 5:00 PM AND 9 FM 139-1 |} YES 2] | HD

."/‘
7 17
a BETWEEN 9:00 AM AND 5 PM 1381 YES 2{ | NO
(] (] Resunrat ATTe

b BETWEEN 5:00 PM AND 9 PM 1391] | YES 2 | NC fu.‘,.rJN ot




PROFILE MARVETING RESEARCH ¥™%, 10# 2 ey V)
FPL-12-92-8001 : B - 4 T “NIME STARTED "

AESIDENTIAL CUSTOMER PO Dl IBUTION R 1 CKING STUDY

ASK TO SPEAK WITH MALE/FEMALE ADULT HEAD OF HOUSEHOLD, PER YOUR QUOTA.

N

Hello, I'm from Profile Marketing Research, an arca marketing research organization.

—

We are conducting a brief survey on behalf of Florida Power & Light.

This survey Is being conductied among & randomly selected group of FPL cu omers, so your participation Is
very important. Aesults of this survey will be used to help FPL best serve the needs of all cuslomers.

Your cooperation would be greatly appreciated.
/‘4' A First, would you have a primary Involvement In the decislon making process, when It comes 1o
programs and Services offered by FPL?
[] YES—> ‘CONTINUE

[]NO —> ASK TO SPEAK WITH A PRIMARY DECISION MAKER.
REREAD INTRODUCTION ANG CONTINUE.

E)_ B. Next, as we will be, talking about your electric service In the last thirty days, please tell me

whether or not you have been there at your current address during this peried and using your
electric service.

[] YES—> CONTINUE
[ ] NO —> READ STATEMENT BELOW AND TERMINATE

“This survey Is being conducted among FPL cust~mers who have been living at their current address for

the last thirty days. We thank you anyway, for your cooperation.”

| would like to ask you just a few brief questions on behalf of FPL. Let me assure you that we are not selling
or promoting any product or service. We are only Imerested In your opinions.

Floada Power & Light Compeuiy
FPSC Review of Distn bution Systetn
IF RESPONDENT SAYS HE/SHE DOES NOT HAVE TIME, SAY: Seff 18t Request il - £
May | call you back later today/this evening/this week? :E._-.,'uc_“ : 1_1}' ]

ages 0ol

MAKE APPOINTMENT FOR CALLBACK AND RECORD ON CONTACT SHEE!.

This survey will take about fifteen minutes or so of your 1irma.




you about |5 a

The first type of mq:criarmlwoc.ﬁdﬁkotansk

SR A comESTITII Dl R L SLE

Incidentally, we are not talking a hwhera |

hrighten once again. We are

Piease keep this description in mind, as | ask you just a few questions about what we will refer 1o as momentary

imerruptions.

YES ——> CONTINUE
NO > SKIP TO QUESTION 4

Ea
-

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

—— — — — p— —
B

. the last THIRTY DAYS.

¥

3. Now, | would like you to think about a spectic period

@

o
)

k]

0000 | | NONE

9999 [ ] (UNSURE)

IF "UNSURE®, PROBE AS FOLLOWS: Would you say one ... two ... three ... four live six . elc

oAb ATA £

f;;’z;f.! aq 74




o~

why

i
-

e <

ﬁ" IF THIS VERSION OF QUESTION 4.
- .. the last THIRTY DAYS

‘; BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE ¢
A MAJON INCONVENIENCE #
COMPLETELY INTOLERABLE @

(000=none/don’t want any ot all]
[999=unsure/don’t care how many/doesn’t matter]

focueirab AimaeH- £

fu?ﬁ :,egn’




W

. but thi- time we will be talking only about

i ER, AS REQUIRED.
é ,aslaskywmasequemims.pieaso

as that was an extraordinary s

VES > CONTINUE
NO > SKIP TC QUESTION 10

—
(R

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SiX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

(1
(]
(1
(]
1]
(1
1]
(1
(]

ORD
# MINUTES =
# HOURS &5#,”-‘;; A-7AeH F
/
# DAYS fm'gu ?’g /

(NOTE: IF ONLY HAD ONE POWER OUTAGE, AECORD DURATION ABOVE)




¢
0000 [ ] NONE - —> SKIP TO QUESTION 10

‘9999 [ ] (UNSURE) —> CONTINUE

|F *"UNSURE®, PROBE AS fDLLOWS: Would you say one ... two ... three ... four ... five ... s ..} etc.
; . L]

i E

7

; # MINUTES

# HOURS

\ # DAYS '
b (NOTE: IF ONLY HAD ONE Powen_t-:conn DURATION ABOVE.)

‘:_?. IF HAD ONE OR MORE OUTAGE IN LAST 30 DAYS, CONTINUE WITH Q. 9a.

HAD NO OUTAGES, SKIP TO QUESTION 10.
D 9a)’

il

(7 9a

AN ACCIDENT/AUTOMOBILE, TRUCK, ETC.
FPL DOING WORK IN THE AREA
PHONE COMPANY OR CABLE TV COMPANY)

WORK IN THE AREA BY OTHER UTILMES (THE TELE
WORK IN THE AREA BY OTHERS (A CONSTRUCTION
STORM/UGHTNING

HIGH WINDS/TREES ON POWER LINES
NATURAL DISASTER (ie. FLOODING/HURRICANE/ETC.) 3 p

COMPANY, A ROAD CREW, ETC)

A s
e e et e et et et

OTHER (SPECIFY) -

—
——

ffgn‘!f 2L ATHAT

fﬂf.ﬂ -fg'/f




_> SKIP TO QUESTION 9b

YES . —>  (CONTINUE
NO
—> SKIP TO QUESTION b

YES —3>  CONTINUE

]

] NO _-> SKIP TO QUESTION 10

] UNSURE . _s> SKIP TO QUESTION 10

IF “YES* AND HAD MORE THAN ONE OUTAGE, SAY:

Please lhink about the outage that was most troublesome for you.

— — —

(1, 9c. What activity Of activities would that be? PROBE.

N amm

‘t 1 EARLY MORNING, § AM BUT BEFORE 8 AM
EARLY MORNING, 8 AM BUT BEFORE 10 AM

]

]

|

] EARLY AFTERNOON, 2 PM BUT BEFORE 3 PM

] LATER AFTERNOON, 3 PM BUT BEFORE S PM

] EARLY EVENING, 5 PM BUT BEFORE 7 PM

] LATER IN THE EVENING, AFTER 7 PM BUT BEFORE 10 PM
] AFTER 10 PM BUT BEFORE MIDNIGHT

] LATER THAN MIDNIGHT BUT BEFORE 5 AM

] OTHER (SPECIFY)
] (DO NOT READ) UNSURE

AY, MONDAY THR

[ ] ON A WEEKEND, SATURDAY OR SUNDAY
[ ] (DO NOT READ) UNSURE

L T
,@ yes7Ré nimen-*
(] NO 5
(1 ©0 rer? < &

DO NOT READ) UNSURE




BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

?u_v A MINOR INCONVENIENCE
MAJOR INCONVENIENCE
COMPLETELY INTOLERABLE ¢

[000=none/don’t want any at all]
[999 =unsure/don’t care how mary/doesn’l matter]

Keg

yes AL Hﬁ?fcﬂ-;

ki




BE SURE TO ASK FOR EACH TYPE USTED BELOW: ) -

DO NOT READ *MINUTES® "HOURS® "DAYS*

- ONLY A MINOR INCONVENIENCE MINUTES HOURS DAYS
DAYS

MINUTES HOURS

WA MAJOR INCONVENIENCE

" COMPLETELY INTOLERABLE MINUTES HOURS DAYS

[Uﬂﬂ=nme.fdon1 want ary at all]
Issﬂsumwufdm't care how many/doesnt marer]

WARMER THAN AVERAGE
COLDER THAN AVERAGE
or AVERAGE FOR THIS TIME OF YEAR
(DO NOT READ) UNSURE

e et B et

[
[
[
!

EXTREMELY STORMY
VERY STORMY
SOMEWHAT STORMY
NOT TOO STORMY

NOT AT ALL STORMY
(DO NOT READ) UNSURE

g — — Y
e i Mt

O 12c.

[1 YES ——> CONTINUE
[] NO ____> SKIP TO QUESTION 13
(] [UNSUHE] —> SKP TO QUESTION 13

| HIGH WINDS

] EXCESSIVE LUGHTNING

] HEAVY RAINS/FLOODING /(, b ATIEH F
OTHER (SPECI &S57A 4.2

] (SPECIFY) %7‘” 177

— — T —




7 ,Ea!ore.wawamtalkmm
;weratrmjrdayparbd.ﬂcm. g
of one year.

~BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE?  #
A MAJOR INCONVENIENCE? - v

COMPLETELY INTOLERABLE?  #

[000=none/don’t want any at all]
(999=unsure/don’t care how many/doesn’t mater]

"

These are different from the momentary interruptions that we had been ._“dng about before where the
power goes off and comes back on very quickly, within a fow seconds to under one minute.

BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MIloH INCONVENIENCE?  #

A MAJOR INCONVENIENCE? i
¢ OMPLETELY INTOLERABLE? p .
< 300=none/don't want any at ali]
[899=unsure/don't care how many/doesn’t matter] /ﬁ'gfﬂfﬂ f!'?z:.'cﬁ‘:f"‘-

/127(._; ffﬂ




13.

— —

—— ey mem—my Ry wmw

I‘l
'i
]
]
]

— e e e Beed R

YES ——> CONTINUE
— > SKP TO QUESTION 14

i
o

EXTREMELY SATISFIED
VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE

EXTREMELY SATISFIED
VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE




(]
(]
[]
8!
(]
[]

— i — g—
S Rt it

ogram from FPL

EXTREMELY INTERESTED .—> SKIP TO QUESTION 16
VERY INTERESTED .——> SKIP TO QUESTION 16
SOMEWHAT INTERESTED ——> SKIP TO QUESTION 16
NOT TOO INTERESTED > ASK REASONS WHY, BELOW
NOT AT ALL INTERESTED > ASK REASONS WHY, BELOW
(DO NOT READ) UNSURE — > SKIP TO QUESTION 16

NO REAL PROBLEM WITH THESE KINDS OF INTERRUPTIONS AND QUTAGES

DONT CONSIDER IT WORTH THE EXPENSE -
IS LANDLORD'S CONCERN, NOT MINE
OTHER (SPECIFY) -

125.135-

b,

170,

a,

o]

EXTREMELY SATISFIED
VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
,(DO NOT READ) UNSURE

-
[

3

BETWEEN 9:00 AM AND 5 PM 138-1( | YES 21 | NO
BETWEEN 5:00 PM AND 9 PM 139-1 | YES 21 | NO

gfgj,zf ATTAN-F
BETWEEN 9:00 AM AND 5 PM Yas1( ) ves 2 1 NP Ages P {4

BETWEEN 5:00 PM AND 9 PM 139-1[ ] YES 2( ] NO




L£ MARKETING RESEARCH
2.92-80017

1D#

) TIME STARTED R
] il 3 Pr £

ESIO L CUSTO POWER DISTRIBUTION REUIABIL ITY THACKING STUDY

ASK TO SPEAK WITH MALE/FEMALE ADULT HEAD OF HOUSEHOLD, PER 7OUR QUOTA.

Hello, I'm from Profile Marketing Aesearch, an area marketing research organization.
We are conducling a brief survey on behalf of Florida Power & Light.

This survey is being conducted among & randomly selected group of FPL customers, S0 your participation is
very Important. Results of this survey will be used to help FPL best serve the needs of all customers.

Your cooperation would be greatly appreciated.
A A First, would you have a primary involvement In the decislon making process, when [t comes 1o
programs and services offered by FPL?

(] YES—> CONTINUE

[] NO —> ASK TO SPEAK WITH A PRIMARY DECISION MAKER.
‘REREAD INTRODUCTION AND CONTINUE.

g’ B. Next, as we will be. talking about your electric service in the last thirty days, please tell me
whether or not you have been there at your current address during this period and using your

electric service.

[] YES—> CONTINUE
[]NO —> READ STATEMENT BELOW AND TERMINATE

“This survey is being conducted among FPL customers who have been living at thelr curient address for

the last thirty days. We thank you anyway, for your cooperation.”

| would like to ask you just a few brief questions on behalf of FPL. Let me assure you that we are not selling

or promoting any product or service. We are only Imerested in your opinions.

. ——1 1
EmmsmmEmEEEREEEEET

The subject of this

Florida Power & Light Company
FPSC Review of Distnbution System
Siadl | st Reguest

l{i'il“"\"-:'{.-' lﬂ." N ol f r 61'
fuges _f‘ ul ”

This survey wiil take nbout fifteen minutes or so of your time.

IF RESPONDENT SAYS HE/SHE DOES NOT HAVE TIME, SAY:
May | call you back later today/this evening/this week?

MAKE APPOINTMENT FOR CALLBACK AND RECORD ON CONTACT SHEET

——a—a—-—-—::ﬂ:::::====ng=ﬁgﬂ=:ﬂ=ﬂ=ﬁﬂ=ﬂﬂ=‘..:Z‘—:Eﬂ;—' ___________




—

Please keep this description in mind, as | ask you just a few questions about what wo will refer 10 as momentary

imermuptions.

First, have

(1] YE& ——> CONTINUE

(] NO -—> SKPTO QUESTION 4

(>

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SiX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

e et i Mt et Bt

Now, | would like you to think about a specific pericd —

# 4

= f
]

0000 [ ] NONE

9999 [ | (UNSURE)

IF "UNSURE", PROBE AS FOLLOWS: Would you say one ... two ... three .. four ... tive ... Six .. €lE.

26 G~
Reyll




MPLETEL
,k 4. mﬁﬁ (Q. 3) READ THIS VERSION OF QUESTION 4.
try o imagine momentary Power a second 1o under one minute.
ey o o o, e o, SRS 5
it would have taken for you to iie O' " INCONVENI .. A MAJOR

‘would you guess
INCONVENIENCE ... COMPLETELY INTOLERABLE?

During this same period, the

BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE #
A MAJOR INCONVENIENCE #
COMPLETELY INTOLERABLE #

(000=nonefdon’t want any at all]
1999=unsurefdnn*t care how many/doesn’t matter)

26 6
37;;'




w

-
about before where the power

The-questions may sound similar to the ones | asked you previously, but this time we will be tatking only about
power outages and not momentary interruptions. CLARIFY FURTHER, AS REQUIRED.

Incidentally, as | ask you these questions, please F‘;hl have oxpenenced duning
Hurricane Andrew, as that was an extraordinary s

3
First, have you

several hours of e in ihe home you live in NOW, in a
; b o
h ’ N
[] YES =—2> CONTINUE f
[] MO __ - SKIP TO QUESTION 10

up to serveral hours of :
ould that have been within.. . READ LIST.

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THZ LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ)  UNSURE

(]
1]
(]
(]
il
(1
(]
(1
(]

¥ in vour home

E\I'E'fﬂi:_,u Ol o =
AECORD BELOW IN APPF

# MINUTES __

# HOURS

e —

# DAYS I

¢ 411




0000 [ | NONE —> SKIP TO QU_ESTTON 10

-

1

" 9999 [ | (UNSURE) —> CONTINUE .
If *UNSURE", PROBE As‘ FOLLOWS: Would you say one ... two ... three ... four ... five ... shx ... elc.

%

his home in the last THIRTY

ﬂ 8b. Now, | 1 i
Y DAYS, APPROPRIATE CATEGORY.

# MINUTES
# HOURS

# DAYS

(NOTE: IF D&JLY HAD ONE POWER OUTAGE, RECORD DURATION ABOVE.)

-

E IF

AEAD THIS VERSION:

' you
' READ LIST. ROTATE ORDERN. AS MANY AS APPLY.

l‘) ga IF i ; : f VERSION:

(] AN ACCIDENT/AUTOMOBILE, TRUCK, ETC.

(] FPL DOING WORK IN THE AREA

[] WORK IN THE AREA BY OTHER UTILTIES (THE TELEPHONE COMPANY OR CABLE TV GOMPANY)
(] WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY, A ROAD CREW, ETC.)

[] STORM/UGHTNING

[] HIGH WINDS/TREES ON POWER LINES ¢ :

[] NATURAL DISASTER (ie. FqumNGmunmcmr:;mm ;

i

[] OTHER (SPECIFY) _: - B

&3 1




.

{]YES. —>  CONTINUE
[]1NO —-  SIKP TO QUESTION 8b
[ ] UNSURE —> SKIP TO QUESTION 9b

[]YES —>  CONTINUE
[] NO —s _ SKIP TO QUESTION 10
[ ] UNSURE —> SKIP TO QUESTION 10 :

IF "YES; AND HAD MORE THAN ONE OUTAGE, SAY: ’m
Please think about the outage that was most troublesome Tor you

1 ge. what activity o activilies would that be? PROBE

L TR TR

EAALY MORNING, 5 AM fUT BEFORE 8 AM
] EARLY MORNING, 8 AM BUT BEFORE 10 AM
] MID MORNING, 10 AM BUT BEFORE NO _
]'MID DAY, 12 NOON BUT BEFORE 2 PM '
| EARLY AFTERNOON,}2 PM BUT BEFORE 3 P
] LATER AFTERNOON, aPMama&FOaEu{a ]
] EARLY EVENING, 5 PM BUT BEFORE 7 PM
] LATER IN THE EVENING, AFTER 7 PM BUT BEFORE 10 PM
| AFTER 10 PM BUT BEFORE MIDNIGHT
| LATER THAN MIDNIGHT BUT BEFORE 5 AM
] OTHER (SPECIFY) -
] (DO NOT READ) UNSURE

(
[
I
[
(
(
[
[
[
[
I
[

‘-.

A

[ ] ON A WEEKEND, SATURDAY OR SUNDAY
[ ] (DO NOT READ) UNSURE

] NO
] (DO NOT READ) UNSURE
26 G

¢egll

!
(




EEEEs—

=]

BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE w
A MAJOR INCONVENIENCE #
COMPLETELY INTOLERABLE w

|Gﬂﬂ:nunefdun't want any at all
[999=unsure/donl care how many/doesn1 matter|

266
25l




BE SURE TO ASK FOR EACH TYPE USTED BELOW:
DO NOT READ *MINUTES" "HOURS® *DAYS" -

L]

_ONLY A MINOR INCONVENIENCE MINUTES HOURS DAYS
L]
A MAJOR INCONVENIENCE MINUTES HOURS ) DAYS
' : ¢
COMPLETELY INTOLERABLE MINUTES HOURS DAYS

(000=nonefdon’t want any at alf]
[9’99=um.mﬂx'dm1'l care how many/doesn’ matter|

o

12a

=

—_—

]
| COLDER THAN AVERAGE
] or AVERAGE FOR THIS TIME OF YEAR
] (DO NOT READ) UNSURE

. m”

EXTREMELY STORMY
VERY STORMY
SOMEWHAT STORMY
NOT TOO STORMY

NOT AT ALL STORMY
(DO NOT READ) UNSURE

—— — — —

— — — p— o F—
[

D 12c.

(] YES > CONTINUE
[1 NO ———> SKIP TO QUESTION 13
{] (UNSURE) .~ SKIP TO QUESTION 13
R
HIGH WINDS

HEAVY RAINS/FLOODING
OTHER (SPECIFY) P —

— —— i p—

]
| EXCESSIVE LGHTNING
l
]

Rb 6
e L




D

€

H Before, we were talking about

A ' 3 B

A

over a thinty day period. Now,
or one year.

f? jet's think about

Over the past yaa.r'. in your home,
taken for you 1o consider iL. . JLONLY
COMPLETELY INTOLERABLE?

ONLY A MINOR INCONVENIENCE?  #

“BE SURE TO ASK FOR EACH TYPE USTED BELOW:

A MAJOR INCONVENIENCE? #

GOMPLETELY INTOLERABLE? #

[000=none/don’t want any at all) '

[999=unsure/don’t care how many/doesn’t matter)

e Still thinking about a one year
what | mean a

These are different from the

'COMPLETELY INTOLERABLE?

]
BE SURE TO ASK FOR EACH TYPE LUSTED BELOW:

ONLY A MINON CONVENIENCE? #

A MAJOR INCONVENIENCE? #

!T.OMF‘LETEL‘( INTOLERABLE? #

300=none/don’t want any at all]
(999=unsure/don’t care how many/doesn’'t maner|

you to consider it . JONLY A e '

Sl
G




YES —> CONTINUE
NO —> SKPTO Eussnoru 14 ’

c 13b.

D 14,

— — — p— p— g—

— — — o — g—

How. | would like 10

Nt e S et Nt

EXTREMELY SATISFIED '
VERY SATISFIED

SOMEWHAT SATISFIED

NOT TOO SATISFIED

NOT AT ALL SATISFIED

(DO NOT READ) UNSURE

EXTREMELY SATISFIED

VERY SATISFIED

SOMEWHAT SATISFIED )
NOT TOO SATISFIED

NOT AT ALL SATISFIED

(DO NOT READ) UNSURE

!

the subject once again and talk with you about your

A

\

Which of these would be your 10p priority?
RECORD *1* FOR TOP PRIORITY.

READ LIST BELOW. ROTATE OHRDER,

which ol these would be your second priorty? READ AEMAINING TWO CHOICES BELOW

RECORD *2* FOR SECOND PRIORITY.
AECORD "3 FOR REMAINING ITEM.

DO NOT ACCIPPT "NO PREFERENCE" OR "ALL ARE THE SAME."
SAY: IF YOU .1~D TO MAKE A CHOICE, WHICH WOULD IT BE?

/o g /1




g!'.un from bl

IS. hovﬁ 1o chafga the subject, | would like to talk 1o you about the idea for @ new pro

I —

(] EXTREMELY INTERESTED ~ —> SKIP TO QUESTION 16
[] VERY INTERESTED > SKIP TO QUESTION 16
{] SOMEWHAT INTERESTED ~ —> SKIP TO QUESTION 16
{] NOT TOO INTERESTED > ASK REASONS WHY, BELC V
[] NOT AT ALL INTERESTED ~ —> ASK REASONS WHY, BELC V
[]1 (DO NOT READ) UNSURE ——= SKIP TO QUESTION 16

(] NO REAL PROBLEM WITH THESE KINDS OF INTERRUPTIONS AND AUTAGES

{] DONT CONSIDER IT WORTH THE EXPENSE

[] 1S LANDLORD'S CONCERN, NOT MINE -

[] OTHER (SPECIFY) ___ o - 125135

16, One last question about FPL

(D

(] EXTREMELY SATISFIED
(] VERY SATISFIED

[] SOMEWHAT SATISFIED

(] NOT TOO SATISFIED

[ ] NOT AT ALL SATISFIED
|] (DO NOT READ) UNSURE

| R

a BETWEE!! 9:.00 AM AND 5 PM 138.1] | YES | | HO
b BETWEEN 5:00 PM AND 9 PM 139-1] ) YES 21 | NO
(f, a BETWEEN 9:00 AM AND 5 FM 138-1| ) YES 2] | NO
b BETWEEN 5:00 PM AND 9 PM 139-1] | YES 2| | NO
2 —

/7 eF !




" pROFILT MARKETING RESEARCH D# I
FPL-12-92-8001 ° - TIME STARTED e m—
: > [ e

' RESIDENTIAL CUST

ASK TO SPEAK WITH MALE/FEMALE ADULT HEAD OF HOUSEHOLD, PER YOUR QUOTA.

-

keting research organization.

‘ Hello, I'm from Profile Marketing Research, an arca mar
We are conducting a brief survey on behalf of Florida Power & Light

This survey Is belng conducted among a randomly selected group of FPL customers, 60 your partcipation |s
very Important. Results of thls survey be used to help FPL best serve the needs of all customers.

Your cooperation would be greatly appreclated.

A— . A Flrst, would you have a primary Involvement In the decislon making process, when It comes to
programs and services offered by FPL?

[] YES—> CONTINUE

ASK TO SPEAK WITH A PRIMARY DECISION MAKER,

[] HNO —>
REREAD INTRODUCTION AND CONTINUE.

ervice In the last thirty days, please tell me

Il be talking about your electric S
nt address during this period and using your

O B. Next, as we wi
you have been there &t your curre

v
whether or not
electric service.

[] YES—> CONTINUE
[] NO —> READ STATEMENT BELOW AND TERMINATE

| *This survey Is being conducted among FPL customers who have been living at thelr current address fof

the last thirty days. We thank you anyway, for your cooperation.”

| would like to ask you just a few brief questions on behalf of FPL Let me assur. you that we are not selling

| or promoting any product or service. We are only Interested in your opinions.

EEEESE=E—=- mmmmmmEEREETES

EmE=E= ===l=-=#'=t-'_

ﬂ:ﬂ:==ﬂ=§ﬂ=ﬂ==ﬂ




v P p

;AT o _ .k 7
fq' 1. mrustwpuutexpeﬂonmlwmukamuskyounmmisa—

a few questions about what we will reler 10 as momentary

'

YES —> CONTINUE
NO —> SKIP TO QUESTION 4

THE LAST DAY OR TWO

THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

— — e P S g g— —
[ T

c:-!. MNow, | would like you 10 think about a specific period ... he last THIRTY DAYGS.

W

0000 [ | NONE

9999 [ | (UNSURE)

IF "UNSURE", PROBE AS FOLLOWS: Would you say one ... IWo .. three .. tour ... live ... Six ... €Ic,

Flonda Power & Light Cow. pany
FPSC Review of Distnbution Systein
Staff 1st Repjuest <
kequen 2o ATT/CHMENT H

Iipes ot il ”’




BE SURE TO ASK FOR EACH TYPE US

ONLY A MINOR INCONVENIENCE #
A MAJOR INCONVENIENCE #
W

COMPLETELY INTOLERABLE

(000=none/don’t want any at all)
(999 =unsure/don’t care how many/doasn’t matter]

TED BELOW:

Monda Power & Light Company
FPSC Review of Distnbution System
Sufl st Reguest

Request Rl ﬁTTff‘Hﬂfﬂr /+

].-Hﬂl"\- vl il l’r




The-questions may sound similar to the ones | asked you previously, but this time we will be talking only about
power outages and not momeniary interruptions. CLARIFY FURTHER, A% REQUIRED.

e T ST

that was an extraordinary shuation.
First, have you €ver

-

[] YES —> CONTINUE
[] NO -—> SKPTO QUESTION 10

About how long ago was the most recent
or possibly u to several hours of r, 1

THE LAST DAY OR TWO
THE LAST THREE-SEVEN DAYS

THE LAST EIGHT TO FOURTEEN DAYS
THE LAST FIFTEEN TO THIRTY DAYS
THE LAST TWO-THREE MONTHS

THE LAST FOUR-SIX MONTHS

THE LAST SIX MONTHS-ONE YEAR
LONGER AGO THAN THAT

(DO NOT READ) UNSURE

Sy o — — — f— — —
i e et Rt Bt i Rl Bt

Now, thinking about complete

APPROPRIATE CATEGORY.
Flonda Power & Light Company

# MINUTES ] I FPSC Review of Distnbution Systein
Sundl st Heguest
# HouRs o Heyuest ,'Jl, ﬂr?ﬂ{‘r#ﬂrﬂ»’r /+
Pages H ol "
# DAYS

—————

(NOTE: IF ONLY HAD ONE POWER OUTAGE, AECORD DURATION ABOVE)




AT
i # - :

t 0000 [ ] NONE —s SKIP TO QUESTION 10

9999 [ ] (UNSURE) —> CONTINUE

—

{F "UNSURE", PROBE AS'__FGLLDWS: Would you say one ... two ... three ... four ... five ... sk ... etc,

- —
4 :
# MINUTES

# HOURS

# DAYS '
(NOTE: IF ONLY HAD ONE POWER OUTAGE, RECORD DURATION ABOVE.)

IF HAD

T

" L]
. oa
ga
b —
AN ACCIDENT/AUTOMOBILE, TRUCK, ETC.

FPL DOING WORK IN THE AREA
WORK IN THE AREA BY OTHER UTILITIES (THE TELEPHONE COMPANY OR CABLE TV COMPANY)
WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY, A ROAD CREW, ETC.)

STORM/UGHTNING
HIGH WINDS/TREES ON POWER LINES
NATURAL DISASTER (ie. FLOODING/HURRICANE/ETC ) ;

— — — — — —
R

-

OTHER (SPECIFY) )

.
"

—_—

f—

Florda Power & Lipht Coupany
FIPSC Review of Dastnbuuon System
Sl 1st Reguest

Request 2Ls A TTAHMNT 1
Pages 5 ot [t




Via
j A
(] YES . —> CONTINUE
[] NO _> SKP TO QUESTION 8b
[ ] UNSURE —>  SKIP TO QUESTION 8b
f ab. IF HAD
2
[]YES —>  CONTINUE
(] NO —>  SKP TO QUESTION 10
'[ ] UNSURE . —> SKIP TO QUESTION 10

“|F "YES® AND HAD MORE THAN ONE OUTAGE, SAY:
Please think about the outage that was most troublesome for you.

(% sc. wnat activity or activities would that be? PROBE.

-

'[ ] EARLY MORNING, 5 AM BUT BEFORE 8 AM
| EARLY MORNING, 8 AM BUT BEFORE 10 AM

] MID MORNING, 10 AM BUT BEFORE NOON

] MID DAY, 12 NOON BUT BEFORE 2 PM

i ] EARLY AFTERNOON, 2 PM BUT BEFORE 3 PM
] LATER AFTERNOON, 3 PM BUT BEFORE 5 PM

] EARLY EVENING, 5 PM BUT BEFORE 7 PM

| LATER IN THE EVENING, AFTER 7 PM BUT BEFORE 10 PM

] AFTER 10 PM BUT BEFORE MIDNIGHT

] LATER THAN MIDNIGHT BUT BEFORE 5 AM

] OTHER (SPECIFY)

] (DO NOT READ) UNSURE

[ ] ON A WEEKEND, SATURDAY OR SUNDAY
[ ] (DO NOT READ) UNSURE

| SR

[ ] NO .
[ ] (DO NOT READ) UNSURE

Flonda Power & Laght Company
FPSC Review of Distrnibution System

Seafl 1s1 Heguest _
Request Ll ATIACH MEM! M

Papes (2 ol IIIJJ



Q. 5) READ THIS VERSION OF QUESTION 13:
i THI YS.

o

- L

AYS (Q.8), READ THIS VERSION OF QUESTION 4.

B

10.
During this same period, the last THIRTY DAYS, how many complete power outages, in your home, would you
guess it would have taken for you to consider it. . . ONLY A MINOR INCONVENIENCE .. A MAJOR
INCONVENIENCE ... COMPLETELY INTOLERABLE?
C 10.

BE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE # ;
A MAJOR INCONVENIENCE #
COMPLETELY INTOLERABLE # B

[000=none/don’t want any at all)
EEIDE!:ur'::urcmcr‘l'l care how many/doesni matter|

Flonda Power & Light Cumpany
FPSC Review of Distnbution Sysicin
Siafl st Reguest

Reyuest Al ﬁTTﬂ"PM!PNT”

Pages 7 ot 1



‘A MAJOR INCONVENIENCE MINUTES

ﬂ} 12a

B 1z

BE SURE TO ASK FOR

‘
ONLY A MINOR INCONVENIENCE

COMPLETELY INT OLERABLE MINUTES

000=none/don't want any at all]
[999=unsure/don't care how many/doesn’ maner)

— e e — e —

!
[
[

— iy iy, .

e S il i e

P

WARMER THAN AVERAGE -

COLDER THAN, AVERAGE

or AVERAGE FOR THIS TIME OF YEAR
(DO NOT READ) UNSURE

EXTREMELY STORMY
VERY STORMY
SOMEWHAT STORMY
NOT TOO STORMY

NOT AT ALL STORMY
(DO NOT READ) UNSURE

YES ——> CONTINUE

NO > SKIP TO QUESTION 13
(UNSURE) - SKIP TO QUESTION 13
HIGH WINDS

EXCESSIVE LGHTNING
HEAVY RAINS/FLOODING
OTHER (SPECIFY) -

EACH TYPE USTED BELOW:
DO NOT READ *MINUTES* "HOURS® *DAYS" -

MINL!ES _T_}_

HOURS ___ DAYS
HOURS DAYS
HOURS DAYS _

Flonda Power & Light Company
FPSC Review of Distnbution Systein
Sl st Beguest

Reyuest olp -"_‘-I;Thi‘l‘?"ﬂ-'f-ldr M

Pages 5wt (!




- 2 'B - ]

22 Before, we were talking about
u:efaﬂ'ﬁrtydarpedod.Nw; oS C
/' of one year.

Over the past yaaf. in your home,
taken for you to consider I . ONL
,COMPLETELY INTOLERABLE?

-BE SURE TO ASK FOR EACH TYPE USTED BELOW:

ONLY A MINOR [NCONVENIENCE?  #___
A MAJOR INCONVENIENCE? W

COMPLETELY INTOLERABLE? P

[000=none/don't want any al all]
(999=unsure/don’t care how many/doesn’ maner]

121

[

These are different from the

iBE SURE TO ASK FOR EACH TYPE LISTED BELOW:

ONLY A MINOR INCONVENIENCE?  #

A MAJOR INCONVENIENCE? ¢

ICOMPLETELY INTC ' ERABLE? "

Floruks Power & Light Clompany

300=none/den't want any at all] :Pit‘hkr;{.uw of Dhstnbution System
5L st Request

%
[999=unsure/don’l care how ma Jdoesn't matter L
m l Reguest -f-l'..'? f}_f?-‘"'rl"lflﬂi‘ﬁ!r ."J

Pages lI‘ ol Ml




(] YES ——> CONTINUE
(] NO —> s:-upmiu'ﬁsnoﬂ 14

EXTREMELY SATISFIED .
VERY SATISFIED

SOMEWHAT SATISFIED

NOT TOO SATISFIED

NOT AT ALL SATISFIED

(DO NOT READ) UNSURE

EXTREMELY SATISFIED
VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE

-

— g— e e
Tt et Bl it i it




15a. IF.

TS

I ——

— — p—— —
[

SKIP TO QUESTION 16

EXTREMELY INTERESTED ~ —>

VERY INTERESTED ——> SKP TO QUESTION 16

SOMEWHAT INTERESTED ~ ——> SKIP TO QUESTION 16

NOT TOO INTERESTED .—> ASK REASONS WHY, BELOW
NOT AT ALL INTERESTED ~ —> ASK REASONS WHY, BELOW
(DO NOT READ) UNSURE ~ —> SKIP TO QUESTION 16

-NOT TOO"/"NOT AT ALL® INTERESTED:

NO REAL PROBLEM WITH THESE KINDS OF INTERRUPTIONS AND OUTAGES
DONT CONSIDER IT WORTH THE EXPENSE

IS LANDLORD'S CONCERN, NOT MINE

OTHER (SPECIFY) -

16, —li-on about FPL.

&

D

174

a.

b,

17D,

E

a

8]

EXTREMELY SATISFIED

VERY SATISFIED
SOMEWHAT SATISFIED
NOT TOO SATISFIED

NOT AT ALL SATISFIED
(DO NOT READ) UNSURE

BETWEEN © ¢ 2 AM AND 5 PM 138-1( | YES 2[ | NO

2] | NO

BETWEEN 5:00 PM AND € PM 139-1] | YES

Flonda Power & Laight Company

PSC Review of Mistnbulion System
tadf 1t Reguest =

2{ ) NO Rexuest 20 A TTACHMEN! 44

Pages / ol AL

DETWEEN 9:00 AM AND S PM 138-1] | YES

BETWEEN 5:00 PM AND 8 PM 139-1] | YES 2( ] NO




R

+ m

MAJOR PROCESS AREAS ™
Now, | would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions, we will be using a raung scale of "Excellent”, "Very Good", "Good",
“Fair”, or "Poor”. Please base your answers on your own experiences as well as what you may
have read or heard. If you feel you can't judge FPL on a particular item, please say "I can't

=y &

judge” or "I don't know.”

MAJOR PROCESS AREA: ELECTRIC POWER

14,
FOR DON'T KNOW AND RE
Excellent coavs  cwmvsine aws «wos i 5
Very Good NP YRR
oo R I T,
Fair, or . ..o vvveiiiiiieirnnnn.n 2
- ' Poor: cocsmssmn swurrsimassns s ses 1
~DONTEKNOW ... icneeanans Y
SKIP TO Q.16 < --eemsammsnnnasnnanans —REFUSED ... cvvveioivnwr. o oee A
15. More specifically, how would you rate FPL in terms of ... (ATTRIBUTE)? ASK FOR
EACH ATTRIBUTE. REPEAT SCALE AS NEEDED.
DON'T
(ROTATE) E VMG G E P KNOW RERUSED
5 4 3 2 1 Y x
5 4 3 2 I Y X

—
‘
LA
'y
L
rd
o’
-~

Florda Power & Light Company
FPSC Review of Distnbution Systetn

Soll [ Rewest gty rmam E.L

.: Paves .f l‘l. 3
s
1692
CONFIDENTIAL




5 ST}

POOL: i s svnis aia R |

~=DONT KNOW o6 sovsavaam sewa Y

SKIP TO Q.25 € eerrememmoemsssencses “REFUSED . ...oveeeeennn. X

& o m‘-mmlﬂmw

AS IBUTE. REPEAT SCALE AS N .
: ' DON'T

(ROTATE) E YC C© E P KNOW REF

- @ -
o 5 4 3 2 1 Y X
f ( )d. 5 4 3 2 1 Y b,
& e 5 4 3 2 1 Y X
(J' ()F. 4 3 2 ! Y X

1892

m:SMN 13 CONFIDENTIAL
26+
a 243




K& s

SKIP TO Q.27 Qeeevrnersnrrnnaseeanes

REPEAT SCALE AS NEEDED.

(ROTATE)

NGa

L waccen NV I

Now [ would like you to think about

Excellent .......

Very good

Good

Fair, or

Poor. ..........
—DONT KNOW ..
“ REFUSED
E MG G E P
5 4 3 2 1
5 4 3 2 1
5 4 i 2 1
5 4 j 2 1

14

EXCEPT FOR DON'T KNOW AND REFUSED)?

DON'T
KNOW
Y

oD
........... 4
.......... 1
................ Y
REFUSED
X
X
A
X
©1992
CONFIDENTIAL

&6 L
373




1 YES —>  CONTINUE
] NO —>  SKIP TO QUESTION 7
{1  UNSURE —> SKIP TO QUESTION 7

- e

. R R

Flonda Power & Laght Company
- FPSC Review of Dutnbulion System
i"" 4e. Stall 1st Beyuest
Regue.: 'E(f /4!7}" f—‘ Mf‘j‘
Pages ) vl AT
%
FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH

ﬁ




T ’ ﬁ.‘
sa P 4 Y By
5- —:

A
[]  YES/ALL
[]  YES/SOME
[} NO
[]  UNSURE
. R

— CONTINUE
—2

—>

[]  AUTOMATIC TRANSFER SWITCH
(]  MANUAL TRANSFER SWITCH
]

UNSURE SKIP 1

SKIP T » QUESTION 7
QUESTION 7

c_au.—

OPEN TRANSITION TRANSFER
CLOSED TRANSITION TRANSFER

(1
(]
(]  UNSURE

e
B e
| R B e

YES
NO

(1
(]
[]  UNSURE

FPL SERVICE RELIABILITY STUDY

26T
o) 7.515’

PROFILE MARKETING RESEARCH




R o
p MF' ]

[1 YES —>  CONTINUE
[] NO —> SKIP TO QUESTION B¢
(]  UNSURE —>  SKIP TO QUESTION 8¢
r;) 8b.
% ;
o i- :
L
C e
(] YES —>  CONTINUE
(] NO —>  SKIP TO QUESTION 9
[]  UNSURE —> SKP TO QUESIION 9

26T

3»;1'515"’

FPL SERVICE REUABILITY STUDY

PROFILE MARKETING RESEARCH




Wi,
e

[] YES —> CONTINUE
11 NO — SKIP TO QUESTION 9d
[} UNSURE —_— SKIP 10 QUESTION &d

L R R T
kW =

C R T T
%

NOW SKIP TO QUESTION 10a

1) sa. _iF YOU ARE NOT CURRENTLY Cﬁmemnuii

EXTREMELY UKELY
VERY UKELY
SOMEWHAT UKELY
NOT TOO UKELY
NOT AT ALL UKELY
UNSURE

— — p— — — —
[ S S

26T
‘/ogaff_

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH




rd' 10a.
B
(7 1o

Please use a five point scale where a rating of *5* would
would Indicate *not at all critical® You may use any num

P POWER SUPPUES, SKIP Q. 10c)

ayqe

indicate *extremely criticar’ and a rating of
ber from a high of *5* 1o a low of *1° to 4o $0.

2Qbd

j’c?;lsf—

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RESEARCH
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s R

EQUIPMENT:INVENTORY

&

Malnlrama computers

g

PC's

Communications equipment (telephone lax, etc.)

Cash registers

Cther oifica equipmaent

e

Salaty/Mra equipment (e.Q. fire alarms)

Security equipment (e.g. burglar alarmas)

- R D BN B N -
n.'.—l-‘ s

“habr

Broadcast equipment (e.g. radlo, TV, cable)

Chillers

Chilller monitoring Systems

Alr conditioning systems othar than chillers

HVAC controd systems

Ventllation/blowers/tans

Medical - Oparating room, other critical care equipmant

Madical - Equipment room other than critical care

ity ]t | ot | s | it |t | |t

T

Printing presses and printing equipment

mmmmumummm:ﬂmmmmmm

Essantlal computerized business/manulacturing/process equipmen

it |
>

Essantlal non-computerized business/manufacturing/process equipment

Light motors

Heavy molors

Maotor cantrol centers

Production line circuits

b

Waler processing and pumping equipmant

Other pumps

Elevators

Energy management systems

Other control systams

Cooking/electric ovans/othar cooking equipmant

Hot water healing

Rafrigeration equipmant

Freazers

Outdoor lighting

Lighting {other)

tHen|lon|lonjon|an|njon|en|enjnjen|enjnjunen|on

ﬁﬂ-h-.h-h.h.hnhhhhhh&hhhhhhbhhhhahh-p""ﬁ-ﬂ-h

-'-ﬂmb'mmmmmmmuumuwmummummpuuuumummuuu|

MmmmmnrumMmunmnnmuwmummmmmmMMMMMNNN=

it ot | o | ot | o | | |t | o | | i [ [ e | i | =E




(=

Q. 10e

Q. 10d

Q. 10b

“EXTROMIL Y _ w07 AT ALL*

5

1"

3 2

4 3 2
4

5
5

3 2

5 4 3 2 1

S
S

3 2

4

4 3 2
4

3 2

5

1

S 4 3 2

4 3 2
4

]
5

3 2

=.l
14

4 3 2

5

L]

3 2

4

4 3 2

5

1

S 4 3 2
5 4 3 2

4 3 2 1

5,

N I TS A S A B R A R B N Kl £ oF]
mimm|o|meoom|eoem|omie
s|w|w|w|T|T|T|T|T|T|T|T
w || W) | W (0 |0 0

EQUIPMENT INVENTORY

.~ ALLOTHER
PLEASE LIST BELOW AND ANSWER Q. 106- FOR EACH

86T 7 7S




T -

BOUT SERVICE RELIABILITY IN GENERAL AT THIS LOCATION

/j 11. How would you rate the

EXCELLENT
VERY GOOD

[ = 1 ]
zéa
2e®
D
m

Please rank these in terms of your priority.
WRITE IN RANK # NEXT TO EACH ITEM BELOW.

1 = Top Priority

2 =  Second Priority

3 =  Third Priority

4 = Last in terms of Priority

PROFILE MARKETING RESEARCH _ —

26T g ogd

FPL SERVICE RELIABILITY STUDY




e~

s

2 mf.'.- N - =y «

4 R S TR R S

—
B

EXTREMELY PROBLEMATIC
VERY PROBLEMATIC
SOMEWHAT PROBLEMATIC
NOT TOO PROBLEMATIC
NOT AT ALL PROBLEMATIC
UNSURE

(]
[ ]
[ ]
[l
[
[

ONLY A MINOR INCONVENIENCE #

A MAJOR INCONVENIENCE #

COMPLETELY INTOLERABLE #

T Gg2%

| =4

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH
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FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH




t
{

¥ i

s[]  EXCELLENT
(] VERY GOOD

‘] GOOoD
(] FAR

(1 POOR
[] UNSURE

P R

Why do you say that? Any other reasons?
PLEASE BE AS SPECIFIC AS POSSIBLE.

KbT /{ a?-.;LSf

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY




wi slated

(]
(]
(]
[]
[l
(]

EXTREMELY PROBLEMATIC
VERY PROBLEMATIC
SOMEWHAT PROBLEMATIC
NOT TOO PROBLEMATIC
NOT AT ALL PROBLEMATIC
UNSURE

26T g as

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RESEARCH




|
4

ABOUT PLANNED OUTAGES

ra

4 _

UNDER 15 MINUTES

15 MINUTES TO 1/2 HOUR

1/2 HOUR TO 1 HOUR

23 HOURS

46 HOURS

7.9 HOURS

10-12 HOURS

OVER 12 HOURS BUT LESS THAN ONE DAY
ONE DAY ADVANCE NOTICE
TWO-THREE DAYS ADVANCE NOTICE
FOUR-SIX DAYS ADVANCE NOTICE
LONGER THAN THAT

Lt URE

— ey o — — — — oy
el I N S S ———

T )3 RS

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY




KRoT /‘f'ﬂf
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DAY OF WEEK

TIME OF DAY

b sis
s
(? 22a
DAY OF WEEK
TIME OF DAY
[} 22b.
1o
$

KbJ /5,_."?023#

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY
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e R S S T

&6d /o ﬁolS/ﬂ

FPL SERVICE RELIABILITY ETUDY PROFILE MARKETING RESEARCH




. ‘E'-’i;_;

U SR T '

YES - CONTINUE
o -> SKIP TO QUESTION 24a, NEXT PAGE
NSURE -> SKIP TO QUESTION 24a, NEXT PAGE

Y

[] WITHIN THE PAST THREE MONTHS

[] WITHIN THE PAST FOUR-SIX MONTHS

[] WITHIN THE PAST SEVEN MONTHS - ONE YEAR
[] LONGER AGO THAN THAT

(] UNSURE

EXCELLENT
VERY GOOD
GOQD

FAIR

POOR
UNSURE

— et e e
B

r reasons?
QOSSIBLE.

;
32

AS

20T [ g

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING HEgEARCH




- emwReESR ST

(  2ac.

A MAJOR INCONVENIENCE #

D 2ad.

4
- 24e,

COMPLETELY INTOLERABLE #

R6J /¥ egedS
FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH
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P55

. i i o LR O R
b | Y .‘plﬂ.,_b._ 1t X

DAY OF WEEK

[

TIME OF DAY

5

DAY OF WEEK

TIME OF DAY

9_63’ /'?GQQE_S_-:-_

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY




FASTER THAN DURING PERIODS OF GOOD WEATHER
SLO™ "R THAN DURING PERIODS OF GOOD WEATHER
ofr, THE SAME AS DURING PERIODS OF GOOD WEATHER

UNSURE

— e
[ T —

AT A0 i 2y

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RESEARCH




, L :
s i~ =r « .

T R,

F oo

EXCELLENT
VERY GOOD
GOOD

FAIR
POOR
UNSURE

ig-:sn. ‘llllllll!llllll!llllllll

Why do you say that? Any other reasons? i
PLEASE BE AS SPECIFIC AS POSSIBLE.

P6T R WA

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY




90UT VOLTAGE IRREGULARITIES

g 1

- o

30.

\»

EXTREMELY PROBLEMATIC

VERY PROBLEMATIC

SOMEWHAT PROBLEMATIC

NOT TOO PROBLEMATIC

NOT AT ALL PROBLEMATIC 3
UNSURE

e o e o

(! a3a

HTNING, b , £1C.
WITHIN THE PREMISES, AT THIS LOCATION

RIGINATE FROM THE UTIUTY SYSTEM

—— — — —
e

[) 31b.  What others do you view as causes? CHECK AS MANY AS APPLY.

IGINATE FROM THE UTILITY SYSTEM

m
Z
E.
m
o)
o ¢
Il
=
(0]
m-
Lo
>
e
=
(13}
-
o
S
=
e

&6 Za IS

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH




[f/‘; a3b. What would be second, In terms o’

0 e s v o, i coms o (A

”mr—-’

et s o sscons n o o (A

~
R

F oo v n e o ot e

6] 23 gAS

v
PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY




L a =y =

]
“F

™

| R R

]  EXCELLENT

]  VERYGOOD - - '
] GOOD
I
!
}

FAR -
POOR
UNSURE

[] YES —> Please specily

AoJ %77/0702\5’#

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH
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¥
*

Rellablhty of Electric Powe

T

ieaning very dissatistied an meaning very satisfied.

\]{)

-‘:u ) "\-\‘j 1o

%
\

Very Dissatisfied Yery Satisfied
1345678910
1 2345678910
12345678%9%10
123456782910
1 2345678 5% 10
1 23450678910

Power Quality

_

Again using a ten point scale, p]tue

159

Very Satisfied
.‘. Y45678910
23456178910
% 1T 4 &£ £ W BN~ A

Flonda Power & Lagud Company
FPSC Review of Distrihunion Systein

Staff 1‘I.t(r1|l.ir‘\l #4 [ #‘.K

chuc:-l
Pages ] of . J_




l Reliability of Electric Power |

Very Dissatisfie Very Satisfied
2 9 10
10
10
10
10
10

BB RS B BB
o Lt L G B Lt
R N .
s Ln LN LA LA LA
-
3 =8 -3 -4 -4 =3
oo Do of o0 OB OO
L= = == =

/595
72{ ¢ ATIIWRT  BENcHr AL

LARCEST — UASERS

Flonda Power & Light Company
: FPSC Review of Distnhution Systemn
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SESE
P
Ia will help FPL your n when Il comes

&

BACK-UP SYSTEMS AND PROTECTIVE DEVICES AT THIS LOCATION/GENERATORS

# a —

(] —>  CONTINUE
(] NO —>  SKIP TO QUESTION 7
[]  UNSURE —> SKIP TO QUESTION 7

o R R R

e R T

Floesda Posver & Light Company
FrsC Hnu‘u ol Distibution System

l\n 1T Aﬂf }-) ﬂ?g_ﬂf’ %] I
i'.l.!'ir\ 5) f

#

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH




#e ﬂ. :::'.‘ - y w P

s .. -
f

L

[] YES —>  CONTINUE
(] NO —>  SKIP TO QUESTION B¢
[]  UNSURE —> SKP TO QUESTION B¢
e
]

(] YES —>  CONTINUE

[] NO —>  SKIP TO QUESTION 9

[1  UNSURE —>  SKP TO QUESTION 8§
e UL wise

20

3 2

FPL SERVICE RELIABIL! .Y STUDY PAOFILE MARKETING RESEARCH




Yooy, 0

=

CONTINUE

[]
(] ND —>  SKIP TO QUESTION 9d
] UNSURE —_— SKIP TO QUESTION 8d

kW

gc. _ “ :

%

NOW SKIP TO QUESTION 10a

S T

EXTREMELY UKELY
VERY UKELY
SOMEWHAT LIKELY
NOT TOO LIKELY
NOT AT ALL UKELY
UNSURE

—— e e e e e
e e o o — —

26H
(s £20

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RESEARCH
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ABOUT EQUIPMENT ON SITE AT THIS LOCATION

EYF oo,

A .
)

— P

ﬂ" 10a.

)

(*. 1ob

T
—

r

Please use a five point scale where a rating of *5* would indicate *extremely critical’ and a rating of *1°
would indicate *not at all critical® You may use any number from a high of *5* 1o a low ol *1" to ¢o 50.

20,7
s RS

PROFILE MARKETING RESEARCH

FPL SERVICE RELIABILITY STUDY
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EQUIPMENT:INVENTORY"

Malnframe comoulars

PC's

Communications equipment (lelephona lax, alc.}

Cash reglsters

Othar office equipmant

Safety/fire equipment (e.g. fire alarms)

Security equipment (8.g. burglar alarms)

Broadcast equipment (e.g. radio, TV, cable)

Chillers

Chiller monltoring systems

Alr conditioning systems othar than chillers

HVAC control systams

Venlilatlon/blowars/lans

Madical - Operating room, othar critical care equipmant

Medlcal - Equipment room cther than critical care

oin

Printing pressas and printing equipment

Essentlal computerized business/manufacturing/process equipmant

3

Essantial non-computerized business/manulacturing/process equipmaent

Light motors

Haavy molors

Motor control centars

Producilon line circuits

Water processing and pumping equipmant

Other pumps

_1mmmmwmmmmwmmmmmmmmmmulmmm

Elovalors '

Energy managamaent systems

Other control systems

Cooking/slectric ovens/cther cooking equipmant

\y
Q '} Hol walar haatlng

\

Ralrlgaration equipmant

Freazars

Outdoor lighting

{Lighting (othar)

ionjunjonjon|onfon|on)f

hhhah&-ﬂ-h&hhhhhnhh&hhhbhhhhhhhhhhhﬁ

3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
3
K]

rdrolralralralrolralralrsl sl rslralralralralralmalralrefra| rofrafro|ralralraf o ra|rajrafralraraira

_]....._.._;._.‘._-_l._nu-n-..———b—l—l-i—l—"n‘—i—t—l—l—l—l—l




"EQUIPMENT INVENTORY

Q. 10s

Q. 10d

5 4 3 2

5

3 2

4

14
14

i

5 4 3 2

4 3 2
4

3 2

5 4 3 2

5

4 3 2
4 3 2

4 3 2
4 3 2

5
5

5 4 3 2 N

5 4 3 2 1
5 4 3 2 &

5 4 3 2

1
1

S 4 3 2
5 4 3 2
5 4 3 2
5 4 3 2

5
5

1

4 3 2
4 3 2
3 2

1
5 4 3 2
5 4 3 2
{5 4 3 2

5

4 3 2

5

4 3 2

5

Q. 10c

ALL OTHER

PLEASE LIST BEL W AND ANSWER Q. 10b-8 FOR EACH




EXCELLENT
VERY GOOD
GCOD

FAIR

POOR

UNSURE

— — — — p— —

17 M

1t N

T T pee ot e e
—
e
f

Please rank these in terms of your priority
WRITE IN RANK # NEXT TO EACH (TEM BELOW

1=  Top Priority

2 =  Second Prionty

3 = Third Priority

4 = Last in terms ol Priorty

ke

'FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH

g T




|  EXTREMELY PROBLEMATIC
|  VERY PROBLEMATIC

|  SOMEWHAT PROBLEMATIC
] NOT TOO PROBLEMATIC

] NOT AT ALL PROBLEMATIC
] UNSURE o I8

Cp 14a.  Please think about a one year period.

S

ONLY A MINOR INCONVENIENCE #

D 14n

A MAJOR INCONVENIENCE " )

. 14C.

[
LI L._

COMPLETE ' Y INTOLERABLE #

_ et

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH
q o3 25




/516&

Q 16b.

26

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH

30‘32‘;”




(]  EXCELLENT
‘{1  VERY GOOD
(] GooD

(] FAR

[] POOR

[]  UNSURE

Why do you say that? Any other reasons?
PLEASE BE AS SPECIFIC AS POSSIBLE.

2.6

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING HE;";EAFICH

s 12




1, . -. ﬂ-
: e - e

¢ ABOUT LONGER POWER OUTAGES AT THIS LOCATION

fr

As we stated belore, let's exclude

. Next, please think lbout
esu of rricane Andrew.

any experiences that m

What we mean

ound similar to the ones you were ask 1 pieviously, but this time they refer

EXTREMELY PROBLEMATIC
g ] VERY PROBLEMATIC
[]  SOMEWHAT PROBLEMATIC
[]  NOT TOO PROBLEMATIC
[]  NOT AT ALL PROBLEMATIC
[]  UNSURE

AL

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING FIEL.:‘_E,AF!CH
12,07 =5




" . 1_'-!1':!-. 3

§

i\:} ABOUT PLANNED OUTAGES

UNDER 15 MINUTES

15 MINUTES TO 1/2 HOUR

1/2 HOUR TO 1 HOUR

23 HOURS

4-6 HOURS

7-9 HOURS

10-12 HOURS

OVER 12 HOURS BUT LESS THAN ONE DAY
ONE DAY ADVANCE NOTICE
TWO-THREE DAYS ADVANCE NOTICE
FOUR-SIX DAYS ADVANCE NOTICE
LONGER THAN THAT

UNSURE

— i — — — — — p— p— o
e e L e S S —

aeM
PROFILE MARKETING RES CH
/3 wj’ l‘f’eﬂ

FPL SERVICE RELIABILITY STUDY




COMPLETELY INTOLERABLE @

f oo

26"

PROFILE MARKETING RESEARC

/Y F 2

FPL SERVICE RELIABILITY STUDY




DAY OF WEEK

TIME OF DAY

g 210,
/? 22a
DAY OF WEEK
TIME OF DAY
[) 22b.

A LM

—

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING HLSEARCH
/523 TS




L,

206 M

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RES gu
/L 1




r} YES ~>  CONTINUE
[] NO -> SKIP TO QUESTION 24a, NEXT PACE
{] UNSURE -> SKIP TO QUESTION 24a, NEXT PAGE

e R

WITHIN THE PAST THREE MONTHS

WITHIN THE PAST FOUR-SIX MONTHS

WITHIN THE PAST SEVEN MONTHS - ONE YEAR
LONGER AGO THAN THAT

EXCELLENT
VERY GOOD
GOOD

FAIR

POOR
UNSURE

o — — — — —
=

e (R

why do you say that? Any other reasons?
PLEASE BE AS SPECIFIC AS POSSIBLE.

=2 Y

———

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING HESE{H;CH

R




ONLY A MINOR INCONVENIENCE #

B e

A MAJOR INCONVENIENCE #

A

24e.

COMPLETELY INTOLERABLE

FPL SERVICE RELIABILITY STUDY PROFILE MAHKEFH.G RES g}CH




DAY OF WEEK

TIME OF DAY

y
DAY OF WEEK ___

TIME OF DAY

14

AeM

FPL SERVICE RELIABILITY STUDY | PROFILE MAHKETING RES S/C




/] 27a.

6271:.

28,

FASTER THAN DURING PERIODS OF GOOD WEATHER
SLOWER THAN DURING PERIODS OF GOOD WEATHER
or, THE SAME AS DURING PERIODS OF GDOD WEATHER

UNSLURE

—— —
e

R, V]

PROFILE MAHKETING (.ESEARC
20 ’2:, a5

FPL SERVICE RELIABILITY STUDY




-
& L]

s - x = o«

.
W

TR T S,

EXCELLENT
VERY GOOD
GOOD

FAIR

POOR
UNSURE

N
IBLE. -

v

PhUFILE MARKETING RESEARCH
2 4G as”

FPL SERVICE RELIABILITY STUDY




;

e e

b

30.

RSN

EXTREMELY PROBLEMATIC
VERY PROBLEMATIC
SOMEWHAT PROBLEMATIC
NOT TOO PROBLEMATIC
NOT AT ALL PROBLEMATIC
UNSURE

[]  EQUIPMENT THAT HAS LOW TOLERANCES TO POWER VARIATIONS

(]  ENVIRONMENTAL DISTURBANCES SUCH AS LIGHTNING. RAIN, WIND, ETC.

(]  ELECTRICAL DISTURBANCES THAT ORIGINATE WITHIN THE PREMISES, AT THIS LOCATION
(]  ELECTRICAL DISTURBANCES THAT ORIGINATE FROM THE UTILITY SYSTEM

(]

UNSURE

R e

EQUIPMENT THAT HAS LOW TOLERANCES TO POWER VARIATIONS

ENVIRONMENTAL DISTURBANCES SUCH AS UGHTNING, RAIN, WIND, ETC.

ELECTRICAL DISTURBANCES THAT ORIGINATE WITHIN THE PREMISES, AT THIS LOCATION
ELECTRICAL DISTURBANCES THAT ORIGINATE FROM THE UTILITY SYSTEM

UNSURE

— o p— p— p—

(3{:1?_

$

264

FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH _
KZ- "‘j’ 5
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FPL SERVICE RELIABILITY STUDY PROFILE MARKETING RESEARCH
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EXCELLENT

VERY GOOD

GOOD i , - -
FAIR

POOR

UNSURE

el e

1o aan

EXCELLENT ¢
VERY GOOD
GOOD_
FAIR

POOR_
UNSURE

e — p— p—

t

(? 3s _

[] YES —>  Please specily .

(] NO
[]  UNSURE

b M

FPL SERVICE RELIABILITY STUDY PROFILE NHKI::I;:J{G RE .EZA‘I:E__H




[] YES —>  CONTINUE
[] NO —> SKIP TO QUESTION 38
[]

UNSURE —> SKIP TO QUESTION 38

R

FPL SERVICE RELIABILITY STUDY

PROFILE MARKETING RESEARCH
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: Small/Medium Demand 1996 - 2Q96 (#12296) - 7

o

r—

ROCESS AREAS

/

?"ﬂ Now, [ would like to ask you about some specific aspects of the services provided to your
organizauon by FPL. For many of the questions, we will be using a rating scale of “Excellent,”

“Very Good,” “Good,” "Fair," or "Poor." ' -

re ; :

PROCESS AREA: ELECTRIC POWER
[/ 15, The first area is electric power. How would yo
mr’ould you say ... (READ !

Excellent

Very Good
Good

Fair, or

Poor ........
DON'T KNOW
REFUSED _ .. R . 9

a 5a-1 To what extent do you agree
R DON'T

Strongly Agree

Agree

Neither Agree nor le.agr:c
Disagree &

Suongly Disagree

DON'T KNOW
REFUSED

lad Fod o

0o wn L

OOOE LA de g B e

] 7 wida Power & Lap “LImpa
i UG 90 : II 1 1!\| \1“:1 il 11'I|I1'r]:ll| ||:|m|F. ‘I‘-r-l stem
PROPRIETARY & CONFIDENTIAL ‘4 i il Raduest

L 4&&1%”%;

|Ill sl




) a SmalUMedium Demand 1996 - 2Q96 (#12296) - §

A Sb. There are several dilTETE

uld

ROTATE ORDER-DO NOT ROTATE ONE, TWO, THREE, FOUR

e R R T Ry

-’-'_.‘,:' I. Which of these four items (INSERT FOUR ITEMS IN THE SAME ORDER) would be
your top prionity relative to the needs at this locauon? REAI LIST BELOW RECORD
A "1" FOR TOP PRIORITY.

' - 2. Of the remaining three items (INSERT ITEMS), which would be your second pnonty”
READ REMAINING THREE CHOICES. RECORD A "2” FOR SECOND PRIOCRITY.

j J. Of the remaining two items (INSERT ITEMS), which would be your third prionty’
READ REMAINING TWO CHOICES, RECORD A "3" FOR THIRD PRIORITY

4. FOURTH PRIORITY BY DEFAULT. RECORD A "4",

DO NOT ACCEPT "NO PREFERENCE" OR "ALL ARE THE SAME" CLARIFY WITH:
If you had to make a choice in terms of allocation of FPL resources, which would it be?

REFUSED ' 9

W:l.kc:[nl'nrmmon 01996
PROPRIETARY & CONFIDENTIAL

26 M.
297




SmallMedium Demand 1996 - 2Q96 (#12296) -

PEARS, READ FULL LEAD Il\l [}' SECOND

| 16b-1 [F FIRST TIME
CESSARY OR AS CLARIFICR.

i TIME, CAN RE
Regardless of whethg

l nsid 5
|

DON'T KNOW.....coscconmimssissrssy O——
REFUSED.. Q

' DON'T KNOW . oo B
‘ REFUSED o i 9
2 I 4 5 8 0
2 3 H 5 5 9

Walker Information ©1¢96
PROPRIETARY & CUNFIDENTIAL

10
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Small/Medium Demand 1996 - 2Q96 (#12296) - ||

'ROCESS AREA: SERVICE RESTORATION

f}’ 23. Now, | would like you to think about t} i \
| Gilag . qur arganization BN == hac hearn inlermunte=d _How would v

EXCEPT FOR DON'T KNOW AND REFU

’ Excellent I
' . " Very Good - . . 2
Good ..ouvien 3
Fll A D:‘ -;
Poor o~ 5
DON'T KNOW 8
REFUSED . ..... ]
77 ¢
- P o
REPEAT SCALE AS1]
(ROTATE) E VG G F P DK  REFUSED
- ol Y )
( (n I 2 3 4 5 8 9
D (m 1 2 3 3 5 8 9
(3’/ ()d I 2 3 4 5 8 9

Walker Information ©1996
PROPRIETARY % CONFIDENTIAL




Small/Medium Demand 1996 - 2096 (#12296) - |2

S,

24d-2

SECONDS

MINUTES

HOURS

DAYS _
DON'T KNOW
REFUSED .

SECONDS_

MINUTES

HOURS
DAYS

DON'T KNOW
REFUSED

. Ce

| 2 I 4 3 5

Walker Information ©1996

PROPRIETARY ¢

CONFIDENTIAL

N |
L7




Small/Medium Demand 1996 - 2Q96 (#12296) - |8

‘ROCESS AREA: — 3,
8 t 2 .
| R R
t -
you say .. ON'T KN »?

Excellent

Very Good
Good

Fair, or

Poor . .
DON'T KNOW
REFUSED

O A e e B e—

~
—

Walker Information ©1996
PROPRIETARY & ZJUNFIDENTIAL
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" oy7




smgre9s hin - 6
IR A

PROCESS AREAS

Now, | would like to ask you aboul some specific aspects of the services provided 10 your
company by FPL. For many of the questions, we will be using a rating scale of
“Excellent,” "Very Good,” "Good,” "Fair,” or "Poor.” Areas we will c

PROCESS AREA; ELECTRIC POWER

4
A 14, Tpe first area is electric power, How would you rm
ould you say ... (READ
A :

SKIP TO Q.15 sereremmmmreccsens Excellent 1
SKIP TO Q.15 asemmmmerannnaans Very Good 2
Good 3
Fair, or 4
Poor . . .. 5
DON'T KNOW 9
SKIP TO Q.16 mmmmrrsssansssnanes REFUSED 8

(

Flonda Power & Laglid "D
FPSC Review o [yistrhution Sysicim

Sl st Reguest >
Reyuest 2l (dﬂ'ﬂ QW M.
ol

I"ipes 1

. Confidennal & Propactan
: cojove




smgre9d fin - ~

[RFArR
4
/'f 15 More specilically, how would you rate FPLinterins of  (ATTRIBUTE)” ASK FOH EACH
ATTRIBUTE. REPEAT SCALE AS NEEDED

(ROTATE) E VG G F P DK REF

/)
} & 1 2 3 4 5 q 8
/7
. 1 2 3 4 5 9 8
9 1 2 3 4 5 g 8
. . :2(’;) = 'z,

{_.c-r:,fi._.."-.'!l.'nh' 4 F’-"‘F'Tq ram

(5| Ay




smgred s i |
Jhas

PROCESS AREA; NON-EMERGENCY FIELD SERVICES /-

s, that

MNext, I'd like to ask you some questions aboul FP

’;{r 23.

ay ... (READ LIST EXCEPT FOR OwW AND REFUSED)?
Excellent . !
Very good
Good }
Fair, or i
Poor 5
DON'T KNOW 9
REFUSED B

;:v_,(_,,N.Z
57 Y

Confidennal & FProprieian

oS\ i




sgecs i« 14
s

PROCESS AREA: SERVICE RESTORATION
/25 Now, | would like you to think
LIST EXCEPT FOR DON'T KN
Excellent 1
Very good 2
Good )
Fair, or 4
Poor 5
SKIP TO Q.26-1 <o DON'T KNOW 9
REFUSED g
12 28 .
.EPEAT SCALE AS NEEDED.
(ROTATE) : E ¥vG G F P DK REF
’ ()a. - 1 2 3 4 g 8
D ( )e. ] 2 3 4 5 9 8
7/ ( )d. it 2 3 4 5 9 8
(=
26 N2

i3
)
Confidential & Proprieidarn

o5\ | A




BRS - §
19494

EROCESS AREAS

Now, | would like to ask you about some specific aspects of the senvices provaded 10 your company b
FPL. For many of the questions, we will be UsSINg a rating scale of "Excellent,” "Very Good,” "Good
“Fair,” or "Poor.” If you feel you can't judge FPL on a particular wtem, please say "I can't judee or |

don't know.”

S - W

A" 14 any's expenences or what you may have read or heard. how would vou rate
U Lav (READ LIST

Excellent
Very Good
Good
Fair, or
Poor
- DONT KNOW
SKIP TO Q.16<-ssmsnsmmansnennnnnes = REFUSED

S I U PO TR T e—

p e

g) 15. More specifically, how would you rate FPL in terms of .. (ATTRIBUTE)? ASK FOR EACH
ATTRIBUTE. REPEAT SCALE AS NEEDED

(ROTATE) E._¥G G E B DRK REE
C ! 3 i 3 5 9 ]
‘O ! 2 S 9 8
(f i 203 4 s 9 8

Florula Power & Liphn Company
FPSC Review ol Thsinbwnon System

St 1s1 Keguest

9
Hequest olbe Ata M‘g‘

- : Pages ) ot 3
SDRELW QRE

L1

21994

r
CSNI CONFIDENTIAL




BRS 14
15494

My next set of questions concem - 1n order 1o keep
their systems functional and prev 18 would affect your company

,fl =3 Bgsed on your com § experiences or what you may have read or heard, how would you rate
E: TOUSED)?

Excellent
Very good
Good

Fair, or

Poor

DONT KNOW 9
SKIP TO Q.25€-mmmmmmmemeenaes REFUSED

] LM da Lar o =

Q,) 24 Thinking about maintenance services, how would you rate FPL in terms of = (ATTRIBUTE "
ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDED

(ROTATE) E MG G_. E B DK REE
,f"& ( Ja. l ¢ 3 4 5 ? 8
i { Ib. I 2 3 4 5 g 8
{ ). | 2 3 4 b ] ]
/ ( )d. 1 2 1 4 g 1 K

SORELS QRE
s
1994

®
CONFIDENTIAL
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1994

erocess Area: SN -

A 25 Now, I would like you to think abour the repair or restoration service provided by FPL in
instances where your company's electric service has been interrupted. Based gn vour company s

experiences, or anything you may have read or heard, how would you ra

Excellent I

Very good 2

Good i

Fair, or 4

Poor. 3

SKIP TO Q.26-1 Ceene - DONT KNOW 9

- REFUSED 8
7 26.  Thinking about instances when your mmpml
: you rate FPL in terms of ... (ATTRIBUTE)? s REPLAT |

AS NEEDED

E YG G E P DK REE

D 1 2 3 4 5 Q 5
& | 23 4 5 9 8
F/ | 2 i i b i 8

2A6KN-3

_ 3 -35 G
SORELM QRE
s

- 1894

®
CONFIDENTIAL




BRS . 9
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PROCESS AREAS

Now, I would like to ask you about some specific aspects of the services provided to your company by
FPL. For many of the questions, we will be using a rating scale of "Excellent,” "Very Good,” "Good,~
"Fair," or "Poor.” If you feel you can't judge FPL on a pamicular item, please say "l can't judge” or

*I don't know."

P : > WE
I ~
. rf). 14.  Based on your company's experiences or what you may have read or hzard, how would you rate
| EX .
Excellent . . . !
; Very Good . . . 2
Good 13
Fair, or . . . 4
POO:0 o it i s 5
r~ DON'T KNOW . 9
SKIP TO Q.16 € weescmmmmcanaaancas L REFUSED 8
}?,» 15.  More specifically, how would you rate FPL in terms of ... (ATTRIBUTE)? ASK FOR EACH
ATTRIBUTE. REPEAT SCALE AS NEEDED.
R (ROTATE) E ¥G G E B DK REF
LI 1 2 3 4 5 9 8
1) ()b 1 2 3 4 5 9 8
| /,J/'
= (ke 1 2 3 4 5 9 8

Flupida Power & Light Compary
FPse Resiew of Distnbution Syswetn

Payges 1 il

BUSRELQ4 T894

M@ 1CEFIDENTIAL




. Is

[ (GENERAL SERVICE ONLY)

/J 23, Next, 1'd like to ask you some questions about §
Excellent
| Very good . . . .
Good:=: &5 s v i
Fair, or
Poor. . ) e
~ DON'T KNOW
SKIP TO Q.25 € -erveamseemnsennansecs o REFUSED
(SMALL ONLY) |
17 My next set of questions concerns
D 5 3

the
EXCEPT FOR DON'T KNOW AND REFUSED)?

: Excellent .
Verygood . .. . ...
Fair, or
Poor. . . .

~ DON'TKNOW ... . ...

SKIP TO Q.28 < ~—-rrmermersmeeeeee & REFUSED

smmrver(5)\

ould you say ... (READ LIST EXCEPT

BRS - 1§
Qur 4, 1993

cs, that would

OO0 VS LA s LI B e

L = T

2604
2o 4
BUSRELQEHRE4

BONFIDENTIAL
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BRS - 17

Qe 4, 1993

Excellent 1

Very good 2

Good 3

Fair, or

Poor. .... 5
SKIP TO Q.26-1 (SMALL) - <----  DON'T KNOW 9
SKIP TO Q.27 (GENERAL) - - REFUSED . 3

{2 26. Thinking about instances when yomuw would
you rate FPL in terms of ... (A y I't:. REPEAT

SCALE AS NEEDED.

E VG G F P DK REE

(l___:' 1 2 3 4 5 Q B
D
L 1 2 3 4 S5 9 8
(= 1 2 3 4 S5 9 8
- 1 2 3 4 S5 9 8

14

BUSRELQEGRRA

CSMG} DONRFIDENTIAL




MAJOR PROCESS AREAS

Now, | would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions, we will be using a rating scale of "Excellent”, "Very Good", "Good",
“Fair", or "Poor”. Please base your answers on your own experiences as well as what you may
have read or heard. If you feel you can't judge FPL on a parnticular item, please say "I can't

judge” or °l don’t know.”

AMAJOR PROCESS AREA: ELECTRIC POWER

J;J; 14, Based on your company’s experiences or what yo : or heard, how would
you rate the Would you say ..
(READ LI IR 'D REFUSED)?

Excellent .. ... 5

Very Good ....... .

Good ............ 3

Falr, or cua e can 2

Poor ...... ... . .0 0. .. ... 1

= DON"T KNOW Y

SKIP TO Q.16 < ssessvsnscecascnaanass W REFUSED ... ... oovinnn.. X

fically, how would you rate FPL in terms of ... (ATTRIBUTE)? ASK FOR
ATTRIBUTE. REPEAT SCALE AS NEEDED.

W

DON'T
E P KNOW REFUSED
2 1 Y X
2 1 Y X
2 1 Y X

Flord Power & Laght Compans
FPSC Review of Distnbution Sysiem

Stall st Reguest M__r."
H[‘ql.ll.'\l. 'ZL A‘:‘z’qﬁw

- . Papes 1 ol

SrL
01892

L]
WA mJSM 8 CONFIDENT AL




¥

/} 3. Next, I'd like to ask you some questions about W that
would be the people who work in the field, suc and

maintenan

Excellent 00 sean
Verygood .......cocviviinnnnans
Grood oo sumsin dns P

] Fair,or ......civivnivennnneconn.
POOE wovoins siers shivi SONG RGN

CDONT KNOW oo

SKIP TO Q.25 €-ceeeermmeesennacnesne = REFUSED .. . s

ce crews. Based on your company’s experiences or what you may have read

(REA.D !

Would you say

3 e fa Lm

[—

¥ 24 More specifically, how would you IW'ITHHU'E'E}‘.‘
ASK FOR EACH ATTRIBUTE. -1J.

DON'T

(ROTATE) E XG G E P EKNOW
(¥ ()a oiaiad s 4 3 2 l Y
> G 5 4 3 2 1 Y
= (e 4 3 2 1 Y
F 4 3 2 1 Y
= [ )e 5 4 3 2 l Y
5 4 3 2 1 Y

REE
X

;thr“\—'"r
293

21682
CONFIDENTIAL




/25 Now Iwould like you to think about the rep
in instances where your company's electric servi 5 n
co 3
-
REFUSED)?
BxCElEnt’ . o cmenmumn snmsmios i 5
YErY ROO8: «i v g siiiis Ssiiaiine o , &
Good ............ i 3
FOMOF sy s e SRS pans 2
QO oo iR OONTSTS B TGS TSR i
—DONT KNOW nmsinniin ive i Y
SKIP TO Q.27 € vreeseeeemranananns “REFUSED ....................... X
f 26 Thinki BT
w IBUTE)? ASK FOR EACH ATTRIBUTE
RE 5
DON'T
P KNOW REFUSED
1 b § X
1 Y X
! b X
1 Y X
.F__._,.--"
. 9 (N5
547
©1992

MJECSM 14 CONFIDENTIAL
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(ﬁgﬁ_lgmanq ‘ﬁ& 2096 (#]2295) - 7

* PROCESS 'AREAS

Now, I would like to ask you about some specific aspects of the services provided to your
organization by FPL. For many of the guestions, we will be using a ranng scale of "Excellent,”

PROCESS AREA: Electric Power

/j 14 The first area is electnc power How would you rate Ihc—
ould you say (READ LIST EXCEPT FOR DON'T KNOW AND

Excellent |
Very Good 2
Good 3
Fair, or 4
Poor 3
DONT KNOW
REFUSED ]

g-, 14a-1. To what exte
AD LIST EXCEPT FOR DON'T KNOW

Strongly Agree

]
Agree .
Neither Agree nor Disagree 3
Disagree 4
Stongly Disagree 5
DON'T KNOW 9
REFUSED B
Walker Informaton ©1996 )
PROPRIETARY & CONFIDENTIAL Flomda Power & Light Uanpins
FIPSC Review of Distnbatio Sy sicin
vnens 2 1o A Hchmont 0:]




Large C/1 Demand "96 2Q96 (#n]2295) .- B

ROTATE ORDER-DO NOT ROTATE ONE, TWO, THREE, FOUR

.

L]

1.—ncms (INSERT FOUR ITEMS IN THE SAME ORDER) would
e your top pniority relative to the needs at this locanon? READ LIST BELOW

RECORD A "1" FOR TOP PRIORITY

Of the remaining three items (INSERT ITEMS), which would = vour second
prionty? READ REMAINING THREE CHOICES RECORD A “2" “OR SECOND
PRIORITY

3 Of the remaining two items (INSERT ITEMS), which would be your third pnonn?
READ REMAINING TWO CHOICES. RECORD A *3* FOR THIRD PRICGRITY

FJ

4. FOURTH PgJOR]T":’ BY DEFAULT RECORD A "4°

DO NOT ACCEPT "NO PREFERENCE" OR "ALL ARE THE SAME" CLARIFY

WITH. If you had to make a choice in terms of allocation of FPL resources, which
would 1t be?

Walker Informanon ©1996
PROPRIETARY & CONFIDE! 1IAL

<20 0. |
2077




Large C/l Demang ‘96 2Q96 (#]12295) - 9

(A ! OR EACH A ~ ED)

;. ATTRIBUTES F VG E B DR REF
K

15a-2 IF FIRST IN IF SECOND

TIME, CAN RE
Regardless of whether

ced at ‘

DONT KNOW

REFUSED — 8
15a-3

DONT KNOW . 9 !

REFUSED .. . . ; g |

Walker Inforr..«uon ©1996
PROPRIETARY & CONFIDENTIAL

<L 0.7
3y 7




Large C/t Demand 96 2096 (#12295) - 10

#, | 15b-2 IF FIRST
L2 TIME, cm
Regardiess o

5 READ FULL LEAD IN IF SECONI
ARY OR AS CLARIFIER !

' DON'T KNOW 9
REFUSED 8 i
1| 1sb-3 0
DON'T KNOW S 9
REFUSED 8 i
J) { )e 1 2 3 & % 9 B
e ()d.
=5 ] 2 3 -4 5 ‘ g
Walker Informanon ©1996
PROPRT TARY & CONFIDENTIAL
2¢ 0/
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Large C/1 Damand "96 2096 (#1229

(1 23 Thige '
s . :
A . AT SCALE AS NEEDED )

RDTATF)
: ATTRIBUTES E VG G F P DK REF
) o
| 2 3 4 g *] c-
# %)
1 2 3 4 5 g B
1%
- ]
SECONDS - f
MINUTES o B o
HOURS e |
DAYS - . |
DONT KNOW 9 -
REFUSED g '
= |
Fo|es _ |
SECONDS f
MINUTES S
HOURS
DAYS
DONT KNOW 9 !
REFUSED.. ... 8 ;
(= Of
] 2 3 4 5 9 g
Walker Informanon ©1996
PROPRIETARY & CONFIDENTIAL
6 0.
67/




Large C/I Demand '96 2096 (#12295) - 15

PROCESS AREA: — i
1 =

20
Excellent |
Very Good 1
Good 3
Farr, or 4
Poor 5
DONT KNOW G
REFUSED £
t
Walker Informatnion ©1596
PROPRIETAFEY & CONFIDENTIAL
T
0./




Large C1 Demana 95 (M10428) -6
PROCESS AREAS

Now, Lwould like lo ask you about some specific aspe
For many of the questions, w e o

ood,” "Good.," "Fair," or "Poor'. Areas we will briefly cover are

/
}
/

PROCESS AREA: Electric Power

/j 14.  The first area is electric power How would you rate thW
m by FPL? Would you say (READ L N'T

EFUSED)?

Excelient
Very Good
Good
Fair, or

Poor

DON'T KNOV
REFUSED

@O th b oL b)Y -

CIQRERS FIM ¢ onfidentinl und P'raprietar
Civel

Flosrela Power & Laght Loanpany

FISC Review of Disinbution 5%

-z, Sl Ist F-L'-L-:?i-l:f;l c?' _2'_

Heques] =

Papes f il




Large C/1 Demand "85 (#10428) .7

going to reag you four ilems

1% ROTATE ORDER-DO NOT ROTATE ONE. TWO. THREE. FOUR

C 1. Which of these four items (INSERT FOUR ITEMS IN THE SAME ORDER)
would be your top priority reiative to the needs at this location? READ LIST
BELOW., RECORD A "1" FOR TOP PRIORITY

2. Of the remaining three items (INSERT ITEMS), which would be your second
priority? READ REMAINING THREE CHQICES RECORD A "2" FOR

SECOND PRICRITY

3. Of the remaining two items (INSERT ITEMS) which would be your thirg
pnority? READ REMAINING TWQO CHOICES RECCRD A "2" FOR THIRD

PRIORITY
4 FOURTH PRIORITY BY DEFAULT RECORD A "a"

DO NOT ACCEPT "NO PREFERENCE" OR "ALL ARE THE SAME" CLARIFY
¥ WITH: If you had to make a choice in terms of allocation of FPL resources which

would it be?

I oonmbidvmtnd aemd Praproeinem

L IIREYS EIN
fopvet
Reéo 2

LJ/?.?




’7‘.

f;ﬁ-; 14b

VIRI AN

Large C1 Demand ‘65 (#10428) -8

Ngw imagine you have 100 points lo divide between these same four items
(INSERT FOUR ITEMS IN THE SAME ORDER AS RANKED BY RESPONDENT)
How would you divide these 100 points among these four items relative to the
needs at this location? (READ FIRST RANKED ITEM. ASK FOR POINT
ALLOCATION. READ SECOND RANKED ITEM, ASK FOR POINT ALLOCATION,
ETC. TO END.) (IF NECESSARY, TELL RESPONDENT HOW MANY POINTS
HE/SHE HAS LEFT. MAKE SURE THAT RESPONDENT UNDERSTANDS TASK,
ILE., DOES NOT GIVE MORE POINTS TO 4TH RANKED THAN TO 3RD
RANKED CRITERIA, ETC.)

[PROGRAMMING NOTE: AS GO THROUGH ITEMS, 2ND ITeM CAN ONLY BE
EQUAL TO OR LESS THAN 1ST ITEM, 3RD ITEM EQUAL TO OR LESS THAN
ZND ITEM; 4TH ITEM EQUAL TO OR LESS THAN 3RD ITEM)

TOTAL SHOULD EQUAL 100 POINTS

: !'.:M‘J-{ Fl\ i wafidenticel vind Piu_:?l'lrl'dl"\

evs

AL o, 2-

. =gl




M

/?

ﬂi‘

ASK Q. 15a-1 OF CUSTOMERS WHO RATED 15a "FAIR" OR "POOR" ’

N\

ATTRIBUTES

Large CA Demand "85 (#10428) -9

vG

15
D)
(ROTATE

REF

I
n
= ke ——
Lial
@

15a-1 Why do you say that? (PROBE ONCE AND CLARIFY)

15a-2

DON'T KNOW.. ,
REFUSED. j
" R, TR
|
DON'T KNOW g |
* REFUSED 8 |
CTQREYS FIMN ( oafideatial and Propocian
cfees
260.2

ey




Large CA Demand ‘95 (#10428) -10

a8 ]
Lad

ASK Q. 15b-1 OF CUSTOMERS WHO RATED 15b "FAIR" OR "POOR"

15b.1f~hy do you say that? (PROBE ONCE AND CLARIFY)

L DON'T KNOW.. 9
REFUSED.... g

DONT KNOW . 5

REFUSED. 8 |

i -J'I'_J."'.E vi5FIM topefade it wmid Frroprieian
PR3

Al 0.2

4
5 !




Large C/ Demand ‘85 (#10428) -11

/ (e !
/ 1 2 304 5) 9 8

ASK Q. 15¢-1 OF CUSTOMERS WHO RATED 15c “FAIR" OR "POOR"

e

T ()d |
- 1 2 3ls 5 F 9 8
|

ASK Q. 15d-1 OF CUSTOMERS WHO RATED 15d "FAIR" OR "POOR”

GRS

- MR

t f:-’i“[f?j Fih anpderninnl gnd Fropeietary
iRV
A0 -2

xL




Large C/1 Demand '95 (#10428) -14

PROCESS AREA: System Maintenance 'i‘:

ﬂ 20 My next L in
or g that
W v
) 20a Haw *w*my FPL
' Would yo et EXCEPT FOR DON'T KNOW AND REFUSED)?
Excellent 1
Very Good Z
Good 3
Fair, or 4
Poor 5
DONT KNOW a
REFUSED B

PROCESS AREA: Service Restoration

| OREERESGERE
W AR DON'T K ;

Excellent
Very Gooo
Good

Fair, ar

Poar

DON'T KNOW
REFUSED

@ Www b DR

tanfidesal and Pruprietan

CIJREYS FI?
I L ]

26 02
/o7 s




Large CA Demand 95 (#10428) -15

A 23 Thinking about instances
/i | erms of  (ATTRIBUTE)? |
: A ALE AS NEEDED )

(ROTATE) *

ATTRIBUT E ¥6 G E P DK REF
B
8
SECONDS
MINUTES |
HOURS = |
DON'T KNOW. . . 9 |
REFUSED.... ...... 8 |
- s
MINUTES !
HOURS ) |
DON'T KNOW. g |
REFUSED ... ... 8 |
(....:. () 1
: 1 2 3 4 5 g B
{ IQRE'F.‘ N i wmfrdeton vond Propretan
i Jil
2 0.2

g %
_




PROCESS AREAS i

Now. | would like to ask you about some specific aspects of the services provided to
your company by FPL. For many of the questions, we will be using a rating scale of
“Excellent,” “Very Good,” "Good,” "Fair,” or "Poor.” It you feel you can’'t judge FPL
or a particular item, please say "I can’t judge™ or "l don't know."

L] i
PROCESS AREA: Electric Power
;% 14. Based on your company’s experiences or what you ma have read or heard,
how would you rate the ed by FPL?
Would you say . . . (REA REFUSED)?
Excellent 1
Very Good N 2
Good ;s aw s & s s s 3
Fair, or . Y 4
Poal: ... aa v iy vides . 5
SKIP TO Q.16 <----- DON'T KNOW .. ... .. 9
SKIP TO Q.16 <----- REFUSED .. . . .. .. Sond B
f,?' 15. would you
BUTE. REPEAT
sC i
E VG G E P DK BEF
1 2 3 4 5 9 2]
1 2 3 4 5 g a8
1 2 3 4 5 9 B
1 2 3 4 5 9 B
Flonda Power & Lapht Uomipaniny .
g, s T 21994
FI'SC Hewiew ol Dastrbatn Sy sten CONFIDENTIAL

Suall B Reguest o
Hoguest fé.r /:?ff“ ehrprond 0.3 [/) fj 0. .

i Fages




REFUSED)?
Excellent

Vory, Bood i on v iiyeie s e &
Good . T cie e e 3
Fair, or

Poor e R e N
SKIP TO Q.22 <---- DON'T KNOW
SKIP TO Q.22 <---- REFUSED

(A H ATTRIBUTE. REPEAT SCALE AS NEEDED.)

ATTRIBUTES

|
& ()] c.

{1 2 3 4 5 9 8
- () d

i 2 3 4 5 9 8
I~ () e

1 2 3 4 5 9 8
= 1)1t

’ 1 2 3 4 5 9 B

T 1) g

1 2 3 4 5 9 B
W h

f{ 2 3 4 &5 9 8

J1894

®
CONFIDENTIAL
.J"?C., C; -

C 2
A &7 T
E..J




Excellent . ...

Very Good . . ..

27 [ ] o [ T

Fair, or

Poor: ;s sn w s T
SKIP TO Q.24 <---- DON'TKNOW . ........
SKIP TO Q.24 <---- REFUSED .. ... ... ......

¢ b

-:ATI'HIBLITE]'? (ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDED !

W bk -

r
E VG G E P DK BREF
> 1) a.
' i 2 3 4 5 9 8
ur
1 2 3 4 5 9 8
-1
F 2
2
s

(- () b.

U
—
—

(4 Il g.

Z1994

"
MJSM 2 GCOH{;I.DENTML

393
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MAJOR PROCESS AREAS

-

Now. | would like to ask you about some specific aspects of the services provided to your

company by FPL.

For many of the questions, we will be
*Excelleht,” "Very Good," “Good,” *Fair,* or "Poor.” If you feel

using a ratng scale of
you can't judge FPL on a

particular item, please say °l can't judge® or *I don't know.”

MAJOR PROCESS AREA: Electric Power

14.

ofr.,
SKIP TO Q.16 <--— DON'T KNOW
SKIP TO Q.16 <-— REFUSED .

Based on your company's experences or what you may have read or heard, how
would you rate the d by FPL? Would you
say . .. (READ LIST FUSED)?

Excellent . .. . ... 1
Very Good .2
Good 3
Fair N
Poor . S
...... 9
8
Florka Poawer & Laght Company
FPSC Restew o Distnbation Sysiein
Stafl 1w Hr.iu.‘\l
Request 26 Haohrmee! O. ¢
Papes f il l'f

21993
CONFIDENTIAL
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™

15,

m

10

IBUTE. REPEAT

P DK REF
S 9 g8
5 9 8
S 9 8
5 g 8
£19883
CONFIDENTIAL
26 0-¢

229




15

e TS SR LTI | ST VLD

. (READ LIST EXCEPT FOR DON'T KNOW AND REFUSED)?

Excellent . . . ... ..
Very Good
Good ....... .

or, Poor ..........
SKIPTO Q.24 <-— DON'T KNOW = . ... ....... ..
SKIP TO Q.24 <-— REFUSED T A oyl

o
; T SCALE AS NEEDED.)

E MG G E B DK BREE

OO WO W b L) P -

D
1 2 3 4 5 9 B
& 1 2 3 4 5 9 8
F ) e 1 2 3 4 5 8 8
\E; |_'_1 f
1 2 3 4 5
td
1 2 3 4 5 8
- /M ® ' 21993
s—’éﬁh_.;:bSM fJJ:) U~u! CONFIDENTIAL




MAJOR PROCESS AREAS

Now | would like to ask you about some specific aspects ol the services provided 1o your
company by FPL. For many of the questions, we wil be using a raung scale of
"Excelent,” “Very Good,* "Good,” "Fair,” or "Poor.” If you feel you can't judge FPL ¢n a

particular item, please say "I can't judge” or "l don't know.”

MAJOR PROCESS AREA: Electric Power

/J( 14. Based on your company's experiences or w have read or heard, how
would you rate the by FPL? Would you
say ... (READ U FUSED)?

Excellent | .
Very good
Good

Fair

or, Poor
SKIP TO Q.16 <-—-- DON'T KNOW
SKIP TO Q.16 <---- REFUSED

sz S\

2% % T =S |

Flowwds Poser & Leghit L oanpany
FPSC Heview o Thsteibuibiog S sieth
Stadl a1 Keguest , e
Request ZAle AH At 0.5
‘t.l|!'_|:'L I 11 0
©1802
CONFIDENTIAL
—

Al O




g

-

f;‘ 15. Now, thinking about specific aremw rate

FPL in terms of . . . (ATTRIBUTE)? (ASK FOR EACH ATTRIBUTE. REPEAT
SCALE AS NEEDED.)
(ROTATE)
ATTRIBUTES
. E MG G F P DK REF
12 () a
5 4 3 2 1 Y x
- t
d () b
5 4 3 2 1 ¥ X
5 - 3 2 1 i
- ‘:‘ 3 E 1 I .r':‘
- A 0.¢
e b]
/
< 43
01992

S ™
SM CONFIDENTIAL




13

Mza_mmag_ 7
/1 20. by FPL in
o] rmng

i, 20a. ' y
WQ.uF id you s” - (READ LIST EXCEPT FOR DON'T KNOW AND REFUSED)?

Excellent . L
Verygood ..........
Good .............
Fair . . :
or, Poor .
SKIP TO Q.22 «<---- DON'T KNOW
SKIPTO Q.22 <---- REFUSED . .

)
C 21. vould you rate FPL on
TE. REPEAT SCALE AS NEEDED.)

ATTRIBUTES

Lh

T 6 T I N

QK BEF

7

E MG &

l) () c

&0

5 e 3 2 1 4

r"f () e
5 a 3 2 1 Y X

C 0
5 4 3 2 1 Y X

(1 () g
L 5 4 3 2 1 Y X
- ' bl .5
X

21992

S
Iﬂﬂ!:ﬁi(} SM CONFIDENTIAL
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maJjor pROCESS AREA{ NN | t
/ 22. Nowlw

FPL in in inierrupted.

] "
/ 22a. B ;
w u
say . . . (READ LIST EXCEPT FOR DON'T KNOW AND REFUSED)?
Excellent C B
Verygood . ........ S .4
Good .............., 3
Fair . o e 2
or, Poor . e 1
SKIP TO Q.24 <---- DON'T KNOW Y
SKIP TO Q.24 <---- REFUSED X
F 1
C om; i
(ATTRIBUTE)? (ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDE-D_'}
TTRI
: E MG G E P DK REF
D
5 < 3 2 1 Y x
fi5!
= 5 4 3 2 1 Y X,
o 5 4 3 2 1 Y X
= 5 4 3 2 1 Y x
- - G ©-5
i
y o'

£11992

el
waccer- GNY| e
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_ smaeu(fediugx Demand 1996 - 2Q96 (#12296) - 7
r ‘____....--"""-J

ROCESS AREAS .

Now, | would like to ask you about some specific aspects of the services provided to your
organizauon by FPL. For many of the questions, we will be using a raung scale of "Excellent.

A "Very Good,” "Good,” [Fair,” or "Poor.” Areas we will bnefly cover are: electric power, service
restoration billing, customer service, preventalive maintenance, design/construction, energy

~ conservaton and communications.

PROCESS AREA: ELECTRIC POWER
i
,4’ 15.  The first area is electnc power. How would you rate !W
mWould you say ... (READ LIST ! i

Excellemt ... ..
Very Good

Good

Fair, or

Poor v com o
DON'T KNOW
REFUSED

ﬂ ja-1 what extent do agree that the reli
v uld vou say.” ] W

OO LA fe i B e

Suongly Agree

|
Agree | 5
Neither Agree nor Disagree 1
Disagree . .. ... 3
Suongly Disagree 5
DON'T KNOW 8
REFUSED 9
Walker-Informaton ©1996 .
PROPRIETARY & CONFIDENTIAL Florda Pawer & Light Company
FPSC Review of Distnbution System
Stall 1st Kegues
Reqguest ﬂ?lﬁj A';{A "M p /

Papes _ 1 ol _ !




e

&

v,

0

SmalUMedium Demand 1996 - 2096 (#12296) - 9

Still thinking about electric power, how would you rate FPL in terms of - (ATTRIBUTE)”

(ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDED )

DON'T

(ROTATE) E VG :_‘._ F P KNOW REFUSED

|
|
|
|
|

|
f

’ | | | |

16a-1 IF FIRST TIME TOLERANCE APPEARS, READ FULL LEAD IN IF SECOND

TIME. CAN READ ONLY IF
Regardless of whether or not th

-—-u-n-r :

DN T N O i s s s
REFUSED... - ;

DON'T KNOW ...
REFUSED...

_ o

Walker Informaton ©1996
PROPRIETARY & CONFIDENTIAL

26 P
277
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SmallMedium Demand 1996 - 2Q%6 (#12296) - |0

Regardless of whether or

location, and takin
mmpo\ncr

o_é-cmuons process flow, etc..

How m
consider 1

DON'T KNOW ..
REFUSED::.inmminna 0 -
o ""‘w
; DON'T KNOW
REFUSED _
] 4 3 8 9
4 S 8 9

'V | ‘l

Walker Information ©1996
PROPRIETARY & CONFIDENTILAL
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Small/Medium Demand 1996 - 2Q96 (#12296) - |1

'ROCESS AREA: SERVICE RESTORATION i

23

( Ja.

{ )b

{ .

Now, | would like you to think about the repair or restoration service provided by FPL in

instances where your organization's electric terrupted. How would you rate
the uld you say  (READ LIST
& SED)?

Excellent

Very Good
Good

Fair, or

Poor

DON'T KNOW
REFUSED

O LA de i oy -

-

¢

Thunking about instances when your organization’s electnc service has been interrupted, how
would you rate FPL in terms of ... (ATTRIBUTE)” (ASK FOR EACH ATTRIBUTE

REPEAT SCALE AS NEEDED.)

E VG G F P DK  REFUSED

(ROTATE)
1 | 2 3 4 5 ) Q9
| 2 i I . 8 9
2 14 5 g 9

b s

Walk&r Information ©1996
PROPRIETARY & CONFIDENTIAL

A6 7.1

= -7
(_; g’i} .I"f




Small/Medium Demand 1996 - 2Q96 (#12296) - 12

/) 24d-1 Ii terms of duia"iil iii Iiii would a smilc Fowcr outage be for you to consider |
|

' SECONDS o

| ; MINUTES___________ e |

| HOURS -

' DAYS_
DON'T KNOW._., 5
REFUSED.......... . 9 |

_/,2 | 24d-2 '

GV e Y
SECONDS o .
MINUTES o

| HOURS e |

,' DAYS RS ———

| DON'T KNOW § |

| REFUSED..... ... o 9

|
(_'-j‘uc. 1 2 3 4 5 8 9
Yo

Walker Informatuon ©1996
PROPRIETARY & CONFIDENTIAL

26 P




SmallMedium Demand 1996 - 2Q96 (#12296) - |8

_L'._h‘

Sext I'd hk"c to as you to think about

ecl your organizaton,

T EXCEPT FOR DON'T KNOW AND REFUSEDY?

Excellent ... ..
Very Good .
Good ......
Fair, or

Poor ...... ..
DON'T KNOW
REFUSED .

l
2
3
5
8

O

Walker Informaton ©1996
PROPRIET s f & CONFIDENTIAL



/1

Fi

Z

Mediwm Demand 95 (2104271 - &

PROCESS AREAS n

Now, I would like to ask you about some specific aspects of the services provided to your company
by FPL. For many of the questions, we will be using a raung scale of “Excellent,” *Very Good,”

YGood." "Fair,” or "Poor."

PROCESS AREA: ELECTRIC POWER

15 The first area 1s electnc power.

SKIP TO Q. 16<emmsermmmnmmecceeeneas = Excellent
- Very Good
Good
Fair, or
Poor
- DONT KNOW
SKIP TO Q 17<-ssesesssesssesesaenee = REFUSED

w O oA fa el P e

MDQORE®S2 WKG - Confidential and Froprierar
C/o9s

Flonda Power & Lyght Compais

FPSC Resview ol Dhistnbuason Sysiem

Sudff T Kegquest
H r‘i““"' .l?a #ﬂ &WV{I‘? 2
Jrrocy ul
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Medium Demand 93 (af0477)

16 More specifically, how would you rate FPL in terms of  (ATTRIBUTE)” {ASK FOR

;j EACH ATTRIBUTE REPEAT SCALE AS NEEDED )
DON'T
VG G F P_ KNOW REFUSED

?EL - - | |
.-"li
[
B - B | q
,-*"
) — - | |

\

MDQREZS2 WKG Confidential and Proprietary

Ci998

P2
2_74




Medogm [Demand 95 (W104275 . 1)

PROCESS AREA: — (4
I

5Y

2l

-

My next set of questions concemn | f

How would you rate the Mﬁll_uuﬂm_qf.m,l,m;nmc;_jimssuﬂi'p.r_ﬂm!_.bj FPL? Would
you say (READ LIST EXCEPT FOR DON'T KNOW AND REFUSED)”

Excellent

Very Good
Good

Fair, or

Poor

DONT KNOW
REFUSED

(=T - - LN N SR P B e—

MDQRE?S2 WKG ) Confidential and Froprieian

c/oes
F. 2

>4

b




PROCESS AREA: s‘nwcz RESTORATION /=

s

SKIP TO Q.24-1<

;1 24 Thinking about instances when your
ould you rate FPL in terms of
REPEAT SCALE AS NEEDED)

MDQRE9S2 WKG

/} 23 Now, | would like you to think about the
' instances where your compady's electnic s

Excellent
Very Good
Crood
Fair, or
Poor
r DONT KNOW
- REFUSED

)? (ASK FOR EA

E B
4 5
48
4 <
PR

Medium Demand 95 (8162271 - 14

you rate
you say (READ LIST

O 08 A ds b e

ATTRIBUTE

DO T
KNUW  REFUSED
B 3
g v
g )
E F

Confidential and Proprician

C.oe)
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PROCESS AREAS

Now, | would like to ask you about some specific aspects of the services provided o your company
by FPL. For many of the questions, we will be using a rating scale of "Excellent.” "Very Good,”
*Good." "Fair,” or "Poor.” If you feel you can't judge FPL on a parucular item. please say "l

can't judge” or "I don't know."

PROCESS AREA: ELECTRIC POWER

/f_[ 15. Based on your company's experiences or what you heard, how would you
rate the uld you say  (READ
; LIST )?

Excellent . . i

Very Good 2

Good 3

Fair, or i 4

Poor 5

~ DON'T KNOW . 8

SKIP TO Q.17 € -smemmemeememannaans L REFUSED 9

/
F, 16,  More specifically, how would you rate FPL in terms of .. (ATTRIBUTE)? (ASK FOR

EACH ATTRIBUTE. REPEAT SCALE AS NEEDED )

£

DON'T
(ROTATE) E ¥G G F P KNOW REFUSED
h -1 | B B 9
| 2 i 4 5 B ¥

(). p r | ] s 8
A 1 2 3 4 5 8 9

Florsda Poveer & oagtdat vimapray

(N
[ g ]
fand
ds
.
o

—

FISC® Keview of Dastnbation System
Sl s Reguest e )

Kequest (?é; f)'-—)

W -+

1 aPCs J T R,

1894

- waccen G|
CONFIDENTIAL

> -~ g-' —




MBRS - 15
w4, 199
)/ ey

_—1y next set of questions concern
L5 i b
ﬂ 21 Based on your com 's & i r what you ve read or heard, how would vou
rate the Would you say
(READ

Excellent I

Very Good 2

" Good ... .. 3

Fair,or . . .. .. 4

POOT -5 505 5

~ DON'T KNOW 8

SKIP TO Q.23 € eeevrnnonens L REFUSED 9

'-i 22 Thinking about maintenance services, how would you rate FPL in terms of
(ATTRIBUTE)? (ASK FOR EACH ATTRIBUTE. REPEAT SCALE AS NEEDED)

DON'T
(ROTATE) E VG G E E KNOW  REF
&

C)a. 1 2 3 4 5 8 9

L (e, L2 3 4 8 9

e
-
{ { Je. 1 2 3 4 5 B 9
5" 0 1 2 3 4 5 s 9
. : 26 P2
203

21984

®
CONFIDENTIAL




MBRS - 16

Crr 4.y
PROCESS AREA: SERVICE RESTORATION '
]
)
/4 '3, Now, | would like you to think about PL in
i your
1| g the
JLIST
|

Excellent . . l

Very Good -

Good 3

Fair, or . 4

Poor.: . vn ; 5

 DON'T KNOW 8

SKIP TO Q.24-]1 < -eoemmmee L REFUSED . . 9

24.  Thinking about instances when your

Ui
)

would you rate FPL in terms of ...
REPEAT SCALE AS NEEDED.)

DON'T
(ROTATE) E Y6 G E P KNOW REFUSED

L no1r 2 PR 8 9
D (. I 2 3 4 5 8 a
g () 1 2 1 4 5 8 g
= (. 1 2 3 4 5 8 9
- (e F 1 2 3 4 5 8 9

- : 2¢ P 3

— ':?

Tieda —

®
CONFIDENTIAL
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PROCESS AREAS

Now, [ would like to ask you about some specific aspects of the services provided to your company
by FPL. For many of the questions, we wiil be using a rating scale ot "Excellent,” "Very Good,”
"Good,” "Fair,” or "Poor.” If you feel you can’t judge FPL on a parucular nem, please sav

can't judge” or "1 don't know.”
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Now, | would like to ask you about some specific aspects of the services provided by FPL. For
many of the questions, we will be using a rating scale of "Excellent®, "Very Good”, "Good",
“Fair", or "Poor”. Please base your answers on your own experiences as well as what you may
have read or heard. If you feel you can't judge FPL on a particular item, please say “l can't

judge” or "1 don't know.”
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Now, I would like to ask you about some specific aspects of the services provided to your company by
FPL. For many of the questions, we will be using a rating scale of *Excellent,” "Very Good,” *Good.*
“Fair,” or "Poor.” If you feel you can't judge FPL on a panticular item, please say "l can't judge” or
*1 don't know."
PROCESS AREA: ELECTRIC POWER
','j} 4. Based on yourc ! i or what y v e read or heard, how would you rate
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Executive Summary - Summary of Findings

= Benchmarking
- Distribution O&M cost is among the top quartile of low cost utilities in the nation
for both KWH and Customer. In Florida, Distribution ranks behind both TECO

and FPC.

- Service Unavailability has risen steadily since '92 with a leveling off in '96 and
remains in the second quart... <f comparable utilities. Distribution focused on the
restoration component to achieve indicator target, while customers rank priority of
reliability component as: 1) Momentaries, 2) Major Interruptions, 3) Restoration
and 4) Power Quality

- Distribution safety and employee staffing appear to be at or above average

= Customer Expeclations
- The majority of service quality survey results continue a downward satisfaction
trend since 1994. Walker Surveys states that while FPL's reliability may not have
deteriorated in the past year, the significant changes in customers' accepted
tolerance ranges indicates customers have raised their expectations.

- Per the national benchmark for large Cl customers, FPL is in a poor comparatwe
position on reliability to other regional utilities
- M1 customers have higher satisfaction levels, refiecting RPI improvement efforts
= Regulatory Structure
- Distribution is expected to maintain responsibility for asset planning and operation

of the network
- Competitively bid construction, maintenance and other service work activities

- Traditional cost-of-service regulation is expected to be replaced with performance
based ratemaking
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Executive Summary -Recommendations

= Strong Customer Orientation

E00000; 94 .

- Renew emphasis on customer satisfaction, establishing customer service
expectations for the work force. Initiate strategy, utilizing surveys, to reverse

customer perceptions.

= Cost Effective Operations

- Evaluate current reliability strategies affecting customer satisfaction while
maintaining competitive cost position
- Evaluate work processes to improve produclivity/efficiency

= Speed, Simplicity and Flexibility

- Position organization for future re-regulation, preparing for performance based
ratemaking and markets with new products and services
- Utilize diverse group of departments/individuals to develop future strategies

= Commitment to Quality

- Develop Environmental Assessment Action Plan
« ldentify department/individual responsible for conducting environmental
assessments; recommending strategic direction and measuring improvements

« Participate in benchmark committees, rank competitive position in the industry
» Conduct market screening and identify target benchmark companies for

analysis, improvement opportunities and visitations
» Acquire competitive intelligence (ie..customer satisfaction, customer

demographics, etc.)
- Develop plan to build employee skill base for future environmental assessments

- Refocus on quality improvement tools and techniques
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FPSC Activity
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FPL. Flonda Pwr | FPUC Gull Tampa
Inganes 1722 49 2 19 o
Infractons 170 34 a 3 4
Infraction/ | (00 custs 0549 032 OO0 0106 0090

Sample of 92 PSC's:
Street light repair average: 18 days (L=1 to H=535)
Service Interruption: 272 mins (L= 63 to H=469)
Momentary Interruption: 27 MPIs within 6 months
Ground Straps: 59 days to remove
Customer Voice:

Information - ETR, ETAs, FPL plans

Safety (Ground straps, lighting)
FPL. accountable/responsible regardless of Tanff 2 5
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Retail Wheeling Activity

[l Retad Wheeling initiated
Retail Wheeling Scheduled

Strong support lor
Retad Wheeling
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Future Regulatory Structure

= Geographic Monopoly: PSC Re-regulated

= Provide retaii delivery of power to end-use customers either
directly or through retail management companies

= Maintain responsibility for Asset Management Planning
(ie..planning maintenance and expansion), emphasis on
maximizing asset utilization and value creation

= Maintain responsibility for network operations to ensure saiety and
reliability

= Competitively bid construction, maintenance and other service
work activities

= Traditional cost-of-service regulation will be replaced with
performance based ratemaking. Service provided in accordance
with established performance standards (ie..meeting customer
requirements in reliability and service quality parameters).

= Rate structure based on cents/kwh or fixed cost per customer
demand
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Regional & National Benchmarks

BEST IN CLASS
BENCHMARK COMPANIES
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QUALITY » AVERAGE SEAVICE UNAVARLARRITY PEA CUSTOMER PER YEAR
COST =DIST Q&AM C PER KWH

= Benchmarking efforts will be directed toward moving the Distribution business unit

= Expand benchmarking efforts to focus on companies with a demonslraled balance

reliability

B High
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inlo the bestin class quadrant

s

- By 1998 Distribution cos! per kwh will be near the best in the benchmark group with a focus an improving ovearall
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- O&M/KWH

Distribution O &M
Cost/kwh
FPL, 1990 - 1996

1990 1991
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Distribution
Total Cost, 1990 - 1996
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b e e Capital
- O8M

1990 1991 1992 1993 1994 1995 1996

Distribution
Total Cost, 1990 - 1996
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Employee Staffing

8,000

6,000

4,000

2,000

FPL Distribution
Number of FTE Employees

0
1990 1992 1994 1996

1991 1993 1995

@ Bargaining B Non-Bargaining
[IThird Party

FPL Distribution

Customers per FTE Employees

1,000

808

800

600 |-

400 |-

200 -

0
1990 1992 1994 1996
1991 1993 1995
Year

CONFIDENTIAL




o

BEHUDD‘.

\ 4

Employee Staffing
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Circuit Miles per Distribution Employee
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Electric Industry Restructuring Proposals
March 25, 1996

Generatlon Transmission Distribution Stranded Market structure | Obligation to serve | DSM and social
Invesiments programs
Californmia’s Final | lncentive w Comtinued Regulauon of 100% recovery Creaton of a spe. | Contimued Contmued
Ordder encourage owncrship of rates, terms and | through a noa- market, Jiredt oblipation W serve | commitment 1
(g 12205 as voluntuy uansmission comdinens s bypassable access through thine who elect 1o DISAL rencwahble
wdificd 1/6%0) divestiiure of SO% | facithues, bt an subjecl W Counpetitive bdatcral contracts say with the fesOurces, ooy,
of fossal fucl lidependent ot bt hon Transition Charge | sna contracts for distribution utility covironmental amd
pCuCIalNg assels System ODperatin using (CTCY Valuatkn | differences Two main rates low incannic
Linplemuntation 1o avord market will be created o | performance W be finished by Continued the vaditional e | programs Creation
Jare L1ms puwer problems vourdinate the based regulation | 2003 and complete | ownershup af {average cost of of a son-bypassable
Must sell alt daily wheduling (BRY Musi collection of the generation, power lmes “public poods
cnerpy of mon- and dispatch of purchase all CIC by 2005 ransmission and consumplion) of a | charge”™ on el
divested plants to generation, and the | enc.,, .o the drstnbution load shilting (houely | sales
the pool delivery ol ool facilities or hall-houtly) rate,
supplics.
New llampshure’s lepal separation of | Transmission IMstribution Intennm strand=d Hybd model The distnbution Iistablishment of a
il 1102 gencration from remains a repulated | companics must | cost revovery for cmphasizing company is stll competitively
T1&D. Generation function. Assets o | sell thewr two years only. bilateral contracts obligated to provide | neutral §132
lmplementation companies are not | be reformed under | pencration and Less than full and pocl or spot universal service million sysiems
date L1M8 allowed o own the NEPOOL. plan. | agpregativa [ recovery of markel purchases. | and provide default | benelil charge W
distribution marketing stranded costs if power W residential | fund public policy
companies, but services by the bundled rates customers and o programs  Faisting
may own cnd of a two cxcodd the regional CA customers for DSM programs will -
markeling scrvices year period aller | average. for a six month be phased out
the inidation of penod alier the within 2 yrs from
compelition onset of the implementation
compelition

pf retail choice

CONTINENTIAL
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I"oower Cholee

| rect access
begins LI1MS

AMassachuselts’

Separation of
gencraion into
separately owned
wiwegulated
companies by
20000 After 747
customers ae
charged spat
market pnces for
hasic service
pencralon
(Gieneratum
company iy
enter into ilateral

[histnbution
compames which
Lwn ansmissie
factlities lcase
them to the 150
The 150 charpes
gencrators or
purchasers for
uansmission amd
ancillary services
Transmission
prcing and lease
compenition will
be regulated by

The Distnbation
Company
provides wires
service o all
customners and
basic service 1o
those without a
supplicr
Incentive
regulabion
Pricing hased on
average
feneration cosl
umes

Reasomable
opportunity (o
fecover
investments, il no
guarantice of 100%
recovery. Inicom
CTC collected
begmmng in "1
Valuation of non
T&D asscis 1o be
done thru sp.nolf
of auction [rom
1M8 w 1200, Ty
2001 the CTC is

fiy 18 all
cuslomers ue liee
i purchase power
from any qualificd
gencralor or
retadler Ml
programs available
w 0% of exch
customer class by
197 Unregulated
company 15 formed
by 18 w perfonn
all retul functions
umder a distinct

contracts, sell to FERC consumplion adjusied W reflect | name Load
the pool and retal vt profiles actual revenues appregation is
electnonly provided 10 froun sale of assets. | permitted
customers amd
suppliers.

Thie Dastrnbutron
Company remains
the provider uf Lasi
resort o all
customers, even
those dropped by
other suppliers [ov
any reason,
including mon
payment Cusiemers
may swilch from
and 10 as they
please

I Vistbwtion ._
:_._._——..F_.__nu neambun
current levels of
et elfective DSM
and renewable
CNCIgy [rORruns
nis provided by
retwl suppliers
[hsinbution raes
shoulid provide
suificient revenucs
Ly comtinuee low

i TMne Progrms

Vermont’'s
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Flonda Power & Light
FPSC Review of Distnbution System

Staff 4th Sct ?r Requests
&
J < o —

Q9 Please describe any underground cable injection efforts at FPL over the period 1992 to date  Identify the
responsible organization, the annual amount of cable injected by type. and the associated costs

When the underground direct buricd primary cable has a failure for the first ume, it 1s repaired. If ut fails a second
time, a decision is made to cither inject or replace the cable This decision is based on the number of splices. [l there
are two or less, it is injected. If there are more than two splices, it is replaced. However, if there is sparc conduit, the
cable is replaced and would not be considered for injection regardless of the number of splices

Attached are copies of the FPL's Distribution Construction Standards 1996 Underground  Cable
Replacement/Injection policy, as well as the 1995/1996 Underground Cable Replacer ent policy

Cable injection is Kandled through the Contract Administravon Department  © ae following table outlines cable
injection at FPL from 1992 to date:
p z ¢

Year Footage Price per foot injected

1992 534,045

1993 380,110

1994 160,730

1995 3,050

1996 554,606

1997 375,638

(able injection was limited in 1995 while a new “flow-thr™ splice was developed and implemented

CONFIDENTIAL
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. URD CABLE REPLACEMENT V=2
A STATEMENT OF F'OL_I?Y_

|

As of May 1989, FPL adopted a cable-in-conduil policy that applies to all URD
feeder, primary lateral, secondary, service eand streetlight cables. [ver the vears,
existing URD facilities at FPL have ranged in design from direct buried ta an all
cable-in-conduit system. Direct buried facihities will 1ail over bLime and wil
ultimately need to be replaced with cable-in-conduit. A procedure for replacement of

all URD facilities is given in TA&D Procedures, Section 7507.17.2.

For direct buried URD cables, an allowed numoer of fadures is given in the chart
below and in sections 2507.1 and 2507.2 of T&D Procedures befare replacement with
all cable-in-conduit is necessary. A plastic teg shall be placed near the ends of spliced

cables to recard the number aof failures. (See LV-12}

| For URD cables already inatalled 1n conduitl or where cables are direcl buried
~ith spare conduit available, cable splicing should never take place following a dig-in
or failure. A new run of cable should always be installed in conduil fram termination

to termination after the conduit has been repaired.

L DIELECTRIC FALURES I

URD CABLE TYPE BEFORE REPLACEMENT |

DIRECT BURIED PRIMARY |
LATERAL WITH SPARE Replace at First Failure

: comNoulT
DIRECT BURIED PRIMARY
LATERAL WITHOUT SPARE Replace al Second Failure
CONDULT

i DIRECT BURIED SECOMNDARY

| JSERVICE LATERAL Replace at Second Failure
DIRECT BURIED FEEDER Replace at Fourth Failure
ALL CABLE IN cCoNDULNT Aeplace at First Failure

Cable pulling paints should only be installed far new construction and should be

FPL designated where necessitated by cable pulling constraints. A buried concrete

pull bux shall be nstalled at these points, Splices should never be (nstalled ta repair a
dig-in of cable failure on a URD cable-in-conduit system unless the splice 13 1n an

existing FPL pull box previously designated a3 8 cable pulling point,

] STANDARDS
FLORIDA POWER & LIGHT COMPANY

|

OH & UG DISTRIBUTION SYSTEM 1

|
snda Power & Light Company E‘ | Eﬁr G e gk R ‘i_‘j e C_ . E -
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INTRODUCTION

An investigation is usually necessary before the Company can take a position of either accepting or

rejecting a customer's claim. It is suggested that a umely investigation be made in order to take

advantage of the factual situation before changes occur as well as preserve evidence that might

otherwise be lost. You can maintain the goodwill of the customer when you investigate promptly

and inform them of the Company’s position, even though you may be denying responsibility for their

damage, so considerable tact and diplomacy must be used when explaining continuity of service and

service irregularities even though every reasonable cffort is made 1o avoid them. (Review the Tanff,

Rules and Regulations to familianze yourself with FPL's responsibility to the customer).

Generally, the goal of conducting the investigation and building the clz/m filz consists of:

Obtaining supporting FPL documents such as CIS printouts, trouble records, crew

time sheets, etc.

Interviewing and documenting conversations with the customer, neighbors, employees, etc.
Use of the personal/phone contact memo is useful to record time, dates, elc.

Going to the scene, if necessary photographing property damaged or the cause of damage.
Making a sketch of the scene and taking measurements, if nceded.

Verifying what was damaged, making notations as to the age, condition, make and model

of the items involved in the claim.

Obtaining original invoices, repair bills and estimates from the customer and verifying the

work and the dollar amounts with the repair facility.




_—

Remember, facts usually lcave a paper wrail, so verify every statement of concluston made.
Occasionally, a good idea to help prevent & fraudulent claim from being made is to send a “"Statemen!
you suspect a claim of this type, the notice In red

oi Claimamt” form to the individual (atached). If

on the form may forewam any idea of fraud.

e terms for a fan resolution

This collection of data, applicd to certain legal elements, should provid

to our customer's concems.
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OUR ROLE AS AN INVESTIGATOR

An investigator is a finder of facts; what really happened vs. what someone thinks happened.
Below are four basic terms that, if leamed, will provide a clear and orgamized thought pattem to help
you handle an investigation involving propenty damage.
® 3 POINT LIABILITY RULE
e NEGLIGENCE (DEFINED) (4 ELEMENTS)
e PROXIMATE CAUSE
® MITIGATED DAMAGES
Basically, any liability (defined as justly or legally responsible for a financial obligation or debt)
involving a claim against a particular party can be determined by using the 3 Point Liability Rule.
The rule consists of 3 questions:
1. Was (FPL) negligent?
2. Was (the customer) negligent?
3. Was (the customer's) damage proximately caused by (FPL's) negligence?
Negligence is a subject about which many books have been wntten. Generally, 1t 1s a form of wrong
conduct. If one were to prove negligence, certain “elements”™ must be shown. These 4 elements are:
1. (FPL) owed a duty to the (customer).
(An example would be our Tanff: Rules & Regulations, etc.)
2 (FPL) violated that duty (did something wrong)
3. There was a causal connection between the negligent conduct and the resulting harm or
damage.
4, There was an actual loss or damage.
Proximate Cause (in terms of property) is defined as “the hazard to which a loss can be directly

attnbuted such as wind, fire, lightning, car, person. clc.

6
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COURSE OF ACTION:

On cases involving customers who wish to be beyond the representative.

L. Refer to Lead Person.

2. Assistant Supervisor,

3. Statewide Supervisor,
On cases that customers may demand immediate attention, provide the following number:

305 - 552-3552

Follow this type of action with a "CC:Mail" note to the Assistant Supervisor and a copy to the
Statewide Supervisor.
Under no circumstances give out any phone number other than tt . one provided for these type

of calls.




PUBLIC PROPERTY DAMAGE
ACCIDENT CODES AND EXAMPLES
REV. /197
ACC SUB
DEC
00  UNDER INVESTIGATION
10 B For use on pending claims, where you are not certain of the accident type.
Change to appropnate accident type when investigation has been completed.
01  CUT-IN-ERROR
10 ® cul wrong customer,
11 ® cut account which should not have been cut. I
02  DELAYED RECO/CM
10 ® took too long to reconnect customer.
11 L took too long to connect meter.
03  IMPROPER CONNECTION
10 L] improper voltage when connected.
11 L] connected hot leg to neutral,
12 L connected to wrong equipment or power facilities.
13 L] connected high leg to hotleg or neutral.
14 ® improper phase rotation,
15 ® Improper service connections.
16 L improper transformer conn~ctions,

CLAIMS TRACKING SYSTEM (CTS)




04 EMPLOYEE DAMAGED PROPERTY
B Non-electrical damages caused by FPL employee. The type of damage

usually
does not fit into any other category. (NOT FOR VEHRICLE DAMAGE)
10 ® animals
11 L driveway/patio slab
12 ° fence/gates
13 B landscaping - bushes/shrubs/flowers
14 o mailbox
15 ® meter can
16 o roof/gutters

17 ® ruts/lawn

18 ® septic tank

19 ® sprinkler

20 ® trees

21 ° vehicles (non-moving damage only)
22 ® window/doors

99 ° miscellaneous

10




05 INSID -C ME VISED
10 & damages allegedly caused by FPL, however, 1t was determined that “inside
trouble™
was the cause.
- customer breaker failed.
- customer fuses failed.
- customer wiring failed.

- customer equipment failed. (no cause found)

11 L] customer advised incorrectly by Distnbution
12 L] customer advised incorrectly by Customer § ~vice
06 - Y y G

10 L] telephone/fiber cable cut
11 e water line cut
12 ® sewer line cut

13 ® CATYV cable cut

14 ® gas line cut
15 ® sprinkler system cut
07 DIG- DER N ION RE T DE BY FPLCOMPANY

10 ° telephone/fiber cable cut
11 L waler line cut

12 ® sewer line cut

13 ® CATYV cable cut

14 L gas line cut

15 ° sprinkler system cut
11




08

10

DERG 10N

pot given by the requested utility, developer. homeowner, etc.

marked incorrectly by the requested u' lity, developer, homeowner, etc

®
10 ° telephone/fiber cable cut
11 e water line cut
12 ® sewer line cut
13 © CATYV cable cut
14 @ gas line cut
15 ® sprinkler system cut
DIG- ATION
]
10 L telephone/fiber cable cut
11 L] waler line cut
12 e sewer line cut
13 L) CATV cable cut
14 e gas line cut
15 ° sprinkler system cut
OPEN NEUTRAL
10 ° neutral connector failed at weather head
11 e neutral open or broken on service drop
12 ® neutral open on secondary
13 * neutral open on transformer connector
14 ] neutral open inside meter can

12

Muluple Calls
Decay/Age
Salt Spray

Loose Connection




11 WIRE DOWN

10 © wire scraped surface of car
11 L energized wire downed on building or other facility
12 ® any damage done by a downed wire
13 ® crew dropped line
.99 e miscellaneous
12 TREE IN WIRES
10 L service drop opened
11 L primary grounded
12 ° primary / secondary cross-phased
13 L hot leg to neutral, due to tree weanng off insulation

13 ACTS OF NATURE

10 L birds, squirrels, other animals
11 L] natural causes beyond FPL control
12 L] extreme weather related causes
- humcane
- high winds
- lightning
- tornado
- heavy rains
- tropical storm
29 L miscellaneous
14 SINGLE PHASING (FOR 3 PHASE EQUIPMENT ONLY)
10 ° loss of one or more phases resulting in motor damage

13




15

16

17

18

19

20

21

SERVICE CONTINUITY

10 L] complete power failure A Muluple Calls

11 ® partial power failure B Decay/Age

12 L] feeder interruption (unplanned) C Salt Spray

13 ® cable failure D Loose Connection
NSF F

10 L] damage was due to transformer failure

REGULATOR FAILURE

10 @ damage was due to regulator failure at substation

FEEDER RELAYS

10 ® damage was duc to feeder relays

CONTRACTOR

10 © damage was due 1o work done by FPL cont. sctor
(refer to contract administrator)

20 @ damage was due to work done by Non-FPL individual

OTHER - SEE COMMENTS
10 ° any miscellancous accident types not covered by histed codes

(explain in detail)
11 ™ lightning arrestor (blue bottom)

TRAN

10 @ type of instrument installed for Load Management

14




22 ROTTENPOLE

10 L] damage due to rotien pole falling

23 HOTLEG
10 © trouble ticket may indicate damage caused by hot leg
11 ° damage was due to hot leg out

15




9250 W. FLAGLER ST. (ZIP 33174)
P.O. BOX 029100

MIAMI, FL 33102-8100
FAX: 305/552-3865 PHONE# - CELL PHONE BEEPER#®

MANAGER: ADAMS, R. F. (RAY) A

AGENTS: JACOB, J. F. (JOHN) B
OLYMPIO, R. G. (RICK) .,
PASCARELLA, M.C. (MARK) b

WATKINS, G. A (GLENN) 7

CLAIMS NORTH - NCLIJB
700 UNIVERSE BLVD.

P.0. BOX 14000 s
JUNO BEACH, FL 33408-0420 _
FAX: 561/691-7202 ° ; PHONE#  CELL PHONE BEEPER#

MANAGER: SWEENEY, G. L. (GEORGE)T]
AGENTS: McCARTNEY, D. C. (DAVE) 4
SILVESTRI, A (ANGELO) 4

CLAIMS - DAYTONA (NORTH) - NCLICSN

425 WILLIAMSON BLVD. (ZIP 32114)
P.O. BOX 2851

DAYTONA BEACH, FL 32120-2851
FAX: 004/254-2367 PHONE # CELL PHONE BEEPER#

AGENT: s, e 600 1 | U

CLAIMS - SARASOTA { SOUTH) - SCLUAOW

100 ELECTRIC BLVD.

P.O. BOX 1118

SARASOTA, FL 34230-1119
FAX: 941/379-7514 | __PHONE# CELL PHONE BEEPER®

AGENT: DUFFY, W. M. (WALLY) J “

™

FN: KADSBNCLAIMS\CONT_LAW XLS &
DATED: 6/1/97 -gw,.,f- /|- /0

17
P.-"?ri;'r‘




RELEASES

GENERAL RELEASE

A release involving property damage is a legal document executed by (or on behalf of) a person

claiming property damage stating that in consideration of a specified number of dollars, the claimant

agrees to accept that amount of money in full sausfaction of any claims he might have now or in the
future and to bring no further action for recovery in connection with that particular claim.

CORPORATE RELEASE

A corporation, which distinguishes itself from other forms of business enterpnise, 1s considered by

the law to be a scparate legal entity, a separate “person”. Hence, a Corporate Release is required for

all corporations that hold legal ownership to the property damaged by FPL regardless of the dollar
amount.

Example: Following a thorough investigation. FPL accepts responsibility for damage to a
grinding machine damaged by high voltage. The Claimant paid $325.00 10 repar the
equipment. What to do?

Upon receipt, review the bill always to see if 1) the bill is reasonable, and 2) that the
bill represents only the repair/replacement of what was damaged.

Note: When damage occurs and liability is determined, the responsibility 1s 1o bnng
the claimant's property back to its onginal condition - pot to make it better than it was
originally. This is known as betterment.

Betterment is not allowable in adjusting claims. That 1s one reason depreciation

guidelines were established for the insurance industry.

18




NO RELEASE OF ANY TYPE IS LEGALLY SOUND UNLESS THERE IS
CONSIDERATION (MONEY PASSING HANDS) (NUDUM PACTUM (Latin) NAKED
PROMISE UNLESS BACKED BY CONSIDERATION).

Example: The claimant calls you and states he will not sign the release uniess the check is in his
hand. What to do? Explain to the claimant that upon receipt of the release, a check.
properly filled out, will be mailed.

NEVER mail a check without a signed release in your hand.

NON-CORPORATE RELEASES

Any business other than a corporation falls under this category. Any claim exceeding $1000.00

requires a written release from the claimant. For example, a sole propuetorship, a general parinership

or limited partnership. This will also include businesses under ictitious names.

It is important when obtaining a relcase to establish the truc owner of the property damaged,

otherwise your release may become a useless transaction.

All checks for non-corporate type claims are stamped on the back of each check by the voucher pnor

to delivery to the individual.

19




oei' PO Box 2851, Daylona Beach, FL 12120-2851

April 15, 1997
Dear Sir:
Enclosed is a Release for $ for damrages which occurred at

, FL. Please sign on the line indicatec¢ print your name and title and

have your signature witnessed by two people. As soon as \/a recaive the signed release
we will forward your check. Enclosed is a self-addressed stamped envelope for your
convenience. Thank you for your cooperation.

Sincerely,

T.A. McKeown
Claims Representative-North Area

TAM/cw

Enclosure

20




Release and Compromise of All Claims

Date:

FPL CLM#

In consideration of ($ . ) paid by FLORIDA POWER
& LIGHT COMPANY receipt of which is hereby acknowledge: as the only consideration
for this release, ht eby releases and forever
discharges the said FLORIDA POWER & LIGHT COMPANY froin any and all claims. rights
and demands which said _, ever had or may have in
connection with any and all damages and liabilities resulting from or which in the future
may arise out of an accident or injury which happened at LFL
on .

HAVE READ AND FULLY UNDERSTAND THIS RELEASE.

WITNESSES;

Title:

FEDERAL TAX |D# OR 5/S#

21




PROPERTY DAMAGE RELEASE

Know Al Men By These Presents:

That the Undermgned, being of lawful age, for sole conmderztion
af Dallars (3 )
to be paud o '
wmmmhmmm.m.m..mmmm.mtmrmm

mdhil.h-'.thdr.whnﬂ.tuhﬂuin.rﬂmdmﬁﬁu.qmmupluymudnﬂmm“-mhmp-nam.
ﬁrmmmmﬁmsnrmwdud&mmndﬂm.Mumdmm_w,m.m.
Mﬂmmmuﬂmm.'ﬁmw“hdhﬂmeymm
mmdeWWMMdmnﬂmmmm.mmmMmmﬂ
the consequences thersof resulting or to result from the cocurrence on or about the
day of , 18 , at or nsar

hilund:ﬁhﬂdmdaﬂﬂdthltttbmhih-mmdadnuhmﬂ-nddi.pmd:lum_udm;m-p-rnut
Mhmhhmﬁﬁdumaﬂdﬂdﬂndhﬁhﬂmtb-pndmapwwwﬁuwmmmm“ﬂ
releasess deny liability therefor and intend maerely to svoid litigation and buy their psace.

The undersigned further declare(s) and represent(s) that no promuse, inducemer or sgresment not herein expressed s
been made to the undersigned, and that this Release contmns the entire agreement stween the parties hereto, and that the
terms of this Ralease are contractusal and not a mere recital.

THE UNDERSIGNED HAS READ THE FOREGOING RELEASE AND FULLY UNDERSTANDS IT.

Signed, sealed and dalivered this day of , 19

CAUTION: READ BEFORE SIGNING BELOW

15
Witness
LS
Witness
LS
Witness
STATE OF FLORIDA )
) s&:
COUNTY OF )
The foreguing instrument was acknowledged before me thi. day of .19
by , [ Jwho is personally known to me gr [ Jwho has produced

(type of identifbcation) as identification and who [ Jdid | Idid not take an cath

MNotary Public rorm 843 (Mon-Baocasd) Fev 493

22
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PO, Box 2851, Daylona Beacn, FL. 32120-2851

May 5, 1897

CASE#
IF FPL IS FOUND TO BE LIABLE FOR YOUR DAMAGE, FOLLOW THE REQUESTED CRITERIA

FOR TIMELY PROCESSING OF YOUR REQUEST. COMPLETE THE ATTACHED "STATEMENT

OF CLAIM™ AND RETURN IN THE ENCLOSED SELF-ADDRESSED ENVELOFPE.

A).

B).

C).

ANY ITEMS THAT ARE REPAIRABLE WILL BE COVERED WHEN PROPER
DOCUMENTATION IS PROVIDED, INVOICES SIGNED AND DAT=D SHOWING
ALL MATERIAL USED FOR REPAIRS.

ANY ITEMS THAT HAVE BEEN DETERMINED NON-REPAIRABLE AND
ATTESTED TO BY A RECOGNIZED REPAIR SERVICE AND PROPER
DOCUMENTATION PROVIDED. REPLACEMENT COST WILL BE MADE BASED
ON DEPRECIATION OF THE NON-REPAIRABLE ITEM.

ALL ITEMS DEEMED BEYOND REPAIR AND REPLACEMENT BECOMES THE
PROPERTY OF FPL AT TIME SETTLEMENT IS MADE.

ANY PERSON WHO KNOWINGLY AND WITH INTENT TO INJURE, DEFRAUD OR DECEIVE ANY

INSURANCE COMPANY FILES A STATEMENT OF CLAIM CONTAINING ANY FALSE, INCOMPLETE OR

MISLEADING INFORMATION IS GUILTY OF A FELONY OF THE THIRD DEGREE FLORIDA STATUTE

817.234.

SIGNATURE

SOCIAL SECURITY#TAX ID#

FN:KADSBMCLAIMS\PUBCLS TMWPD

23




STATEMENT OF CLAIMANT

OWNER OF PROPERTY: ) )
! DI/A:

ADDRESS: | aant
;

WORK# HOME# T

SS#
PLACE OF INCIDENT:
DATE AND TIME OF OCCURRENCE:
‘SCRIBE DAMAGE FOR WHICH CLAIM IS BEING MADE:
DESCRIPTION OF DAMAGED EQUIPMENT, IF ANY:
MAKE: SERIAL#® MODEL# TYPE: AGE/COST:

4.

5.

HOW DID INCIDENT HAPPEN? (GIVE FULL ACCOUNT)

NAME OF HOMEOWNERS INSURANCE COMPANY:
DDRESS: POLICY#

PH#

AMOUNT FOR WHICH CLAIM IS BEING MADE:

ATTACH ALL REPAIR ESTIMATES AND/OR OTHER
PROOF OF LOSS FOR THE ABOVE.

SIGNATURE
DATE

24

ANY PERSON WHO KNOWINGLY AND WITH INTENT TO
INJURE, DEFRAUD OR DECEIVE ANY INSURANCE
COMPANY FILES A STATEMENT OF CLAIM
CONTAINING ANY FALSE, INCOMPLETE OR
MISLEADING INFORMATION IS GUILTY OF A FELONY
OF THE THIRD DEGREE.

FLORIDA STATUTE 817.204

FN K ADSBNCLADMSVCLAIMANT WFD
Revised /1597




NOTE: OPEN NEUTRAL CONDITIONS WILL NOT DAMAGE 240
VOLT APPLIANCES SUCH AS WATER HEATERS, RANGES OR AIR
CONDITIONING COMPRESSORS. IT MIGHT DAMAGE 120 VOLT

LIGHTS, TIMERS, ETC. ON A 240 VOLT CIRCUIT.

25




CUTIN

A cut in error is usually just that . . .

Assumptions, however, can grow from one wrong piece of information, It is imperative to venfy

every statement or allegation. As stated in the introduction, “facts usually leave a paper trail” to

verify the happening. If not, it should raise suspicions in the investigator.

Review these important points:

Did FPL follow collection procedures - was the customer cut in error?
Did collector cut proper meter number? (Possibly crossed meters.)
Did customer follow extension or agreement?

Was collector at correct address?

Was customer reconnected in a umely manner? How lony was customer of Hours_____
Did customer take any steps to protect his food or property? (Mitigating Damages)

Obtain oniginal receipts if applicable - meals, hotels, etc.

Requesting a list of food spoiled from the customer is not a wisc choice. Typically the dollar
amount requested will increase - negotiate and use good common sense. Some of the food
quantity supposedly spoiled wouldn't fit in 3 refrigerators, lct alone one! Field check these.
All FPL associated customer/troutle records should be part of the file.

Refrigerator damage due to spoiled food is rare. Any refrigerator turned off will smell. Be

careful!

26




TRANSFORMER FAILURE

Transformer failure can be caused by many reasons. Typically, the TCMS screen does not show why

it failed. It is necessary, therefore, to contact the troubleman and or repair foreman to obtain the

reasons if known. If no known reason exists, review these comments:

A failed transformer does not necessanly cause high or damaging voltage.

If necessary, notify the service center to “hold or tag” the transformer so that 1t can be
examined by the Transformer Repair Facility in Miami.

Review continuity of service (Tanff, etc.).

Use the 3 Point Liability Rule as a guide.

Was a contractor performing work?

27




PROPE N

Occasionally, an improper connection 1s made dunng repair or construction efforts causing an
irregular condition that may damage customer factlities.

@ Follow the 3 Point Liability Rule.

o Determine who made the error. (Contractor, ctc.)
[ Remember, negligence does not necessarily mean that liability exists.
Example: FPL becomes negligent after improperly connecting a service being replaced due to

age causing damage to a condominium'’s 3 phase elevator motor.
3 Point Liability Rule:

® Was FPL negligent? Yes.

° Was the customer negligent? Under the National Ele. nc Code 620-53., Elecine Elevators;
*..the customer shall be protected against improper phase rotation, over current, and single
phasing condition for three phase motors...” Now, did the customer provide this protection
equipment? If so, did it work properly? If not, then FPL. although providing an improper
connection, would not be responsible under 2.5, Continuity of Service and Point #3 of the

3 Point Liability Rule.

28
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DIG - INS

Dig-ins. defined as damage to underground equipment and property not owned by FPL, are classified

into three categories in the Public Property Damage Claims Tracking System. They are:

1. Dig-in - No Locations Requested.

2. Dig-in - Incorrect Locations.

3. Dig-in - Locations Not Given.

By far. the category "No Locations Requested” is the largest in terms of claims paid. Nevertheless,

following the standard 3 Point Liability Rule is still required, To assist in asking the nght questions,

a compilation of some arc lListed:

® Was FPL at location of damage on day and time of damage”

& Did FPL request locations before digging?

° Was FPL given the locations requested?

® Were the locations accurate?

® Did FPL follow thelocationss given?

® Was FPL the only company digging at this scene?

o Was the damaged propenrty originally installed at the proper depth?

L] Are the repairs reasonable and justified? Request a breakdown of charges: labor hours, rate
of labor, matenal used.

In many cases, a Property Damage Report (PDR) will come directly from the service center. Because

it does, this is not necessarily admitting negligence, it may mean the crew wanted to report the cut

line. Also, many companies will never bill FPL for damages. Don't drum up business by contacung

companies. Let them do their investigation and bill the proper party if they choose [0 pursuc a claim.
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L.OSS OF BUSINESS CLAIMS

Typically, when a business is “shut down™ because of a failure 1in continuity of service or some
wrongful act by Florida Power & Light Company. a claim might be submitted for loss of business.
After a complete investigation of the cause, you should consider:

IF NEGLIGENT, FPL WOULD ONLY OWE THE LOST PROFIT, NOT THE BUSINESS

EXPENSE.
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NTRA RC INVOLVING PROP AMAG

Flonda Power & Light Company, from time to time, contracts work out to others. The agreement
between FPL and the contractor 1s known as an [ndemnity Agreement.

FPL contracts with independent contractors only. That s, subcontractors are not used. The difference

is in the control or involvement that the hiring company (FPL) is not vicariously liable for the torts
{wrong doings) of the independent contractor.

Under an indemnity agreement with FPL, an independent contractor promises to “protect, defend and
hold free and harmless...." FPL from any liabilitics whatsoever.

Any damage done by contractor (o a customer’s property is to be handled between the contractor and
the customer. The Contract Admin Inspector would only become in® olved if the customer 15
completely dissatisfied with the repairs done by the contractor.

The contractor’s purchase order specifications states:

The property owner will be notified the same day of property damage. Contractor will provide to the
customer, in a letter form, the name and phone number of the contractor's representative who will
handle the claim.

Any damages to public or private property caused by contract crews must be repaired immediately
and at contractor's expense. If within seven (7) working days (including the day of notification)
repairs have not been made to owner's satisfaction, FPL reserves the right to repair or have repaired

all damages and deduct any costs, including but not limited to administrative costs.
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The enclosed matrices include
Service Unavailability (SAIDI)
Frequency (SAIFI)
Duration (CAIDI)

All figures are 12 month ending by month
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Florida INTEROFFICE connesponﬁﬁé&rML
Power 0 n MT3B_ 280-2480

CORPORATION OFFICE TELEPHONE

suBJECT: Questions # 26, #27 & #28 FPSC Selective Management Review

10 Commission Review Committee DATE: May 1, 1997

Attached, please find copies of blank customer satisfaction surveys performed by the Company
over the last five years and the annual results of these surveys as they pertain to Distnbution. Also.
included in these documents are our instructions and procedures for the administration of these
surveys. These documents are proprietary research conducted solely for Flor da Power Corporation

and are stamped in red as “Confidential™.

Enclosed, please find a completed and signed confidentiality form.
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(ttemn Qescrption Contied On Gack)
TO: AUDIT MANAGER Viewon,
THE REQUESTED RECORD OR DOCUMENTATION:

i [ HAS BEEN PROVIDED TOOAY

@ [J CANNOT BE PROVIDED BY THE REQUESTED CATE BUT WiLL BE MADE AVAILABLE BY
@ & anow My 0PmION, mm%nmmﬁr AND COMFDENTIAL BUSINESS INFORMATION AS DEFINED IN 384.18),
386,093, OR 87.150. F.6. TOMAINTA COMFIDENTIAL HANOLING OF THIS MATERIAL, THE UTILITY OR OTHER PERBON MUST,
WITHN 21 DAYS AFTER THE AUOIT EXIT CONFERENCE. FILE A REQUEST FOR COMFIOENTIAL CLASSFICATION WITH THE OMISION 0
RECOADS ANO REPORTING. REFER TO RULE 25-22.008, FAL.

(7T ‘L'.'.] THE ITEM WiLL NOT BE PROVIDED. (SEE ATTACHED MEMORANDUM

il £ U2 Y = Diceckor Dist. Eng.and Tedh.

(Geaatung ang TITLE or RESPOMCENT)

OATE:
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Distnbution: Original: Utidty (for completion and retum te Auditer)
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CONFIDENTIAL

Commercial & Industnal Customer OpinIOnSurvéy 1
- fowth Quarter;, 1992

METHOROLOGY

The Commercial and Industrial Customer Opinion Survey is based on 354 telephone
interviews with small and medium energy users and 152 in-person interviews with large energy
users, among a cross-section of businesses in FPC's service territory. The total number of
interviews completed in each division is:

REICHMAN-KARTEN-SWORD, INC.




Large Small /Madlum
& Eecey Users ~  Enerey Users

132 134
South Suncoast L9 101
North Suncoast 32 101
Central - 1z
Northern - 6
Ridge . 6
Mid-Florida Ly 53
Eastern 25 58
Headquartsrs = 2 7

" Ouctsida FPC's sarvice territory

Smﬂl:ndmedhmdmdmminduduhouwhnm 100 - 350 kW per year and
h::ecunnmmmmk\‘fmdmﬂpcryw. A:agmenlr.lc.whmmmpzﬁn;uw
responses of the large customers 10 the responses of the small/medit ra customers, a difference
of 9.4 points is considered statistically significant. The telephone surveys averaged 19 minutes
in length; in-person interviewing lasted an average of 43 minutes. Telephone interviewing
mnu.lOcu:bu9|.ndudde=mbﬂl. 1992. In-person interviewing began October 5 and

was completed on November 3, 1992.
mrveywmmtalmuhumm:nnwndn;

the study. FPC was ideatified as the sponsor. Quanimnﬂmforbolhuleptmemdpumnd
ion with the FPC project team. People

terviewed for this survey.

HEICHMAN-KAHTEH-SWDHD, INC.
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ELLCIUNAN - KARTEN-SHORD . TNC. =3= CARD 1 1306
sc. (ILAND RESPONDINT CARD “A") I wvill read a llst of attributes of the service
tpat ars provided by suppliers of anergy. For each one pleass tall me hov
t it is vhen ygy assess the quality of sarvica Florids Pover provides to
The first one is (READ FIRET ITEM ON LIST) =——is this very important,
somevhat {mportant, not'toc Lmportant or not at all important whan you assess the
quallty of servics Florida Power providas to youl? (RECORD BELOW —CONTINUE)

111;. next ona is (READ NEXT ITEM ON LIST] — is this very lsportant, somevhat
|sportant, not too important or Aot at all lsportant when you assaess the quality
of service provided to you by rlorida Power? (RICORD BELOW — CONTINUE ASKING

FOR EACH ITIM ON LIST =-— REPEATING AMSWEIR CATECORIES EACH TIME)

-

=1

Base Lﬂhg( (o'.'..'.) —

=

(| sarvica aftar outages 52_ |

| Vary Somawhat Kot Too Mot At All Surs
Jmperctant Imgporftant Important Imgortant  fyel.l

|

1. Keeping the numbar of i

outagas motloonna-mﬂiﬁl sf"-l — | [}!-!
2. uick restoration of

-2 -3 - 4 | -1

OCCUr s ssnssnsnarnannas
' *

' TAKE BACK CARD ®A"
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- CARD 1 1306

’_EIFIFJH-HW-!W"D INC

Pirse, mmmmmemmlwtm
ﬂniﬂ- Powar gt this Jlogation = ars you very satisfied, fairly ntul.':l.
too satisfied, or mot ot all satisfied? Tpral(Sok) sm/med (259) " targe (12a)

M “u“...'.-..
Fairly satisfled....ccovse
ot too satisfied.........
Mot at all satisfied......
m lﬂ'. m-l.----""--




BEICHNANCKARTEN- SWORD . INC ln 2ETL 1204

7. On average, hov often do pover quality problems occur at this location — .
dally, veskly, monthly, a few timas o Year, once a year or less oftsn?

weaxly. DI MR Bus lage (162)

mmr'ivlciltllillcnttlI
A fevw times a year.......
Oncs a year..............
Lasp OLfCBN e cnnnnnnnna,,
It varies (Vol.).........
Mot sure (Vol.)..........

Raini

7c. And cospared to a fav YSArs ago, are tiase pover ality problems occurry
Bors often nov, lass oftan now or about ag = 5 o

nov as they did in the ?

%m [-Y-TA ¥ ;mfmmfpu} lﬂ"{c(n'h}
Moras often now........ A4y “(asx 70y qy Sy
I.AI-I- .ft.lh MU--.-..--.... — {‘II’ TO T'-’ of 1 j"f
About as oftan now........ =l (SXIP TO 7a) w2l o
.ﬂt ““ [Tol-}”......... ot f‘n, '.I'D 7., S’ 12—

4. ur-muumwnu—mmnm SIRIES SKIP TO 7e) In your

opinion, are thase Povar quality problems bappaning mors often now becauss your
equipsent in your presises is more sensitive, or bacauss electric sarvice has

datariorated or for both ressens? Base lurnc ﬂ/ub-'ﬁn;

pmant mors sans 2 %
ﬁm-:mrictlmin ":t.l.v-. ’ foutnm;, M C

‘.m‘“‘“-------«-:—.-;.---ﬁ af.‘rl"fl (l'l)

.'.'I.I.P..'il[ll'l“ll'bl!

m sure thlal.---no.n--o-p---__g

7e. (ASK EVIRYONE IN THIS SERIES) How much impact do thess pover quality

problans bave on your erganization = a major impact, & minor impact, or no
impact? ‘mmf(m) sm|med(3ie) M*J;f';:‘:.}
b1/ 74
i s« = e R BT 33
Mo m-'ql.--.quo4 — (SXIP TO Ba) 5 =
It varies m-’nnotv-ﬁ (EXIFP TO 8a) 'o ?
Mot sure (Vele)eoeousa 2 =8 (8XIP 7O 8a) - [

L. rzr'wnu-mmnnu-nn—mmmmnua Mow would
you charactarize your arganization® w&ﬂu with regard to theses povar guality
problems -——would you charactarise &8 & very sarious probles that you must
solve quickly, is it a fairly sarious problem that You nesd to work on, er ls it

& nagging annoyance £, So8eday vill find a i:‘l.uum_é“f o Smmed(ns) ('.a;y{.'.'.».':’-

v‘?‘lm‘mﬂlrli:i?f..l-#lr!l-lu.-lidvméf_:{—u TGK- qox
Fairly sarious probles that we need 14 28
“m* “-o---.a.-mli-iﬁ-.o--.--..-.1... 'H"_z 1.‘4
Na annoyance t W
gizlv“'.nt---adclo---"l?.c..nqld-voi--.--oi’l .."5
Other (SPECITY) (Vol.)
TR 2 -i I G
It '“L“ ‘m-j‘lllil-III'Ill-'Il.‘.--.liliit-l l — ‘ ‘
"“t BUure m‘]i"..l-!"..lll'...'l.!.I.l!'-.!.ﬁ ] f

7g. Have you tried to contact Florida Powver for is wvith powar quallity ”
probleas? Bay NJ‘” N MingY i pa ot 73.‘;!%:33) .;mfmrd('l‘f.':J harf(-'&-z)

'“-..---------cot--o- H - (EXIP TO Ti} O ‘f ,an.
.'o-l-b--..a----clitnnit-u.- - {m Th} “ 33_
BOT BULSecccvrvnsssancnns, =) (SKIP TO 71) i o




REICUMAN-XARTEZN-SHORD, INC. =8= SakL S
7h. (IF “NO® IN 7 — ALL OTHIRS SKIP TO 71) Wny haven't you contacted Florids
Pover about power quality problems? (PROBE FOR SPECIFICS) Any other rsason
(wu) == Did no - haie wntace witta F s
aven + 'ft.'ﬂHL‘,- had any (seriovs) problenmcc with thia 25/

These piobicmy are infrequent [of Short liiatie., L3,

We Jusk azsSume *cre s mﬁm}q_g muen 'fhf.“f can v
ALout [ jewy

The
Y CG-'::;?C'I" ws 'ﬁr;f—/ deal wi. Lol re ;Jt'fﬁf'l'-'“n
ha v“C a Chanece 1o call hcm 9 1 1 I S—
' N1 N

W

7i. (ASK IVERYONE IN SERIES) And hov effective do you think Florida Pover is

in trying to reducs or minimize thess pover guality problems — wvary affsctiva,

Somavbat effective,. m:‘ ﬂt?n. oﬂ'-ut.t:a_nr not 'ﬁg’;«f‘? “';m,imrd_(z‘?{) large 5;35:_)
Very effectiVe.......0neeee g“*ﬂ" 3_;_',2‘3

Somsvhat effective.......0c00..
Not too effective...corneensss. 3 /@
Not at all effective........... [~
NOt sure (Vol.)e.sses ... e = =
8a. (ASK EVINYONE) Mow satisfied are you with ths ayailability of your alectric
pover at this location over the past year; that is, the job rlorida Powar doss
ey e e ot sutavee Jastine M eaciaried?.
very satisf , fa Ba not too (14 not at i .1 satis
Y ' RS e U (T tane [ 132)
v‘l‘r lltilf.l.ﬂ---.“..-. ﬂ"’ -,.'."- r“r'f'
Fairly satisfied........... = 17 3L
Not too satisfled.......... = & -
Hﬂt- ‘t m "tu‘i“ ----- '-ﬁ 1' r
Not sure ‘m-] ------------ — 1 [

8b. During the past 11 months, did your anization experiencs any slectric
sarvics intarruptions lasting lenger m.‘%;:;(tmm, or not? w,mw{z,;) Larngs (138)

o .

Exparisncad....... f J{m 30) sS4/ 72

Did not experience.... =2 (SKIP TO 9a) e 4

Not surs (Vol.)eeeeuss =1 (SXIF TO 9a) A Lo
hov many

Sc. (Ir "IXPERIENCTD® IN &b — ALL OTHERS SKIP TO %a) On average
Slectric servics intarruptions of 5 minutas or longer occurced

n , :
within the past 13 mmi;:“;‘:_n:_n_n m;cﬂcrd SR P ,,,,.,-_,.-,-.;,am.-s
Mean 5.2

(73-75]

Mot sure (Vol.)...cveass LI =1

u.amnauwmrndmu-mmumum;umww-

past 12 months =— was it major impact, """"'—,-,,"'T.’ﬁzgﬁ " mm(,n) larse (1'0)
ispact = 68. @l

--------

1<l

.'.mt ---------- LA N N NN
It varias (Vol.).cess

3L

I

o
Mot sure {vﬂlil"ll--'!i I




W — ——y o

Total (So6)

BEICUMAN-KARTIH-SHORD, INC =16- CARD 2 1206

13a. (HAND RESPONDENT CARD "E") Now, as & way of sumsarizing your opinions about
Florids Power, I will read the same list of items we disctussed sarller. Por
each one, plesase ratas tha 'jub you think Floridas Power does. Tha first one is
(READ FIRST ITEM ON LIST) — hov would you rata tha job Floridas Power is doing —
excallant, pratty good, not 80 good or poor? (RECORD BELOW == CONTINUEL)

The next one ls (READ WEXT ITEM ON LIST) = IS Florida Power doing an excallent,
Pratty good, not so good or poor job? (RECORD BELOW -- CONTINUE POR EACH ITDM
REPEATING ALL ANSWER CATEGORIES) ,

55-1 Mot

mimed (zs5y) Pratty Not so Sure
Ll rge (752) - .I:G.l.l;}.:n: ..Einjaﬂ_.. _ﬁ:l:;:?ﬂ.. as Ll
1. Kssping the nuaber ﬂ!j?" :;_ i " ér i
outages dowvn....... = - 17 - - | =5
2. qulc:.g-ltnrltinn of 'ﬁﬁli-;j-l -37-1 -;%-*1 s ; /
rarvics after outages?M UZ o4 $ 2 -
| . T | -t =9

L 5 = Sil.=3

TAKE BACK CARD "gv




Research Based Stategic Marketing Analysis

1993 Commarcial and Industrial Opinion Survey Results

CONFIDENTIAL

Mathodology

Interviewing for all five studies was conducted from October through December,
1993. For Florida Power Caorporation (FPC), interviewing began October 4 and ended
November 12, 1993. A total of 486 FPC commaercial and Industrial customers ware
interviewed. The FPC survey was an update of a sim'sr study conducted in
November 1992. In the present survey, 127 large customer. were surveyed through
an in-parson interview, and 253 medium and 106 small cusiomers were interviewed
during @ 20-minute telephone interview. The sample was provided by FPC, and the
questionnaire was jointly updated by FPC and Reichman-Karten-Sword, Inc. (RKS),
who conducted the survey. FPC was identified as the sponsor of the research.

17




1933 Commercial and Industrial Wants, Needs and Expectations Survey Results

Methodology

Interviewing was conducted from October 25 through December 13, 1993. In total,
496 commercial and industrial customers waere interviewed: 141 Large customers
were surveyed through an in-person interview, and 253 Mediu 1 and 102 Small
customers were interviewad during 8 20-minute telephone interviev. The sample was
provided by FPC, and the questionnaire was jointly developed by FPC and Reichman-
Karten-Sword, Inc. (RKS), who conducted the survey. FPC was .dentified as the

sponsor of the research.

Competitive Marketing 1
%




1)

2)

3)

How would ycu assess the quality of the electric power
you receive from your electric company at this location -
- that is, the lack of chronic voltage problems and brief
ocutages of less than 1 minute -- are you very satisfied,
somewhat satisfied, somewhat dissatisfied, or very

dissatisfied?

FpC
Very satisfied £4%
Somawhat sat. 32
Somewhat dissat. b |
Very dissatisfied 2
Not sure 1

How satisfiled are you with the rellability of your
electric power at this lcocation over the past year; that
is, the job your electric company does in keeping dcwn
the number of outages lasting longer than 5 minutes --
are you very satisfied, somewhat satisfied, somewhat

dissatisfied, or very dissatisfied?

EBC
Very satisfied 65%
Somawliat sat. 28
Somawhat dissat. 5
Very dissatisfied 1
Not sure 1

How would ycu rate the job your electric company does on
keeping the number of outages down -- excellent, pretty

good, not so good, or poor?

EPC
Excellent 19%
Pretty Good 47
NHot So Good 10
Poor 3
Not sure 1

Compecitive Narke ting




There are numersus questions in the 1993 C&I Customer Opinion
Survey that provide valuable insights besidez those which directly

relata to customer loyalty.

Power Quality:

Questions and results which relate to the issues of power quality
and reliability are:

1)

2)

3)

Compared to a few Years ago, are the power quality problems
occurring more often now, less often now or about as often now

as they did in the past?

EBC
More often now 9%
Less often now k¥:}
About as often now 45
Not sure B

How much impact do these power quality problems have on your
organization -- a major impact, a minor impact, or no impact?

ERC
Major impact 69%
Minor impact 24
No impact 4
It varies (vol.) 2
Not sure (vol.) 1

(If "major" or "minor impact"”) Have you tried to contact your
electric company for assistance with power quality problems?

EEC
Yes 47%
NHo 49
Not sure 4

11
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4) And how effect:ve do you think your electric company is in
trying to reduce or minimize these power gquality problems =--
very effective, somewhat effective, not too effective, or not

at all effective?

ERC
Very effective 43%
Somewhat effective a6
Not too effective 11
Not at all effective 2
Not sure (vol.) 2]

Compecicive Markecing 1




Reliability:

Responses to a couple questions on reliability are available that
were not included in the CLI analysis:

1)

2)

During the past 12 months, did your organization experience
any electric service interruptions lasting longer than 5

minutes, or not?

EBC
Experienced 66%
Did not experience 31
Not Sure (vol.) 3

(If "experienced") Hcw effective would you say your electric
company is in trying to reduce and keep down the number of
power interruptions -- very effective, somewhat effective, not

too effective, or not at all effective?

ERC

Very effective 45%
Somewhat effective 44
Not too effective 8
Not at all effective 1
2

Not sure(vol.)

12
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The 1993 C&I Needs, Wants and Expectations Survey, which was
conducted among Florida Power customers only, provides us with more
guidance on the pewer quality and reliability factor.

Power Quality:

1) What impact does (read item on l.st) have on any of your
equipment at this location -- a great deal, some, or none at

allz

Inpact of Power Quality on Equipment
e e e e T

A Oreat Deal Some Mone Al All Mot sure

Sye - in Syv

em HM | Lg em HDM | Lg. wm | HDM Lg. | wem HDM | Ly
High Volags 4a% L1E ] (13 ] us us ue s 1% 1} ] 1% s LS ]
Low Voluge 40 » n 18 17 W n Fe # 12 12 4
Lightsing or surges or
wpikes 67 as 4 14 13 i3 7 | | 1 1 0
Momanuary cula g or
Mickers 36 - n 1 8 L] 10 ¥ 4 1 1 0
Langubhy ous ges a7 [ 1]  « | 7 1] 1] 13 i3 i ;] b ]
San-up, shul-down or
operaucn of cuier
siectrical squipment sa
FOUT Premises OF RessbY 1 30 Lr] n pal n 13 34 19 I 1] ]
L e ==& WS E

2) And how would you assess the quality of the electricity you
receive -- is it pure and clean, is it satisfactory, or is it
subject to inconsistencies, such as blinking, surges, dips or

fluctuations?
dystem  HIM Large

Pura and clean 40% 41% 26%
Satisfactory 34 Jj1 19
Subject to

inconsistencies 15 21 28
It varies b 2 2
Not sure 6 5 5

Competicive Narkecing e
.




3) (If "satisfactory'" or "subject to inconsistencies" or "it
varies" ask) Generally, who do you think is responsible for
power quality problems? Does the problem lie in Florida
Power’s equipment, or does it lie in your equipment?

. HIM Large
Florida Power's eguipment 66% 68% 75%
Customer’s aequipment 4 3 2
Both 13 17 20
It varies k) 3l 1
Not sure 9 9 2

4) What actions, i{f any, should Florida Power consider to try to
minimize the effect of these power quality problems?

(Base = large)
System/Lg, HIM
Continue to ressarch
power failure causes 16% 13%

Restrict major tie-ins,
switching construction to

non-peak hours 14 15
Run an energy evaluation

on their equipment 11 13
Inform customars first 11 13
Not sure 31 28

5) What types of costs does your company incur when power
inconsistencies such as blinking, surges, dips or fluctuatlions

occur? (Base = large)

svstem/La,  HIM

Equipment downtime 42% 47%
Equipment damage 35 15
Equipment start up 24 25
Labor downtime 14 11
Lost preducticn 10 10

Compecicive Marketling 13
.




6)

7)

8)

9)

Thinking about the last power inconsistency at your business,
have you had a chance to compute the estimated dollar cost to

you? (Base = large)

=ystem/Lg, HIM
Yes 15% 16%
No 74 74
Not sure 11 10

(If "yes") What was the estimated dollar cost to you?
(Base = large)

system/Lg. HIM
Cost $6,800 $7,400
Not sure 7% T B%

(If "no" or "not sure”) Can you estimate the dollar cost to

you? (Base = large)

2vstem/Lg, Hr
Cost $2,300 §2 600
Not sure 76% 16%

If Florida Power could guarantee you electri. service that is
not subject to surges, dips and fluctuations, and charge you
(read first item on list) -- would you be interested? (Ask
until respondent says "yes" or all choices are asked)

Systenm HIM Large
Xas

25% more for it

20% more for it

15% more for it

10% more for it

5% more for it
Total
No, not interested
Not sure

18
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And if Florida Power could offer ycua eslectric service that

10"
would be subject to surges, dips and fluctuations, and charge
you (read first item on list) =-- would you be interested?
(Ask until respondent says "yes" or all choices are asked)
5% less for it %
10% less for it
15% less for it
20% less for it
25% less for it
Total
No, not interested
Not sure
11) Florida Power defines power reliability as electric power that

is free of outages, and power quality as electric power that
is free of surges, dips and fluctuations. In terms of the
impact on your operations, is there any difference tc you
between power reliability and power quality?

HIM Lar s
Yeas 2% 15% 7%
No 29 29 16
Not sure 39 6 47

Compectitive Marketing 17




14)

15)

16)

17)

18)

Compecicive Narkecding

What types of costs does your company incur during an outage
of five minutes or more? (Base = large)

System/Ld. HIY

Labor downtime i8% 39%
Lost production 31 33
Lost profits/revenues 25 24
Equipment downtime 20 20
Equipment startup 19 e
Unhappy clients/customers 18 19
Equipment damage 17 16

Thinking about the last outage at your business that lasted S
minutes or more, have Yyou had a chance to compute the
estimated dollar cost to you? (Base = Largae)

System/Lg.  HIM

Yes 25% 26%
No 65 65
Not sure 10 9

(If "yes") What was the estimated dolla. cost to you?
(Base = largae)

System/lLg. HIM
Cost £7,200 $6,200
Not sure 15% 17%

(If "no") Can you estimate the dollar cost to you?
(Base = Large)

HIM
Cost $10,000 £10,300
Hot sura 55% 56%
(If “experienced outages" and ‘“power is subject to

inconsistencies") You have mentioned that your ulectric power
has experienced lengthy outages, as well as been subject to
surges, dips and fluctuations. Do the outages have more of an
impact on your operations, or do the surges, dips and

fluctuaticons have more impact?

System  HIM Large
Outages 47% 50% 54%
Surges, dips &
fluctuations 24 23 24
Both 24 20 19
Neither 1 -] 3

dd




Reliability:

1) I'd like to discuss lengthy outages. By outage, I mean the

power to your facility is completely off for at least 5
past 12 months, did your company

minutes. During the
experience any lengthy outages of 5 minutas or more?
dystem HIM Large
Experienced 65% 68% 72%
Did not experience Jjo 27 22
Not sure 5 5 6

2) (If "experienced") Approximately how many lengthy outages did
your company experience over the past 12 months that had an

impact on your business?

Large
Mean no. of outages
Not sure

3) Over the past year, do you recal” how many minutes Yyour
longest outage lasted? Please do no include the time it took
for your business to recover from t..a cutage. (Base = Large)

system/Lg. HiHd
Mean Length
of ocutage
Not sure

4) When that particular outage was over, how long did it take for
your business to recover? (Base = Large)

dystem/Lg, HIM
Mean Length
of rescovery
Not sure

5) Considering all the outages that you’ve experienced over the
past year, is this a reasonable number of outages in a 12-

month pericd, or not?

=2Yystem HIM Large
Reasonable 72% 69% 60%
Not reasonable 25 28 37
Not sure | | 3

Compectitive Markectling i
LY




6) (If "not reasonable" or "not sure") In you:' opinion, what is
a reasonable number of outages lasting 5 minutes or more for
a utility to have in a 12-month period? (Base = Large)

System/Lg,  HIM

Mean reasonable

number of outages 1.1 s HRS |
It depends 7% 8%
Not sure 5% 5%
7) In your cpinion, are these ocutages generally caused by weather

conditions, Florida Power, your own operaticns, or are they
caused by something else? (Multiple responses permitted)

HIM Large
Weather 62% 60% 52%
Florida Power 16 18 32
Own operations 1 1 2
Something else 19 21 28
It depends 5 5 4
Not sure 4 k| 2
8) on a "0" to "10" scale with "10" meaning very sensitive and

"0" meaning not sensitive at all, I‘d like you to rate how
sensitive your business operations and squipment are to power
interruptions. You can use any number from "0" to "10". How
sensitive are your business operations and equipment to power
interruptions on a zerc to ten scale? (Base = Large)

, System/Lg. HIM
Mean sensitivity B.95 B.97
Not sure 0% 0%

9) (If "6 or higher") What eguipment is most affected by power
interruptions? (Base = large)

System/Lg, HIM

Computers 57% 54%
Equipment/Machinery 47 48
Air conditioning 26 26
Phone system 15 15
Lighting 12 12
Kitchen 9 10

Compecicive Markecing 10




10) How satisfied are you with Florida Power’'s efforts to restore
power gquickly after a lengthy outage =-- very satisfied,

somewhat satisfied, somewhat dissatisfied, or very
dissatisfied?
System HIM Large

Very satisfied 59% 60% 52%

Somewhat satisfied 13 iz 17

Somewhat dissat. 4 L] 7

Very dissatisfied 2 2 2

Not sure 2 1 2

11) And how satisfied are you with your ability to reach Florida

Power during power interruptions -- very satisfied, somewhat
satisfied, somewhat dissatisfied, or very dissatisfied?
HIM Large
Very satisfied 443 47% 43%
Somewhat satisfied Jjo 28 25
Somewhat dissatisfied 11 10 11
Very dissatisfied 11 11 18
Not sure 4 4 ]

12) And how satisfied are you with the information Florida Power
provides during interruptions as to when power will be
restored =-- very satisfied, somewhat satisfied, somewhat

dissatisfied, or very dissatisfied?

aYitem HIM Largse
Very satisfiled 37t igs 28%
Somewhat satisflied 34 32 18
Somewhat dissatisfied 11 13 14
Very dissatisfied 11 10 17
Not sure B 7 4

13) What should Florida Power be doing differently during power
restoration efforts? (Base = largae)

system/La. HIM

Better communications/

inform customers 42% 43%
Nothing,
they’re doing a fine job 29 29
Have more phone
lines available 14 12

Special phone number to
get more info./24hr.
emargency coverage 9

Compecitive Narkecing 21




(Base = large)
System/Lg, HIM

Qutages
shuts down business 17% 20%
Takes a long time

B

19) Why do you say that?

to recover 7
Happens frequently T 9
=urges
Equipment damage 1% %
Both
Lost producticon 5% 4%

46% 43%

Not sura

20) Should Florida Power and their representatives bes responsible
for the electricity that runs through your facilities, or

should their responsibility stop at the meter?

HIM Large
Responsible 37% Jok 1B%
Not responsible 51 50 58
Not sure 12 11 4

Competitive Markecing 42
LY
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l.a.rge Jnduwstrial Custormer Satisfaction SUse
Year- End, /199 3

CONFIDENTIAL

Methodology: The Large Industrial survey 1s based on 101 telephone interviews
conducted nationwide. RKS contracted with Equifax Natonal Decision Systems to provide the

nationwide sample of local plants owned by Large Industrial businesses.
The sampling error for the total Large Industrial sample is 10 percentage points at 50%

response at 95% confidence level. To compare differenc s between the Large Industrial and
RKS' national C&I results, a difference of 10 percentage points is considered staustically

significant.




BEICHMAN-KARTEN-SWOND, INC = CARD 1 1075
3- [ASK EVERYONE) I will read s llst of Attributes of the service provided by
enscrgy suppliers. For msach one pleass tell me how important it is wvhen ygy
aEbess the quality of service your provides. The first
one i1s (READ FIRST ITEM ON LIST) =-- is this Very Lmportant, somewhat lmportant,
Rportant when you assess the quality of servicas

somavhat unimportant or vary uni
your ? (RECORD BELOW == CONTINUE) i
o
Vary Somevhat Somewvhat Vary Sure
dmportant lampertant Unimportant Wnimportant Vel
1. Keeping the number of Ind. 901 104 -4 -1 -t
outages down....... = ¢ 87 12 L . i
2. Quick restoration of
Eearvice aftar Ind. @88 12 - - -
Outages occur...... /I 91 ] . . B
. Providing timaly
information about Ind. 70 26 2 - 2
outage restoration. C/I 67 29 1 1 2
4. Keeping rates as low Ind. 86 14 - iy =
as possible........ C/I s 12 1 1 1

5. Baing genuinaly

concarned about

Customar needs Ind. 7% 17 6 = 4

and problems....... c/1 70 9 i . -
€. Responding quickly Ind. 73 23 w - 2

to requests........ [~ ¢ 78 a0 1 . 1
7. Making it easy for

customers to do Ind. 47 51 - - 2

business with them. c/I &7 31 1 . 1

8. Being dependabla -=-
do what thay

pPromise on timae, Ind. @3 17 - = -
4% scheduled....... Cc/I &2 17 . ' *
9. Providing clear and Ind. 64 FY | 4 - 4
accurate bills..... c/I 80 17 1 i i
10. Providing information Ind. s 55 6 2 2
on energy efficiency.c/I 55 39 5 1 .
11. Offering incantives to
Customers for increas- Ind. 31 54 4 2 i
ing energy efficiency. c;1 83 a7 6 a 2
12. Being proactive in
anticipating rus- Ind. 44 54 - 2
tomer needs......... C/I 62 22 3 1 1
1. Taking an active role
in the communities in Ind. 3% 47 10 L3 4
which they operats... c/I 3o a7 7 4 1
l4. Being a source of
inforzation about Ind. 47 45 5 2 i
snergy use.....,.. C/I HA HA NA HA HA
15. Being snvironmentally
responsible........ . Ind. &7 29 4 = =
c/I 171 26 1 1 i
16. Responding knowledgeably
and compatently to Ind. 7% 23 - - 2
inquiries........... C/I T8 21 1 . -
17. Taking innovative and
creative approachas
Lo providing thair Ind. ap 45 b = 4
BOrVICE. . ...yt nn C/I NA NA HA NA HA

HA = fnot asked




BEICHMAN-KARTEN-SWORD, INHC, =3=- CARD 1 2023

6a. MNow I would like to ask you about sleceric power guality. First, how would

You assess tha i L Powar at CLhis logation that you- company

recelves from the lo‘:al alectric Company == that is the lack of chronic voltage
an 1 minute =-=- are you very satisfled,

problems and brief ocutsages of less th
somevhat matisfled, somevhat dissatisfied, or vary dissatisfiled?

sal C/1
Vary satisfied.............
Somewhat satisfied.........
Somewhat dissatisfled......
Very dissatisfied.....,..,.
Not sure {Vol.).vv.'v'vuuuunn

6b. And when You consider all of tha processas in your company that rely on
electric energy, how critical is having electric power that never surges, dips
or fluctuates -- ig it absolutely eritical, fairly critical, lmpertant but not

c€ritical or desirabla?
Lrg Ind Sml C/1
Absolutely critical..........
Fairly critical..............
Important, but not critical..
Desirable.........0c0nevvuun.,
Makes no differance (Vol.)...
HOot Bure (Vol.)..eeivevnns,..

6c. In thinking about tha reliabllity of electric power at this lecation ovar
the paet year -- arae You very satisfled, someswhat satisflied, somewvhat

d.ssatisfled, or vary dissatisfied?
Lrg Ind dml C/1

Very satistied.......,.....
Scmevhat satisfled.......,,
Somavhat dissatisfied..,,.,
Very dissatisfied.........,.
Not sure (Vel.)...........,

6d. How effective do you think your alectric company is in trying to reduce and
keep down the number of powar interruptions -- very effective, somawhat
effective, somewvhat ineflfective, or very lneffective?

Lrg Ingd
Very effective.......,. 5a%
Somavhat effective..... 41
Somawhat (neffective... ]
Vary lnaffective......, 1
Not sure (Vol.)........ 1

What ls the approximate cost to your company of a gnp hour outage?

@uzEy

Not sure (Vol.).........27% 6I%

Ge.
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BEICHMAN-KARTEN-SHORD ., INC, =f=

€f. In your opinion, which condition has a EOre sevars negatlve lmpact on your
Company == brief, momantary blips in voltage, or an outage that lasts more than
3 mlnutes or do both conditions have an equally severs negative impact?

brg Ind dml C/I

Brief momentary power Ilnterruptions......... [} 11k
Outage lasting more than 5 minutes.......... 44 lg
Both conditions have equally sevare

negative Llpn::n.......................... a8 44
Nonm (Mod.dossisnsiionnssss IS S O T, - 4
Hot sure (Vol.)..uissoseenscssnennnn,, . Ee - 2

7a. On another subject, have you ever participated in your slectric company's
energy efficiency programs that help you manage and control your use of anergy,

or neot?
Lrg Ind 54l ¢/I

Participated.., . .........
Not participated........,
Not sura (Vol.)..........

7b. {(IF "PARTICIPATID® IN 7Ta -- ALL OTHERS SKIFP TO 8a) And how satisfied wvas
Yyour company with thae information or assistance YOu racaived from your slectric
company == vary satisfied, somewhat satisfled, somewhat dissacisfled or very

dissatisflied?
Lrg Ind Sml C/I
Dasa: (60k) f22%)
Vary satisfied.............. 5% T0%
Somavhat satisfied.......... a9 23
Somavhat dissatisfled....,,, b 4
Vary dissatisfied..,........ - 1
Not sure (Vol.)........ T 3 2

Ba. (ASK EVERYONE) Whan You ask your slectric CoFpany o come to your pre=ises
rvice, do thaey USually provide the service faster than

to provide some kind of [ 1]
promised, slowar than Promised or &t about the times the promised?
Lrg Ind sml /1
Faster than promised...... 1% 12%
Slower than promised...... 1 5
At about the time they
promised........ A 82 70
It varies (Vol.).......... - 1
Never asksd for on-gite
sarvice VOl ). vsuinanis 1 9
Not sure (Vol.)........... 1 e

8b. And, when your slectric company provides Sarvice to you, do they usually
Reel your expectaticns, usually excesd your @xpectations, or usually fall short?

Lrg Ind sml ©/I
Usually meat expectations..... a7h (TR}
Usually excesd expectations... 11 3
Usually rall short............ 2 2
It varies EVOLL ) veimevasycns g - 1
- 4

Hot sure - P

9a. Over ths past Year, have you had any direct contact with Your electric

company?
Lrg Ind sSml C/I
Have had contact............ s1% 43y ks
Have not had contact....... . 18 55

Not sure s O e 1 2
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BEICHHMAN-¥ARTEN-SWORD, INC =1l-

our opinion, what lmpact wll] competition and deregulation of

1at. In
slactric 5:L1111-: have on (READ FIRST ITEM ON LIST) =-- undar compatition and
deregulation do you e‘pect this wlll this improve, stay the same orf geL worsa?
Lra Ind
Mot
Stay The Gat Sure

ioprove —2ALE Horas I¥pl,)

Responsiveness of electric utilities...
Reliability of slectric power......... i
POWEE QUALLEY ... ocucsronscrnnnnsnrnnas
Price of electrlcity . v ivivrevnnnrronnnna
Customar service......covvvvuuunn kI
Utilities* willingness to

loek themselves into long-

Larm CORMiCMONES . oo vutuessvonnnasnnes

LT e

= s o oW

13g. And how long do You think it will take befor. you start to sase changas
llke thase resulting from compatition and deregulation of elec%iic utilities?

Yeaars
Lrg Ind - Average

12h. 1In a competitive energy ervironment, do you think it Ils smarter t: try
to shop around for the best price or ls Lt smartar to try to cut a deal with

the local supplier of electricity?

Lrg Ind

Smarter to try to shop
around for bast price.......
Smartar to try te cut
a daal with the loecal
supplier of electricity.....
BOth (Vol:):iicesinsarinsesnse
Nelther (Vol.).::icveirennnnens
Othaer (SPECIFY)

PE o ow

Hot sure (Vol.)....... ..0....

121. And why do you smay that? (PROBE FOR SPECIFICS) Any other reason?

Lrg Ind

Batter coBT/price SAVINGS........v.vvnnrnnnnn..
Improved customer BEEYLOR st ticncniniennsseses

They are known to me/they have a provan track
e o L 8 T T S
They are Closs DY /NeAL UB...v.'e'ivnernnssnnnsss
e L 8 -
Better cost/price savings.................0....
There i no competition around.................

are slectric utilities gensrally ready to compete {n
e environment or are they not ready to compata?

Lrg lIod

123. In your opinion,
the smerging compatitiv

Cenerally ready to compete........
Ganerally not ready to compets....
It varies [(Vol.)....vvueivnnvinns.
Hot sure (Vol.)......¢ooieiiiunnnnn
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Residential Customer Assessment

METHODOLOGY

a Power residential customers were interviewed by telephone November
omly generated by Survey Sampling, Inc. for Florda
Power's service territory as designated by zip codes. In order to analyze four regions
separately, an adequate number of interviews were conducted in each: 176 inlerviews were
conductad in SL. Petersburg; 189 in Orlando; 120 in Ocala; and 118 in the rural area. The final
sample was weighted by region 10 reflect it's actual proportion in Flonda Power's customer

In tetal, 620 Flond
1996. The sample for the survey was rand

base.

Respondents qualified for participation by being a household head over lhe age of 18 years
who receives a Florida Power electric bill. The average interview was 15 minutes in length

CRKS Research & Consulting « Canfidential
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. RKS RESEARCH & CONSULTING
lity of electnc power supplied by FLORIDA POWER -- that 15,

CASda. Now, how satsfied are you with the reliabi
lastiing 5 munutes or longer - are you very satrslied, somewhai

keeping down the number and duration of power outages
satisfied, somewhat dissatisfied or very dissatisfied?

FPC '96
i |
Very sausfied 6
Somewhat saustied 27
Somewhat dissatsfled 7
Very dissatisfied 3
Not sure (Vol.) 2

4b. And now, how satisfied are you with FLORIDA POWER's abulity to keep down the number of momentary power
{nterruptions- ones that last for [0 seconds or less - are you very satsfied, somewhat satisfied, somewhat dissatisfied or

very dissatisfied?
FPC '96

ba |

Very satisfied 54

Somewhat satisfied 19

Somewhat dissansfied 7

“Very dissausfied 7

Not sure (Vol.) ;)

¢, In (READ FIRST ITEM ON LIST) — does FLORIDA POWER do an excellent, pretty good. not so good or poor job”
(RECORD BELOW — CONTINUE FOR EACH ITEM ON LIST - REPEATING ALL ANSWER CATEGORIES EACH

TIME)
4c.1. Restoring electric power quickly after an interruption
FPC '96
i
Excellent 42
Pretty good 47
Not so good 5
Poor 1
Not sure (Vol.) 4
d4c.2 Providing a reliable supply of energy
FPC 96
%
Excellent 42
Pretty good 51
Not so good 4
Poor l
Not sure (Vol.) Fi

TRES Research & Consulung All nghts reserved, |996 - Final mof 1171 V%6 (Revised 1.71797) 0200qua dos




Residervhod (Customer Opinion SUWvey
Quarter T, 1992

starwet Sirsrugies; e CONFIDENTIAL

B. METHODOLOGY

A total of 500 telephone interviews were conducted with a random-digit-dial (RDD) sample cf
residential customers, stratified by Division. Cne hundred (100) interviews are congucted 'n each
of the four urban Divisions and 100 interviews are allocated across the three remaining Divisions
(Central, Northern, and Ridge). The total sample is then weighted to reflect the actual distnbution

of residential customers across the entire service area.

Interviewing was conducted from the Market Strategies, Inc. (MSI) Research Opaearations Canter
in Livonia, Michigan. First Quaner interviewing was conducted from Fabruary 8-10, 1992.

The approximate sampling error for the total sample and for the Divisional subgroups as well as
requirements for statistically-significant citferences either among current survey resuits or over

time are shown in the following table.

Sampling Error
Tolerance

Statistical Significance @ 95% Confidence Level

Sampling error (+) for:

Total sample (n=500)
Divisien subgroups (n=100)

Percentage-point differences required:
Comparisons between n=500 samples (total sampla)
Comparisons between n=100 samplas (Divisions) 14 points

February 1992 Customer Oplnion Survey
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Residential Customer Upinion Suwrvey
Market Strategles, Inc. Quarter m‘} 1992

% Memedcioar CONFIDENTIAL

A total of 550 telephone interviews wera conducted with a random-digit-dial (RDO) sampie of
residential customers, stratified by Olvision. One hundred (100) interviews were conducted in
each of the four urban Divisions. To provide for an examination of each of the three remaining
Divisions (Central, Northem and Ridge), the research design was modified in the current survey
to include 50 intarviews in each of the three Dlvisions (whereas previous surveys have allocaled
100 interviews across these combined Divisions). The total sample is then weighted lo reflect
the actual distribution of rasidential customers across the entire service area.

Interviewing was conducted from the Market Strategies, Inc. (MS1) Research Operations Center
in Livonia, Michigan. Third Quarter interviewing was conducted from August 13-19, 1992,

The approximate sampling emor for the total sample and for the Dlvisional subgroups as well as
requiraments for statistically-significant differences either among current survey results or aver

time are shown in the following table.

Sampling Error

Statistical Significance @ 95% Confidence Level Tolerance
Sampling error (+) for:

Total sample (n=550) 4%

Division subgroups (n=50) +14%

Division subgroups (n=100) <10%

Division subgroup (n=150) +8%
Percentage-point differences required:

Comparisons between n=500 samples (total sample) 6 points

Comparisons between n=100 samples (Divisions) 14 points

Comparisons between n=100 and n=150 sampies (Divisions) 13 points

Comparisons between n=100 and n=50 samples (Divisions) 17 points

August 1992 Customaer Opinlon Survey
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B. Methodeology

A total of 1400 telephone interviews were conducted with a random sampling of residental
customers, stratified by Division. Two hundred (200) interviews were conducted in each of the
seven Divisions, reflecting an increase in the numoer ot interviews among Central, Northern, and
Ridge customers to enhance the analysis of these Divisions. The total sample is weighted o
reflect the actual distribution of residential customers across the enlire service area.

Interviewing was conducted from the Market Strategies, Inc. (MSI) Research Operations Centers
in Pertland, Cregon and South Bend, Indiana from August 28-Septamber 16, 1933,

The approximate sampling error for the total sample and for the Divisional subgroups, as wall as
requiremeants for statistically-significant differances either among current survey subgroups or to

19392 results are shown in the following tabla,

Sampling error (+) for:

Total sample (n=1400)

Division subgroups (n=200)

Percentage-point difference required for statistical significanct
@ 95% conlidence leval for:

. Comparisons between 1992 and 1993 total samples
{n=550 vs n=1400)

Comparisons between subgroup samples 12 points

(n=100 vs N=200)

Comparisons between subgroup samples 10 paints

(n=200 vs n=200)

. August, 1993 Floride Power Customer Opinfon Survey 2
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B. Methodology

Upirniom DWW vey

A total of 800 telephcne interviews were conducted with a random sampling of residential
customers, stratified by region. Two hundred (200) interviews were conducted in each of the
three regions, with the total sample results being weighted to reflect the actual distnbution of

residential customers across the entire service area.

Interviewing was conducted from the Markat Strategies, Inc. (MSI) Research Operalions Canters

berween August 10 and August 21, 1894

The approximate sampling error for the .otal sample and for the regional subgroups, as well as
requirements for statistically significant differences either among current survey subgroups or 1o

the 1993 total sample results are shown in the following table.

Sampling error (+) for:
Tatal sample (N=600)

Regional subgroups (N=200)

. Percentage-point differance required for statistical signii zance
@ 95% confidence level for:

Comparisons between 1993 and 1994 total samples
(N=1400 vs N=600)

Comparisons between any two regional subgroups
(N =200 vs N = 200)

5 points

10 points

Q Augu st 1994 Florida Power Customer Opinfon Survey
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Res:dential Customer Opinion Survey. 1995 e CUNFIDENTIAL

B. Objectives And Methodology

Since its incepticn in 1987, the Flonda Power Carporation (Flonda Power) Custcmer
Opinion Survey (COS) has been providing the company with regular measures 3t
residential customer opinions, beliels, attitudes, and evaluations ol their relaicnshig
with Fionda Power. Histonically, the strategically-locused COS was conducted on a
quarterly basis from 1987 to 1991. In 1992, the frequency of the COS was changea o
a semi-annual survey with the addition of the operationally-focused Flonda Power
Service Action Survey (SAS). In 1993, the frequency of the SAS was increasec tc a
Qquarterly measurement to provide more reqular feedback on operational issues
pertaining lo direct customer contacts. Because only minor vanations were cbservec in
the COS results throughout 1991 and 1992 (other than those that could be attributed to
seasonal differences), the decision was m.ade to conduct the COS on an annual basis
The August measurement was chosen as the appropnate penod for the annual
measure of customer opinions of Flonda Powar. This repont presents the findings fram

the August, 1995 COS.

Information collected from the COS is used by Fionda Power to estabiish strategic
gcals concerning the overall “position” of the company in customers’ minds. and !0
develop operational objectives with regard lo enhancing Fionda Power's reiationship
with customers. Additionally, the survey provides tactical marketing information which
s used by service, marketing and communications program managers o design,
implement, and evaluate their activities. The survey furtr r offers an opponunity 'o
acdress specific issues such as customer loyalty to Flonda - ower and the likelihgod of
their choosing alternative electric utilities given different rate structures Some of these
specific 1ssues are addressed in separate topical mini-reports.

A 1tctal of 600 telephone interviews were conducted with a randem samphng of
resicential customers, stratified by region. Two hundred (200) interviews were
conducted in each of the three regions. with the total sample results being weigniec o
railect the actual distnbution of residential customers across the anlire service area

Intersiewing was conducted from the Market Strategies. Inc. (MSI) Research

Cperations Centers between August 10 and August 21, 1995,

The approximate sampling error for the total sample and for the regional suSgroucs. as
well as requirements for statistically significant differences either among current survey
subgroups or 1o the 1994 total sample results are shown in the foilowing table

1J

Marketing and Demand-Side Management
~




Aesidential Customar Opinion Survey, 1995

Sampling error (z) tor:

Total sample (N=800)

Regional subgroups (N=200)

e
a

Percentage-paint difference required for

statistical significance
@ 95% confidence level for:

Comparisens between 1994 and 1955 toral

samples
(N=600 vs N=5600)

Comparisons belween any two regiona’

subgroups
|{N-ZOUHN-EDU]

£ points

10 points

Marketing and Demand-Side Management
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FASTRACK Survey CUNHDENT'AL

Methodology

Interviews are conducted by telephone on an ongoing basis among customers who have had a
recent interaction with Florida Power Corporation. Beginning in November, 1996, all
FASTRACK respondents werc asked about the reliability of their electric service and Flonda
Power's ability to keep down the number of momentary interruptions. In additon, customers
who called in specifically to report an outage were asked about their level of sausfaction with

the restoration of their electric service. -

Questions

How satisfied are you with the reliability of electric power supplied by Flonda Power -- that
is, keeping down the number of power outages lasung 5 minutes or longer? Are you...

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

Don't know

Refused

And. how satisfied are you with Florida Power's ability to kerp down the number of
momentary power interruptions — ones that last for 10 seconds or les } Are you...

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

Don't know

Refused

Was your power restored when you expected it would be?

Yes

No

Don't know
Refused

After you reported the outage, how satisfied were you overall with the ume it took to restore
your electric service? Were you...

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied

Somewhat dissatisfied

Very dissatisfied

Don't know

Refused .




Spotlight on Outages

In the October, (996 edinon of FASTRACK, we examined the

expenence of customers who called the Customer Solurions Center
and spake with an suociate or used the VRU to repurt an outage
between Julv and Ocrober. Beginning in November, eiform were
made ro interview more customers who had called Flonda Power
about an gutage 0 that monthly resulos could be reported. In this
edition, we will loak it rrends in customers’ satisfacnon with their
outage reporting and restoration experiences from November
through the current month of January.

The November-January trend in the overall expenience ranng
among curage customers (VRU and assoqate-handled reporm) ap-

peanto bermth December @R [3nuary ares

somewhat than che November icarc
Looking ar the figure below, it us clear that this

can be arribured completely to an increased pmwmﬂ
@ cxperience ranngs pven by customers who reported their our-
age wich an associate. While sgnificantdy moce customers who re-
ported their cutage ro an associate say cher expenence was

@» December and January han in November (D
the propornon of “excellent™ experience ranngs pven by customens
reporting their outage through the VRU has gradually (NSNS

over the last r'wo montchs

Trend of Oversll Expsrience and
Ermployes Rasung Among Cutage Cusiomens

Pt  cm—— oy e A

G B Lo sy Emmg

The proportion of customers who feel that the associate did an
“extremely good job” (9-10 ranngs) dunng thewr contact was ibo
S » December and January than in November, although nor
significantly For the last rwo months, f customers
have felt that the 2mseciate did an “extremely good job™ dunng their
Outage rEPOMT CONLACE.

When 1sked what Flonda Power could have done ro make
them happier Juring the coneacr, many customers say that Flonida
Power could have given them an esnmace of when their power
would bz restored.

Trand of Sstisfactan with tha Timae i Tees Flonda
Power (o Restors Powes

The figure sbove shows *hat sansfaction with ourage seizora-
tign nime among customers who reported thewr outage with the YRU
or with an imsociate has rtmm:derum November to
January, with a *:un averall. However. more cus-
tomers who reported their outage with an asioclare are gely sans-
fied with restoranion tme rhan cuttomers who reported their aue-
age through the VRU. As hughlighted in the figure 1bave, this gap
has widened since November.

Satistsction wah Flards Powsss Abdity to Keep Down (he
Mumber ol Powet Outages snd Mamsnuary InMupdens

“an

™

&

%
Mg e n Ay
arruplens ™

Rl

%N
L
Crutages”

!mlﬂﬂ = Lamamrat
g T e L Very

-

Thommgs sy | sontes o weger = runrupee o 1 a———"— —

Among all FASTRACK customers (not just those who called o
report 3n cutage), almost nine .n ten (379%%) are sansfied wich Florda
Power's ability to keep down the number of power ourages lasting
five minutes or longer. Two-rhirds (679) are yecx saashied. Only 6%
of all FASTRACK customen are dissaniafied with Flonda Power's per:
formance 1n thus area. Surularly, 35% are satiped with the Companv s
abiliey 10 keep down che number of momentafy interruptions {10 tec-
onds or less), with 83% very sanshed and only 7% dissamined.

© FLORIDA POWER CORPORATION
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Performance Goals for 1997

The January FASTRACK newslerrer reviewed how the 1997 performance

[ goals that are based on survey results are set. The goals are evaluated against che

cumulative score at the end of 1997, This newalerter reporn resulos from Febru-

ary interviewing and presents cumulative year-to-dgte totals that include infor-

mation from both the January and February surveys compared to the 1996 Bench-
mark (the year-end cumulative score from 1996).

Y

Energy Solutions™ Goal

Mass Markets Goal “>~"" ™ - .
Energy Solutions™ Stores Goal
Customer Solutions Goal -«

Overall Contact Experience—

The overall expenence among all FASTRACK customers
interviewed declined slightly from [anuary to February.
of customers interviewed in February rate their
ence with Flonda Power asl Thus s
the benchmark 1996 ranng o The ruary

rann the current year-to-date raung. now a
customers rate the employee or conmractor
¢ wich as having done » QREEIERNESIEANS

Customers or the survey are asked at the ouoer
of the interview abour thewr overall imy ons of Flonda Power.
Currently on these overall measur Customenrs are

favorable (giving a 9-10 ranng on a zero ro ten scale), and
feel Flonda Power is very easy to do business with.

L
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. Energy Solutions™ Stores

running
interviewed thus far in 1997 feel their

in February rate the represen-
with as doing an "extremely good job” on
concern” about them, over the J
The artribute with
i “courtesy and politeness,” wi customers
raang uprmnuﬁuthqinmnmdwiﬂ:mypdﬁvd?m
this aspect of their contact.

The following commenss illustrate the reasons behind custom-
ers' sadisfaction or dissanisfaction with their overall expenience:

*  “They were very wice and polite. They had someone to belp
me with the language, to better understand how the electric
company works. There was a Spanish representative avail:
able to belp translate the information to me sbowt changing
mry address. I went in on a Friday, and the nexs day, the bill
was changed over in mry new address.” [10 reting]

*  "They were very pleasant. They greeted you like you were
the only one they were dealing with.” [10 rating]

*  *I was told that something would happen, and it didn’t. Af-
ter | talked with them and they explained it, we were able to
work out & mutual agreement. | think there should be more
locations to deal with Florida Power.™ [9 rating]

* A zero, because of her artitude, and a ten because they got
done what | needed them to do. They changed mry name for
me, but [the representative| was just rude. | told ber | needed
to change mry name, and she just took mry marriage license
out of rry band and didn’t say amything to ma. She took the
infarmation off of it, and then tossed the certificate back on
the counter, and didn't say amything at all, She looked at me
when we were done, like wiry am [ still standing there.”

[5 rating]

Customer Solutions Cenfer

P—— L

In February, i of customers contacting the CSC say thew
overall expenence was “excellent.” The year-to-date overall ex-
penence rafing amONg CUsTOMErs i Though sall well above
the rating achicved in 1996, the overall expenence raang de-

i between January and February. However, this

is not a stansncally significant change.
for February (@i is vr-
This means that

[55) spoke with did an

@D (s 9 or 10 ang).

Eouowqmmndhw:hmbdﬂndmm-
i or dissarisfa on with their overall expenence:

o "The overall ease of the iransaction — o could hawve been
Y8 made more difficult. What could bave been a multi-phone
call experience was a one~all expenence.” {10 rating|

Because she was very polite, and knew what she was talking
M,ndpwmlmmo-bawwuwmudlmi
the time fo answer my questions on the phone. I told ber she
was very helpful, and [ appreciated it.” [10 rating]

*  “They ansusred nry quastions, explained my problem. Ex-
plained to me how to read my meter. Gawe 1ips on bow to
lower mry bill.™ [10 rating]

o =] thought the lady | spoke with was short and to the point.
She didn't seem to be very polite or belpful. | would have
appreciated if she could have gone into more drtad abo:t the
poivar company. 've just moved bere from North Carolina,
and I'm not familiar with the electric companses. | felt she
could have been more at liberty to discuss amy promotional
or special rates offered for customers.” (6 rating]

*  “Think employees should be more professional in bandling
customer complaints. | ashed the representative to send some-
bedy out to read the meter. She said that it did mot matier
whether someone cama ot to read the meter or not, the
charge will stay on the bill.™ [ reting]

.
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Spotlight

Ownership Index for Customer Solutions Center

We have periodically reviewed the “Ownership [ndex” for
the Customer Solutions Center. This is a combined measure of
six “armbutes,” which are customer perceptions of how well the
associate they interact with shows concern and is attentive, o
what degree they feel the associate is helpful and knowledge-
able, can answer questions and follows through.

Of those customers having a walk-thru energy audit in the
month of February, their overall
experience with Flo t.* Over the last

half of 1996, dmmﬂmuchnpdvmhuh but the February
from the January rating (both the

raung is
1996 cumulanve rating and the January rating were{ D
When rating the auditor who rmed the energy audic

customers interviewed
7 feel auditor did an (NN

in their home, a stro
in the first two months ol

for

In February, acnbute ranngs ranged from a low of
*showing concern” to a high of for “following through.”
These ranngs represent the percentage of customers who feel
the associate they interacted with did an “extremely job”
on that armbute. The year-to-date index stands The
Ownershup [ndex was for July - December 1996, as re-
ported in the Semi-Annual Review (lssue 5).

digh Bill Handling

Phone Resolution

quf customers who had their high bill in-
uiry taken care of by telephone say their overall expenence was
This rating is the January, 1997
o M
T e GRS, - -
spoke wath a high bill expert in department
say that the person they spoke wath did an “extremely good job™
during the contact.
A lower volume of high bill field invesoganon contaca in

February does not permit us to report those ranngs for February.
They will be reported ar the end of the quarter.

FLORIDA POWER CORPORATION @




Energy Management

Field Coordinators

A lower volume of contacts for the month of February does
not allow us to report the ratings, however, they will be reported
at the end of the quarter. The following customer comments
illustrate their level of sansfacoon with their overall expenence

in dealing with Energy Management Field Coordinators:

s “Everything was excellent. Very knowledgeable, very well
qualified.” [10 rating|

*  “She was an A-plus on all counts. She was great — | recom-
mend ber bighly. She was a professional, courteous person.”
[10 rating]

*  “Because of the time it took from the initial call and the 1ime
it took them to call me back and scheduls the appointment.
They camae out about two weeks after the appointment was
scheduled. And then, they were late.” [7 rating]

*  “They never followed up. The first guy came out to inspect

the load management equipment to determing if there was a
problem. That was over 30 days ago, but no one bas called

or comae by to do the work." [ rating]

Comments from customers concerning what they feel could
have been done that would have left them more sanisfied overall
include:

*  “Corme out when [ first told them of the problem.” [10 rating]
*  "They could have gotten back to me quicker.” [7 rating)

*  “Do the work, or at least call and schedule it.” [6 rating]

Survey Information

costandrs o Lol

meuhlmﬁmplmumr:ﬂ.hh
Marketing Department

Contractors

Over all customers having a con-
tractor orm Energy nt work dunng the month of

February say ther overall expen with Flonda Power was
This 15 lﬁmm the January level
and 199 k of

s0 nearly GEERED

year-to-date employee ranng 1

.mmrl who interacted with a contractor thus farin 1997

feel the individual who performed the work did

This is just slighely(lche cumulanve 1996 score

The following comments illustrate customers’ satisfacnion

with Flonda Power contractors:

“They are great. They were here on time and very knowledge-
able, and offered me tips and adisce on ways 10 make 1t safe. 1
really appreciated that. He was conscientions.” [10 raning]

“The professional people were very great. They were
courteous and mice. Very fnendly with answenng all ques-
tions. When the gentlernan came out to my bome, he was
able to ansiwer questions before [ ever had the chance 1o
ask. He was vers patient and willing to answer a5 many
questions as | be . His hospstality was sincere and generows.

{10 rating]

"He promptly answered my concern. Gave me wnts, He

made 1t easy for me 10 understand what was going on. Very
satisfied unth the service. They did it to rry comvenience, not
theirs. The job was done quickly and efficiently.” |10 rarngf

“The guy who came out wasn't the frendliest person in the
world. He did his job and was very profesnional, but not real
parsonable.” [8 rating]

“No problems with Florida Power, but [ was not happry with
the contractor. He did a fine job, but was not very prrion-
able. He did not say amything.” [7 rating]

© FLORIDA POWER CORPORATION
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The 1997 Performance Goals based on FASTRACK survey results are listed
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in the able below with the current year-to-date (YTD) #nd 1996 benchmark
scores. All the current year-to-date scores are above their 1996 benchmarks,
Goals are assessed against the cumulatve score at the end of 1997,

Overall Contact Experience

Py o € oy, hing B 70 G

CONFIDENTIAL

Significandy more FASTRACK customers interviewed in
March repornt :hrum:rd]cxpgnmﬁdi Florida Puwuu-

did customers interviewed in February. Nearly
of customers interviewed in March give a
=10 raning {(on a zero to ten xﬂe}t’d 80 in February. The

current year to date ranng 1s

The percentage of customers who say the mplnru or con-
mractor they dealt with did an
the month of March, unchang..d from the level in February. The
year-to-date employee rating is{ii

Overall Impressions of Flonda Power




Reader Request

Customer Solutions Center

More than seven in ten (73%) customers interviewed in
March who had contacted the CSC feel their overall expenence
with Florida Power was “excellent.” Though not stausccally
iﬂiﬁan:.rhj:ilmmufﬁnp:muppdnn from the
February ranng of 68%. The year-to-date employes performance
rating is at 809, unchanged from February.




High Bill Handling

Field Investigations Phone Resolution

1998 Benchmark] Quarter 1, 1097

OvrPthmiwhnhdlhi;hbiﬂinrn- S - somers who called Florida Power and spoke
tgated in their home in the first three months of 1997 rate their  with a high bill expert from the Mass Markea Deparunent in March
overall experience with Florida Power ile this  say their overall experience with Florida Power was GRIEEEERD
is virtually unchanged from the 1996 ' This is *@RErom the February raang olP

it represents a drop from quarrer four 1996 Over of the customers inservicwed in March
centage saying the employee they dealt wich did an * feel che high ball expent interacted with did an “exremely good
;nodjob"%inthcﬂrlqmﬂlﬂ?" job,” dropping slightly from the February rating@@iii} The yearco-
from reting in 1996). date employee razing is

Over customers interviewed thus far in Among the three employee attnbutes that have been found to

1997 say thei or question was resolved to their satis-  have the greatest effect on the overall experience rating for chis
faction. currently has the high-

Walk-Thru Energy Audits

Pt ' Congmry ey -8 0 Dationg

rf\"ﬁ F <




Energy Efficiency Programs Energy Management

Support Staff

Insulation Upgrade

tomers who had an insulanon up- @R s:0mers who spoke wath a member of the
overall experience with Florida Power was  Energy Management support staff say they had an (SN
Thllhdanﬁnurlundlm- experience overall with Florida Power in the first quarter of 1997,
somewhar{iBthan year end ms-#

t wl

grade say chat
§p¢r¢mt of customers say that the employee
an hthﬁnlmnt’ 1997, down customers currencly say that the employee an “extremely
1 good job™ duning their contace.

slightly

Energy Management
Field Coordinators

Contractors

Pt o Camy Qe #-18 g
108

: - 1998 Benchemark: Quarter 1, 1997
 — |
&= 3
customers who had energy manage-

In March, customers report having [rtimeoses casninel)
had an experience with Flonda Power in ment work performed by a field coordinator in their home in
Management contrac-  the first quarter of 1997 consider their urmﬂ upcnem with

their recent uueuaion with an

tor, dropping to nearly the same level as reported in January.  Florida Power ro have veen (ERERRES
The current year-to-date employee raring has steadily@ 1996 year end (D Cununum; in tl*u:
q throughout the first quarter of 1997 and currently first quarter, the employee rating lmg at the
stan end of 1996).

Survey Information

© FLORIDA POWER CORPORATION
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Performance Goals for 1997

The 1997 Performance Goals based on FASTRACK survey re-
sults are listed in the table below with the current year-to-date
(YTD) and 1996 benchmark scores. All the current year-to-date
scores arc above their 199€ benchmarks. Goals are assessed against

the cumulative score at the end of 1997.

| tmes we have controlled customers on Energy Man-
| agement has increased significandy, Hence, it is impor-
| tant to examine how we handle the contacts that are
| associated with this new control straregy.

The volume of calls to the Energy Management Sup-
port Staff has increased substantially since January, due
to customers calling about being controlled. Concur-
rent with this there has been a decline in customer satis-
faction with the employee with whom they deal. Fo-
cusing on the following four attributes should help to
improve the overall employee rating for the contacts
with this group of people: “handling your needs effi-
¢ .ently”, “showing concern about you", “being atten-
tve to you and your needs”, and “being helpful”.

Focus on Mass Markets

This month we focus on the Mass Markets division
to provide some insight into opportunities to improve
| their customer transactions. In April, the number of

There are also opportunities to improve our re-
sponsiveness to customers when they deal with us for
an Audit or they speak umh an Ensrgy Management
Field Coordinator. In

Further, we can do a better job of giving the cus-
tomer a specific time at which 1o expect someone to
come out to their home for the Energy Management
work. We can shorten the time it takes to get some-
one out to the home for this work. Finally, our per-
formance for on-time arrivals for the Audit can also
tmprove Focusing on improving our responsivencss
in these situations should result in improved scores in

the future.
CONFIDENTIAL
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Performance Goals by Department

Customer Solutions Canter

Energy Solutions ™

Porcarst of Cuntemary Ghring $-10 Beting Pursard ol Costmmary Qv ¥-10 fang

Energy Solutions Stores™ High Bill Handling Phone Resolution

Porenn of Customars Giving 910 Exling Farvard ol Commmmars Ginding #-19 Boting
’ 100

L)

Walk-Thru Energy Audits Energy Management Contractors

Purcmrt of Cumtesnars Ghving §-10 Raliog Purcas of Contamary Civirg 7-10 Rastrng
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Streetlight Problems - continued

3 . How do these customers rate the experience?

f the customers who called with a streetlight problem rated their

As shown in the figure below,
experience 2 9 or 10 on the 0 to 10 rating scale.

rated it a poor experience. Not surprisingly,

customers who have their streetlight fixed within 72 hours are significantly more positve about the expen-

ence with us.

n:“mmumum—-—-u
h—-ﬂjﬂﬂ!-mm&r

Wr.li&

hl__g_
s ASPA § e

u

What wos good about these contacts?

What was not as good as it could be?

™ T i Ve iy L

Are our scores being influenced by customer perceptions of us as a company?

This has been a frequent question in light of the
negative press we have been receiving abour the out-
age at our Crystal River Nuclear Plant. This issue is
often raised because the Overall Experience ranng is
often lower than the Employee rating.

As mentioned in last month’s newsletter, we have
added a question to specifically address this issue, and

' we will reportonitin July. However, in the meantime,
' there is some information we can share on this topic.

Trends in 8-10 Scores for Favorability,
Overall Experience, and Employee

As shown in the figure at the botrom left, the very
G ' ve remained @@ continuing
to increase from ['ccember of 1996. The same is
true of the softer 6-8 positive ratings. Hence, at least
yet, it does not appear that these external events are
having an impact on customer perceptions of their
experience with us. It may also be the case that their
good experiences are helping to positively influence
their perceptions of the company as a whole. Previ-
ous research has shown that good customer contact
experiences do have a positive impact on percepuons
of the company.
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Performance Goals for 1997

The 1997 Performance Goals based on FASTRACK survey re-
sults are listed in the table below with the current year-to-dace
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(YTD) and 1996 benchmark scores. All the current year-to-date
scores are above their 1996 benchmarks, Goals are assessed against

the cumulatve score at the end of 1997.

T
Mass Markets G
Energy Solutio:
Custom er Solutis
B

Focus on Customer Solutions Center

After several months of scores in the QD

Ih:cmplayeemﬂng:ndﬂmov:nﬂupmmﬂmigfﬂr
the CSC a statistcally significant amount in
May. In this issue of the FASTRACK newsletter we exam-
ine some of the reasons for these dedines.

Although there may be several factors impacting cus-
tomer opinions, one recent change in how we are doing
business with customers when they call us seems to be
playing a role in theirillevels of sansfaction. Spe-
cifically, customers who called us in April and May o
report a power outage were able to experience the new
automated outage restoration system. As shown in the
figure at the right, in April and May more CSC callers
recall completing an automated transaction before speak-
ing with a representative.

B s e o B e e oz et M

The volume of calls to the CSC regarding outages
was roughly equal in April and May (and higher than in
March). More callers in May were repeat callers from
April, and this may be resulting in{iiJi levels of satis-
faction.

Trends in C3C Customern Who Recall an
Automated Trensaction Before Spesking with s
Rapresentative (QIC)

L]

o s e g L
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Itis also the case thar-usmmcrs who called
us in May about an outage rare the representative they
spoke with and the overall experience very posiuvely
(a 9-10 ratng on the 0-10 rating scale), as shown in
Figure A.

Figurs A

Trends in §-10 Ratings Among Qutage Callers
(Q47 and Q48)

L L i

;““Mn—-ﬂ"“

The verbatim comments of May CSC callers as
well as those who only used the VRU shed’some light
on customer concerns regarding their recent call. No-
tably, some customers report being quoted long res-
toration times. Others report wanting to know why
the power is out. Examples of some customer com-
ments are:

“Because of the phone mess. The first time [I
called], a person told me it would take 24 hours to
get power restored.”

“With power out three times in one week, some-
thing should have been done more quickly to get ser-
vice back on. One side of the street seems to have the
problem, while the other side is lit. It’s discowrag-
ing. I called the next day. They said it would be on
at 9 o’clock. They told the neighbor 10 o'clock. It
came on at 2:30 the following morning. I asked why,
she said, ‘I'm not an electrician.’™

"Because you have to keep dialing until you get a
compute- voice that gives you an answer. You aren’t
told why there is an outage. They told me it had
been reported,.the computer voice, but never do I
speak to a buman being.”

Focus on the Customer Selutions Center (cont.)

Industry research shows that many customers who
deal with their electric company about an outage situ-
ation cxpress a desire to know why the outage oc-
curred. According to Marker Strategies, Inc. (MSI),
customers are “comforted” to know that they are part
of a problem that 1s affecing many customers, no:
just them.

The May data also suggests that numerous cus-
tomers were calling us back (presumably to get a res-
toration update) this month, more so than in the past,
as shown in Figure B.

Figure

Percent of Customen One Call Versus

Maiing
Two or More o the CSC for thelr Recent Problem
or Quastion (Q48C)

Further, the survey data also suggescs that overall
CSC customers may be reacting to some of the nega-
tive press we have been receiving with the largest de-
cline in Favorability toward the company between
April and May. Notably, there was a
in the 9-10 Very Favorable response during that ume.

While the findings suggest that CSC callers were
reacting to the new automared outage restoration sys-
tem, they may also be reacting to external company
events. We will conunue to examine these findings
in the next few months and update you on whar we
learn.

@ FLORIDA POWER CORPORATION
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Department Results e

Customer Solutions Center

Energy Solutions™
Porpard of Comtamary Giving 7-10 Rating Parsarst of Custpmary Glving 110 Rate

Energy Solutions™ Stores High Bill Handling Phone Resolution

Parvard of Custarnars Divieng - 10 Roting o aia

i S B
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Walk-Thru Energy Audits Energy Management Contractors
Porsard ol Customors Oivirg P-10 Raling Parmedt of Cammarmars Givirng 910 Rusling
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First Half 1997 Performance

As of the June, 1997mr.whmmphudmym‘u

wnhufinunummmd:uurpaﬁwmmlnﬁhlpdl.
The 1996 survey activioes focused on providing an under-
mdh.nlhwwrammmmnﬂrhduumum The challenge for us as we enter the 4 Kalf of the

wighm,ldlnﬁh'inlﬁﬁmwl“ﬂhwwwm year will be to continue to show progress against our als in
ratings. The 1997 survey activities have focused primarily u.htof:hchndmmmmmm;whi;hek&dq
on tracking our performance, as well as idenafying how van- | .ge time of year. Further, external forces (¢.g., Crystal River,
ous activities we are ing are affecting customer opin- pmmmm.mlmumﬁnummlkemwrkhudm
jons of Florida Power. kﬂpnu:l-mruhld:mthuwmmwﬂpdl.

The following chart shows the Employee Ratings for all
departments for quarter one and quarver two, ranked on
the difference between the two quarters:

Rsoulis lov 1 = Q2

As of the middle of 1997, we have already met our goal ﬁﬁ-—m_
utions™ and Energy Solutions™ Scores. Manspement Szpport $1al

We d within one t) to meeting our Cus-
ikt > o7 . Overall Expenience ratings are illustrared for all departments

tomer Solutions goal. T
livery |ud1w¢unm1hn.l|oodpmpm on the following pages.




Department Results

Customer Solutions Centar

Pzt il Caiaengy Sy b Lty
100 r
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Energy Solutions™ Siores

Pores wl Loy (g §-15 Babury

High Bil Kandling Phone Resohution

tyunmt of Laamemme Qi § 1 iy

High Bill Handling Fieid Investigation
Pormt ¥ Cenlisay ey b1 My
L]
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Trends in §-10 - corea for Favorabliity,
Overall Experier ce, and Employee

o W Gam— sy b B
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The close relationships among the 9-10 scores on the
Overall Experience, Employee and Favorability ratngs con-
tinues to exist. Over the past year, the Employee Raring has
the Overall Experience Rating. [n

! Eploru Raring has m..eq.hm
the Favorability Rating while the Overall Expenence Ranng
has averaged Favorabiliry Rating.

We continue to explore the relanonship berween percep-

tions of customer contacts and overall favorability to deter-
mine their impact on overall perceptions of the company. We

will have more to report on this in the July FASTRACK.

€) FLCRIDA POWER CORPORATION




Department Results (continued)

Energy Management Support Staff Walk-Thru Energy Audits
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The June FASTRACK survey featured questions designed
to assess whether Energy Soludons™ Scores” customers are

interested in It also
included quesnons on of visinng an Energy

| Solutions™ Store.

! is a slightly higher preference for
of our lturu, buumqunqofﬂmlt

]uuau-r

pmmtnr

There is customer willingness to pay their Florida Power
| bill at other convenient locations, primarily at a supermarket.

Nearl current Energy Soludons™ Stores
visitors say ac a Florida Power
office. Thisre bill payers and D
of office visitors who come in for reasons. Thur

for Energy Solutions* Stores -

Customers were also asked to evaluate the convenience
of our office hours.
*  86% of non-bill paying visitors and 77% of bill paying
visitors say the current office hours are convenient for them.
Those who are not satisfied with the current hours want us to

sy open later on weekdays and open on

.

some
employee at these locatons.

that we have mwwmmn mmu&

Survey Information

* Poanie BN I i | Bowaed o Power

toad swath
¢

chestommees s Jim

For more information, please contact

Marketing Strategies Department

@ FLORIDA POWER CORPORATION
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Energy Solutions™

Energy Solutions™

o ol Constuczzy Gl §- 11 Butfng

Following the4iJllBD in the overall experience and em-
ployee raungs in May, we last rwo months
so that our year-to-dare score i for meeting our
year-end Energy Solunons™

Here are some of the longer term trends that are emerging
from our analysis of the departmental level results for the
Overall Experience Rating:

*  The score for the Solubons™ Sra
and has h:hm de

o :h;unlfwnﬂ#

in May
This has

and we

are sll

* The scores for High Bill Han iling have been fluctuacng
since the beginning of 1997.  he overall cend, however,
seems o a1 the ¢ v aulative score

*  The scores for Walk-Thru Audits have been significanty

@D for rwo months in a row, making the cumulanive
than it was ar the beginning of the

yecar.

*  The Customer Solutons Center scores hav or
two months in a row, following the Ma

*  The score for the Energy Management Contractors has
been relatively @ for three months in a row.

CONFIDENTIAL




Department Results.

Energy Management Support Staft
o Crumtmon ((etng I W Ratng

s 2 3z 3 §f
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Department Results (continued) Focus on Outage Callers

High BHi Handling Phone Resolution

Pt wf Commmara S, - 1l Rty

100
@-
&

»

High BIl Handiing Flaid investigation

=

2=

Focus on High Bill Customers

The summer generally means higher bills for our
customers. Since the overall rating is showing a downward
wend, we focus on these customers to determine how we can

is helpful and their high bill problem is resolved, most give us
2 9 or 10 rating. When either of these or both are not
accomplished, they give a lower rating. For some of the
customers who gave a 6, 7, or 8 rating on their experience, if
it were not for the Florida Power rep who kepr trying to find
a solution, the score might have been lower. Customers who
Ve us a 0 o 4 rating usually say chat there has been no follow-
through on someone coming out to check the meter, or no
solution has been proposed. The following quotes illustrare
customers' feelings:

“They seemed concerned with the problem that | bad for
over 3 weaks, did the readings wiren they said they would
and they didn't give up.” [Gave 10 rating]

“The overall rats wosld have been & 5, bnct the

person | talkad to mie feel loss strassad ost abowut mry bigh
bill. " [Gave employee 10 rating and overall experiencs an 8]

In July, we looked at the calling pacterns of outage custom-
ers o see if they are calling more than ooce. Here's what we
found about the 157 outage customen we internewed:

*  Most (77) called one time.

*  Many (41) called rwice; 27 of these were on the same day
and 14 were on a different day.

* 15 called 3 times; 9 on the mme day and 6 on a different dayls).

* 14 called 4 times, with 3 oo the same day and 11 on a
different day(s).

* 4 clled § tmes, all oa a different day(s).

* 4 called 6 times, coe on the same day and 3 on a different day(s).

* 1 clled § ames, all on a different day(s).

We rook a look ar the customers and bow they responded to
the overall ratings and the employee ratings. What we found is
that for the customers who called J or more umes, fewer of
them are very positive on the rwo key measures.

» e of Gumen Colis bn foiy "";"- $-10 Gvsmn] Bxtrrg
ree LLEN e
TeswEge . " o s
e s

In addirion, we looked at customens who used the VRU
and stayed on the phooe to talk with & rep. Here are some of
the rsasons why they did this:

»  They wanted to know the cause of the cutage (th:s is some-
thing we see a lot these das 1, particularly in non-storm
situations).

*  They wanted to ask quest ~as, usually abour why it is
taking so long 1o restore the power.

* They wanted to notify us that the power comes on and

goes off again. .
*  They think that calking to a person will get a betrer response
or faster service.

In looking at the January-June, 1997 data, 39% of outage
callers who used the VRU first -~v they stayed on the line to
speak with a rep. We also know that among CSC outage call-
ers who did not use the VRU first, the main reason (for 31%6)
is that they “just waneed to speak 1o a person.” Anodher 15%
say they were automatically ransferred to a rep while using
the symem. Clearly, there is a large segment of outage callers
that want the comfort of ralking with a rep sbout their prob-
lem. However, we don't know if this is because past experi-
ence suggest they get betrer service doing 80, or if they sumply
dislike or don't trust the VRU. We plan to examine this fur-
ther through the survey and some internal analysis of the our-
ages these customers have.

E—
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«The Chicken or the Egg”: Which What About Favorability?

Comes Firsi?
At the start of the survey each customer rates their overall
In previous edirions of the FASTRACK newsletter, we have opiruon of Florida Power ?n a 2et0 to ten favorabuity scale.
mentioned that we know there is a relsionship between cus-  p / question is designed to meazure their overall “gur” reac.
tomer opinions of us as & company and the perceptions chey o0 e company. However, among customers who con-
have of our service when they have a ransaction withus. In us, their opinions are heavily influenced by cheir recent
the July survey, we obtained some additional informanonthat . oenence. [f we survey customers at large, without neces-
will assist us in understanding chis relationship. sanily having a recent contact, theiwr opinions tend to be less
Tl'nefol]m;mphu-mdnbtpmnﬂ-w scores for  focused on expenences. We know this from previous research.
the overall experience rating, the employee ratng and the In the July survey we asked customers the reason for thew
favorability rating for customers each month. We notice that  favorabiliry ranng. .
the 3 scores trend quite closely which means there is some
relanonship among them. Reasons Giving a 9-10 Very Favorable
It is interesting to note that in July, while the overall rar- ;“ "
o POlAE, Ocl ey st el gt of e
one point. ibilicy s : perceptions of | . le are polite, nice, courteous, mendly (menconed
company may have kept the favorability rating from declining :;?mdﬁgm;li-mnuw
more. Another is that the employee rating stayed strong, ac- Prompt service, respond fast, done quickly (25%)
“ﬂ’m#m“‘wm“"“w Very helpful, cooperanve, went out of the way (19%)
all favorability rating. Work with you on the bill, payment extensions (12%)
Never had any problemas (10%)

denlnl-!lluruhr!%
Overall Bxperionce, snd Bmplayes Reasons For Giving a 6-8 Somewhat

[y —— o — Fovorable Rating...Top Mentions...
® *  People are courreous, pleasant, very professional,
o friendly, efficent (18%)
*  Never had a problem (17%)
“ *  More expensive, bill is too high (13%)
= * Took a long time to come out, don't get fast enough
service (11%)
*  Service is good, they did thewr job well, they're
dependable (11%)

® A lot of power outages, have frequent glicches (10%)

Reasons For Givir j a 5 Neutral
Roting...Top Meni ons...

The majority of customers rate the entire expenience lower o poo i rense rates too high (27%)
than they rate the employee. Some reasons foe this include: Slow to restore power (22%)
*  Not satisfied wath them, corporanon needs improvement

*  They blame the pany for employees who arrive late (11%)
or not at all. = *  Brief interruptions, surges, numerous outages (11%)

*  They are dissatisfied with the number of outages or the ~ *  Rather talk with & person (10%)
. :ﬁ;&tmmmm Reasons or Giving a 0-4 Unfavorable
*  They blame the company for employees who don't do Rating...Top Mentions...

what is needed the first time, raquiring another person
to get involved.

Rates are too high, prices unfur (26%)
Power goes out once a week, too many outages (25%)

L ]
-

*  They dislike estimated merter readings. ®  Takes them a while to get power back on (13%)
*  Dimsnsfied with billing procedures (13%)

Usually, customers are pleased with the last employee they
dealt with. Further, some of the things they blame the company
for are out of the control of front line However,
others are not, such as doing the work right the first time, and
armiving on ume or calling when that is not possible.

'© FLORIDA POWER CORPORATION
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Energy Solutions** and Departmental Performance

CINERAI TN INANERY

With only four months left in 1997, as a company we are
on target with meeting our 1997 goal. After a significant @
@i July in the Energy Solutions®™ score, we have g
help us maintain our overall level of perfor-
mance against the year-end goal.

Of concern, howevez, is the finding that rwo areas are
facing challenges as we enter the last quarter of the year. The
Mass Markets group has, for two months in a row, been rated
somewhat lower than jn previous periods. As & result, this

group is still reaching its year-end goal.
Although it not affect the Energy Solutions™ overall
score, the Energy Delivery year-to-date cumulanve score of

year-end goal This business unit
has a "good month™ followed by a "not s0 good month™ which
means that the scores across the year have been essennally
flar. With the October FASTRACK survey we will launch ad-
dinonal interviews for each of the operaring centers ro isolate
some of the customer expectations regarding service reliabil-
ity and restoration. As r result, Energy Delivery can berter
focus actions on parcs o the service area where we are not
meeting customer needs « well as we should.

Performance Against 1997 Goals

T 71997 Goal

3 e 1
§ et e =
— =
Mass Markets Gos
’ e Tdaal: =0 e i T
T s
m g % s ~ =1
P A= A= e R
Energy Dellvery, Goal J4ii %

- R R A S e AR
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Department Results

Energy Management

The performance for the three departments we track are
very different from one another, While the overall expen-
ence rating for the Contractors has improved each month in
one-point tncrements since April, the scores for the Support
Seaff and the Field Coordinators continue to bounce around.
Currently, the Field Coordinaror scores
than in July, while the Support Staff scores remain within a
fairly narrow range o the overall raring.

Based on the proportion of less than positive scores, there 1s
room for improvement on “following through on what they say
they will do” for the Support Staff and the Field Coordinators,
and *handling your needs efficiendy” for the Support Staff.

Due to the facr that these service interactions often in-
volve more than one group of employees/contractors, we need
to keep in mind that customers expect consistency from us.
The following comment illustrates this point:

*Because they weren't precise. | called, and the first per-
son referred me to a second person, and then a third person
referred me to a busy person, to tell me the same thing the first
person told ma. The first person should have been imformed
enough to handle rry problems.”

Energy Managemaent Bupport StalT
H:d!-\—l-tu-

Energy Menagemant Conlrectors

Pt o Comanmey Suteny B 18 By
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=
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Walk-Thru Energy Audits

res, the August overall
expenence due pnmanly to cus-
mmrepornn‘difﬁnﬂdnmmlﬁdu:hﬂﬂed{ﬂhnga
while for someone to call them back ro schedule) or wainng a
while for an auditor to come out to the home. Addinonal analy-
sis of the Walk-Through Audit findings shows thar:

After two months of

* Compared to the first seven months of the year, many

more audit customers say it took @S or more for
someone to call them to schedule the audit after ther

initial contact with the company.

. Only.n’ August customers say they were very
satisfied with ' ¢ ume they waited for someone 1o call
them to sched . ¢ the visit, compared wit in
previous moniis.

*  From the point they scheduled the visit to when someone

came out, many more customers in AUgust say it took
more th..nd ennon, compared with

previously).

We'll continue to monitor these findings to see if we are
able to berter meet customers’ scheduling needs in the furure.

Wailk-Thru Energy Audits
it o Loy Gty . |0 mong

=
- i
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Ever notice how you remember lirte facts thar you hear on game shows like Jeopardy? The reason s thar when you
have to answer a question and think about it, you tend to recall the answer longer. Here s a short quiz to test your
knowledge of how we have done over the past year in terms of our performance on FASTRACK.

Q1. The year-to-date cumulative overall experience | @3, Considering the results for all the departments

rating for Energy Solutions™ is currently at togsiher, what is the number one reason for
@ What was the starting point for this customers giving us a 9 or 10 rating on their
rating in August 19967 overall experience with Florida‘Power?

a  Our people are nice, courteous, polite and fnendly
b. We are very fast, efficient, and are there when
they need us
¢ We are helpful, show concern, are cooperaove,
@Q2. When we look at the trend in Favorability, the and go beyond the call of duty
Overall Experience Rating, and the Employee d. We taks care of everything and do the best

Rating, which of these statements is true? we can
All of - e above

None f the above

poe

™ n

a. The Favorability rating which reflects people’s
general opinion of Florida Power is very
different from that of the Overall Experience
and Employee Rating because these measures (Ansiwers are upnide down)
are not related

b. The Favorability rating is higher than the other |

WO raungs [
¢. The partern of scores for the three ratings is | _ o
‘ =
—

very similar; they tend to move together.
Survey Information i

s : Bu eodopdw g PUT 'eouSedI] [TRUSAD
e T T isizeh Ritiresonn 4 10) 905008 0}-8 W SPUSLL

L L N R R R R R R
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The overall CAS score is a weighted index of four
performance factors that have a significant impact oo
overall custorser assessments. The change between Fall

1996 and June 1997 is ogous to FPC receiving 2
from customers of the Fall and a grade of

attwpmmt study.

June's telepbone survey was conducted among a o

section of Florida Power residential customers from June
11 to 18, 1997. In total, 250 interviews were conducted.

Perceptions regard 1g FPC's

are larjcly responsible for
er assessments.

* Sugreiapeary arlarars Vo pr pare

! Bgedcaly Garwy il e e
FPC's overall performance indicator known as the  While 's score on
Customer Assessment Score (CAS) bas m
ﬁsmce Fall of 1996, when a ormance fiened, but did nor
survey among 620 Florida Power residential

significantly change.

customers was conducted.
....................

.
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This score is determined by customer responses [0 FOI‘JJ" Factors Impact

four related questions:
e Operating In An Open And Honest Manoer Customar Opfnfon

e Consistency [n Word And Deed

e Ensunng Furure Energy S':h'e::
« FPC's Management Competence

On each Co te Competence I[ntegri
dimensign,
since Fall 1996 - npow sccounting

A factor's relad i o overall customer

assessments 5

The U.S. and South Atlantic CAS norms are establisbed linear - as a factor : Il
assessment. Working to improve a CAS factor works

by the RKS National Residential Customer Assessment

Survey. This semiannual survey is conducted among 2 to improve customer opinion overall.
cross section of U.S. residential electric customers,

consisting of 2000 or more interviews of household

heads each year (1000+ interviews per wave).

¢-||-|-u.Il.a-.lonootnlcollnooq.-tllcunli-lCi-ll (IS TR RN TR L

l..u.ccanccmaor.---tll-n.llll-!!'l-...---ll'
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BROADCAS Page 3

FPC CAS SCORECARD Fall 1996 | June 1997

Prics Percepnions
Customer [nteracnon
Competence and Integniry

Power Delivery : A ‘a
Overall CAS 5

L st v Oamee

it 1

Research Solutions Provides Monthly Insights

BROADCAS summarizes major findings flowing from a
new residential monthly tracking survey, commissioned by
Epergy Solutions™ this June. This edition is the firm
published newsletter of the survey's findings. Other g
.editions will follow on a monthly basis. i

Research Solutions’ goal for BROADCAS is to deliver up-
to-date, actionable insights regarding FPC's residential

customers.

AShaay e ﬂ-ﬂh_ ”:_‘“:-_ atact .Jﬂ"“ 'E.;E.r: -":h C:
FEar; Stu Cagleat 2314598 ==
s -y
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Energy Management EM Program Communicates

CUStDﬂTﬂrs— Concern fo FPC'’s Customers




JUNE 1997

eroapCAS phisind

Energy management customers are also more likely to
feel that FPC is concerned about them as individual
customers than non-participants.

Concern

Customers Perceive

-.I.Ii'illillll-."'l-il-'.l...l.l.'I.tillﬂ'l!!llllli‘c.ll.l’lii'li-- sraEsEsEEEEEERENE URASARARRERERERRRS
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eroapCAS .

Interruptions Customers They share the same profile s their non-losd

- ' management counlerparts oo all aspects except age.
are

Energy menagement program  participants
spproximately five years older.
Energy Management

Baseline

Appilance Interruption As pln'of June's moanthly tracking survey of .rmd::n:u.l
Most and Least Inconvenient customérs, additional interviews of FPC's energy
- .. massgersemt and Don-cneTgy management customers
were conducted. June's survey included s randomly
] mos selocted sample of 137 energy management CUstomers
B Laese interviewed between June 11 and 18, 1997, CAS scores
were developed for both customer groups. Energy
managemen! program participants were also msked a
series of questions relating to program satisfaction and
tolerance of program change. These data will establish
g baseline of customer opinion among encrgy
management and nog-energy MAnsggRent Cuslomers
that can be tracked over time. '

:\POR MORE INFO! MATION regarding

Tolerance of Interruptions -
Increases When for Common | 2t mm o e e
: Mr. Stu Cagle at 231-4598.

Good

Keeping electric prices down for all customers is a
strong incentive for accepting more interruptions,
according to many customers (66%).

Energy Management Praﬂo
Energy management customers in this moanth's survey
generally:

FE BAASSAEERRE RS B8R ES
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The CAS is ¢ weighted index of four performance

factors that bave a rnnt impact on overall
customer assessments. ‘The highest score possible is 4,

while the lowest is |. :

The change between June and July is anclogous to FPC

receivin from customers u-‘m June and a

grade o the current study.

July's survey was conducted among a randomly

selected cross section of Flonda Power residential
In total, 100

customers from July | to 3, 1997.
interviews averaging 10 minutes were conducted.

ot — e

! Percent of Positive Ratings
— June
FPC's Ovennll CAS

Customer Opinion

Residential customers in Jul
Overall Customer Assessment

[ Overall CAS™

i
< S—

--------------------

B o

Eacellent or Preity Good
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BroOADCAS My

customer Loyalty (D

June’s result.

Perceptions of Customer

Concern

As noted. opinion on FPC's Customer Interaction
shows signs © ile opinions on each

dimension are the most
in the area of customer concern.

FPC Shows Concemn

Customer i on other key asscssments.
| B T

Four Factors Impact on Customer Opinion

Overall customer i wnfluenced by four specific factors of
FPC's performance. \s one of four performance factors that has a si ificant
er ﬁ

u:niac: on residential opion.

--------------------
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CAS wei

its ability to influence cusiomer

A factor's relationship to

TEEEE TR E R L
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JULY 1897
Page 3

optnion.
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CAS"™ Scores Return to June
Level

R.nidmﬁll customer opinion ufFPC—
d w

Renidential CAS*™ Score

The CAS is a weighted index of four performance factors that
have igni L overall customer asscssments
The highest score possible

The change between July and
jving a grade from customers o
the current study

s analogous to FPC
July and a grade of

in onc

on two . with a
(shown on page 3)

August's survey was conducted among a randomly selected
cross section of Florida Power residenual customers fom
August 1 o 5, 1997. In total, 100 wterviews averaging 13

minutes were conducted.

--------------------
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sroADCAS

R C o tinues to Fluctuate
W“_’ ugust an 1o QU

Opuuon of Flonda Power

-

Customer Perceptiops of FPC'

There is also an increasing trend for cust 1o
respond that FPL ‘s rai®s are

Fa

EffortsTo Reduce & Contain Costs
PERCEPTION OF ELECTRIC RATES POSITIVE
COWerma hard CODoss Asl werk RATINGS
June July August

L.IJ
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Four Factors Impact on Customer Opinion

the monthly residential tracking study, please contact
Mr. Stu Cagie at 220-2441.

N\ Y
__.‘_@’,- FOR MORE INFORMATION regarding FPC BroadCAS or

GEBSERE RIS SERSRREERRERE "
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Customer Opinion (RN

Residential customer opinion of FPQ

PC Customer Assessment Score™

L el as e LU 1 LAS

shight is noted on
final residenfidl factor score.

factors that have a
customer assessments C

amigeat Bile

l
:
L

September’'s Overall CAS and factor scores are
not statistically different from August’s results.

The change between
August and a grade o
September's survey was conducted among a randomly
from September 2 to 5, 1997. I total, 100 interviews averaging

selected cross section of Flonda Power residennal customers
10 munutes were conducted.

-----------
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sroApCAS

Opinion of Power Restora tion (B )

Eﬁmt&huguﬁmdin; of As the number of reported outages decrease, excellent
se tnterviewed in September say that

ratings of how quickly FPC restores clectnaity after an

an
excellent job of restoring their electricity quickly: outage increase dramancally
Number of Qutages Vs.
Excsallence in Restoration
s Average | Quick Power
Number Restoration
_"‘ ot o5 % ent)
o AR e
. D
Bapl 4
August
Sept.
Total

Awareness of Deregulation Continues to Increase
Cmmmummnﬁmﬂy,mw Aware Of Plan That Allows

of electric industry deregulation continues to increase: Blectric Companies To Compate
UvmﬂmmofdcrmhdmmmminlW?m e
FPC's residential customers (34% June through Seprember) contin-
ues to be slightly below the U.S. average (40%).

lllllllllll #Gl‘III".ll.lili.l"...'l'..I.'-l‘.'""“l."
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sroaApCAS

Four Factors Impact on Customer Opiniun

Customers Consistent o,_
Continuing a trend established in the Fall IMW

muFPC‘sdumicm:ﬂilmcmdimtwhm.mﬁ:h
price they pay:
Scpu_:mbcr'! reading

previous months' oven

.\\ 'y FOR MORE INFORMATION regarding FPC
.~ BroadCAS or the monthly residential
tracking study, please comtact
Mr. Stu Cagle at 220-2441.
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ENERGY DELWEHY YEAR-TO-DATE REPORT 1997

COMPLAINT L5 AREA OF INFRACTION| AVOIDABLE/
NUMBER | MONTH RCVD|  CUSTOMER NAME COMPLAINT TYPE REPLIEDBY | RESPONSIBILITY| YESNO | UNAVOIDABLE
Service Relaled:
8-157478 January _______|Frequent Outages ApoplaE2 O Unavoudable
Service Relaled:
18-160225  |February —____ |Frequent Outages ApopkaEBO Unavoidabie
Blling Related: Meter not  |Apopka EAOMM
26-162832  |Fe ... |Recording within Standasds |& Crecit Unavoidabic
Service Relaled: }
29-164381 |March - Frequent Outages Apopka E & O Unavoidable
Service Relaled: Frequent
39-119597  |April Outages Aponk- ' Unavoidable
Service Related: Frequent
41-170981 May Outages Apopka E & () Unavewciabie
Sérvice Related: Easement |
68-177552 June Problem bw& ERD o0 v e L e
Service Relaled: Frequent
73-178321  |July Outages {Apopka E 8 O . Uinavoslibie
Service Relaled: Frequent | ,
76-178881  |July Outages ApopkaEA& O i Unavoudabile
Senvice Relaled: Fraquent |
B1-179469  |July __|Outages ) Apopka E & O Apopka E & O | Avoidable
Sennce Relaled: Frequent
83179572  |Juy _ |Outages Apopka E & O
Service Relaled: inadequale
89-180598  |July Tree Trimmi Apopka E 8 O
Service Related: Delay in
33-166873  |March __ |Connecting Initial Service  |Buena Vista E&0 Unavoidabie
Service Relaled: Delay in
56-173743  |May Connecling Intial Service  |Buena Vista EA0 Unavoidabie
” Service Relaled: Servica
61-176161 |June improperly Disconnecied Buena Vista EAQ Unavoidable
Service Relaled: Fadure To
Respond To Cuslomer
115-184031 |August Inquiries Buena Vista EAD
Service Relaled: Frequent
120-184828 |August Outages Buena Visla EAO
Y7
** Repei




COMPLAINT
NUMBER

3-154655
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" ENERGY DELIVERY YEAR-TO-DATE REPORT 1897

58-174567

74-1768313

16-159774

46-171594

53-172656

64-177008
66177043
91-180789
98-183200
85179903
99182004

101-182188

102-182233

g

a7
** RHepe:

Bl sty |tncter  wemsen] s
CwE&D N Unavoidable
DeandEsO | __ |Unavoidable
DelandE & O N Unavoidabia
Jamesiown EA0 = (N |Unavoidable
Jame-' .1 T80 . _|N |Unavoidable
[Jamesiown E&O . N___ |unavoidable

B MEED ) Unavoldable

) WEIO _ : N_. __ |Unavoidable

. Jimuhgnggﬂ N ___ |Unavoidable
Jamesiown E& O __ |Unavoidable
MEID '\'25—5044{3! -
Jameslown ERQ B
JameslownEA&A O N Unavoidable
JameslowmnEA&A O Unavoidable
wJameslown E& O Unavoidabla
JamesiownE& O Unvoidabla
Jamesiown E & O Unvoidabile

Service Relaled: Frequent
Oulages Jamesiown E& O |

Pag:




FLURIUA FUBLIUC SERVICE COMMISSION INQUIRY ACTIVITY
ENERGY DELIVERY YEAR-TO-DATE REPORT 1997

COMPLAINT ) i ame ... |'" AREAOF |INFRACTION| AVOIDABLE/
NUMBER | MONTH HCVD|  cusToMER NAME COMPLAINT TYPE REPLIED BY | RESPONSIBILITY | YESNO | UNAVOIDABLE
Service Relaled: Frequenl
103-182411 |August Outages _ [Jameslown E& O Unavoidabie
Service Relaled: Frequen 1
105-182528 |August ____|Outages _ [Jamestown E 8 O Unavoidable
Service Relaled: Frequent
107-182778 |August ___|Outages ____|JamesiownE& O Unavoidable
Service Relaled: Frequent
109-183071 |August Outages Jamestown E & O
114-183980 |August Recording Within Standards [Ja~ - .1 8 0
Service Relaled: Sireel ! !
Light/Outdoor Lighting ’
1-153809  |January Outage |Lamwmm,ean lake Walss FR ) N Aviwiabia
Badling Relaled: Inaccurale :
100-182106 |August Meler Readings Lake Wales E & 0
Service Relaled: Frequent
110-183211 |August Outages Lake Wales E 8 O |
Service Relaled: Frequent
77178957  |July Outages Monuicello E & O Unavoidable
Service Relaled: Frequent
78-178954  |July _|Outages Monticello E & O N Unavoidable
Service Relaled: Frequent
96-178956  |July Outages Monticello E & O Unavoidable
Service Relaled: Frequent
94-181762  |August Outages Monticello E & O N Unavoidable
Service Relaled: Vollage
113-183888 |August Standards Not Met Monlicelio E & O
2 Service Relaled: Easement
13-154063  |January Problem OcalaE&O N Unavoidable
Service Relaled:
24-162093  |February Frequent Outages OcalaE& O N Unavoidable
Service Relaled:
25-162810  |February Frequent Outages OcalaE& O N Unavoidable
Servica Relaled: Delay in
50-172402  |May Connecling Initial Service  |Ocala E & O OcalaE& O Avoidable
/897
** Heper
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TTm T w e rmmrww Ty NVAUINT AL TIVITY

ENERGY DELIVERY YEAR-TO-DATE REPORT 1997

COMPLAINT . , Lo | e ; AREAOF | INFRACTION | = AVOIDABLE
NUMBER |MONTH Hovp| _custosieh NAME | | oA vee . | mepLien by RESPONSIBILITY | YESNO | UNAVOIDABLE
Service Street Light
54-172973 Ouldoor OcalaE&0Q OcalaE& QO Avoidabie
May __ {Outdoor Lighting Outage 0 |0 - A
59-175131 |wune SoltyProblems ~ OcalaE&0  |OcallE80 . Avoidabie
Servica Relaled:
60-175254 .hnu__ o FWW __Ch:ﬁEgQ__ N Unavoidable
Service Relaled: Frequent
79-175363 Outages __|OcaleE&O0 Unavoidabie
B Service Relaled: Frequent ) i
93-180828 | July E_E Ocst £ £ O Unavoidabie
10-158020 Meler SLPeleER O N
)_ |January ‘"‘M'TinT L 0L . Unavoidabie
47-172120 May . WQI%M" SLPeleE&C N Unavoidabia
Smﬂdahd:ﬁmm
72178147  |July i Outages o Sl._PutpE&D_ N Unavoidabla
Samﬁﬂiad:ﬁ‘w
87-179653  |July Outages s SLPeteE&Q ) N Unavoidabie
Service Relaled: Frequent '
112-183879 |Augusl SLPele E&O
Service Relaled” Frequent
14-155634 | January Outages ) 7Springs EA O N Unavoidable
Service Relaled: Frequent
97-181854  |August 7Spings E& O N Unavoidabile
Service Relaled: Inadequale
69-177730 |June Tree Trimming Walsingham E&0 N Unavoidable
Service Relaled: Frequent
108-180815 |June Oulages Walsingham EA0 |Walsingham E&0 |N Avoidable
897
" Hepea
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CUSTOMER SOLUTIONS CENTER YEAR-TO-DATE REPORT 1997

BILLING
NUMBER colbLAMT Type REPLIFD BY| RESFONSIBILITY . | UNAvODABLE
Service Relaled: Delay In Floco
20-161485  |Februs Being _ |Unavoudable
37-168660 Unavoidable
9/8/97
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CUSTOMER SOLUTIONS CENTER YEAR-TO-DATE HEPE;.'I!.?-'I-' -1997

(COWPLAINT : AREXOF | INFRACTION | AVOIDABLE
NUMBER | MONTH RCVD| CUSTOMER NAME COMPLAINT TYPE REPLIED BY| RESPONSIBILITY YES/NO UNAVOIDABLE
CREDIT

Service Relaled: Service '

2-154148 January _ |improperty Disconnecied Cradit N Unavoidabie
Service Relaled: Senvice

4-155608 January _|'\mproperty Disconnecied Credat N Unavosdable
Billing Related: Excessive

5156384 January Deposit Requesied Credit N Unavoidabile
Biling Relaled: Improper or No

6-156639 January ___|Delinquent Notice Credit N Unavotable
Service Relaled: Service

9-157881 January improperly Disconnecied Credh N Unavosdable
Béling Related: Biling Wrong .

11-157748  |January Cuslomer |Credd N Vinavostabie

19-160673 February Disconnected Credd N Unavisdalie
Service Related: Delay in .

21-1616011  |February C C initial Service Credu N Unavoxdabie
Connecting

281639151  |March Deposit Not Refunded Credit N Unavoidable
Baing Relaled: Billing

31-1651221  |March Wrong Cuslomer Credit N Unavoidable
Baing Relaled:Excessive '

34-166873  |Apnl Deposit Requesled Credi Call Center Avoidable
Bling Relaled: Not Receiving

36-168477  |April Monthly Bilis Creda Unavoidable
Billing Related: Biling Wrong

38-168957  |Apnil Cuslomer Cred Css Y-256020  |Avoidable

. Biliing Relaled: Improper or no

40-170335 | Apnil Delnguent Notice Credit Unavoidabie
Biling Relaled: Incorrec! Past

43471151 [May Due on Bill |Credit Unavoidable
Service Relaled: Delay in

49-172130 May Connecting Intial Service Credil {Unavoidable

9/8197
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CUSTUMEFI SOLUTIGNS CENTER YEAR-TO-DATE REPORT 1997

** Repe

MUMBER | MONTH RCVD| CUSTOMER NAME COMPLAINT TYPE . |REPUIED BY| RESPONSIBILITY UNAVOIDABLE
CREDIT

Biling Relaled: Excessive

51-172476 DepositiRequested ~~  [Crecw Unavoidable
Biling Felaled: Improper biling

S7-173448 thngrgngDNgﬁm Credit Unavoidahie
Biling Related: Excessive )

7177977 Deposit Requested __ |Creda_ . Unavoidable
Biing Relaled: improper

B2-179490 Improperty Disconnecied Crecit Credt Avoidable
Biling Related: Improper Billing o

B84-179826 for Fraud or Current Diversion  |Credt Unavoidable
Service Related: Service o =

B6- 172955 ert wﬁ_ __|Credit Unavoidable
Service Related: Service

88- 180214 operly Disconnected  |Credit Unavoidable
Biling Related: Not

104-382382 _|Disconnecied on Request _ |Credit Unavoidable
Béling Relaled: Improper of No

106-182624 _ | Delinquent Notice o _ |Credat Unavoidabie
Billing Relaled: Billing Wrong

117-184361 Customer _ |Creda -

YamlT




FLORIDA PUBLIC SERVICE COMMISSION INQUIRY ACTIVITY
SOLUTION STCRES YEAR-TO-DATE REPORT 1997

COMPLAINT e N AREA OF FPSC'S AVOIDABLE/
NUMBER COMPLAINT TYPE REPLIED BY | RESPONSIBILITY RULING | UNAVOIDABLE
Billing Related: Not Disco Sebring/Call Cti/ Y-25-6.083
15-159278 onRequest =~ == Bling ~ [56000 Avoidable
Biling Relaled: Payment Not Longwood Longwood Solution
55173736 Pnggq____________ L Sah.lmSuu Slores - - ___|Aveidabie
= e
85-181767 |/ _M@"Iﬁ_!%__ (_:lumlarSlup Solution Stores N _ |Unavoidabie
Service Relaled: Servics
118-184719 Wm Solution Siores
9/a/97
"“Hepeat




FLORIDA PUBLIC SERVICE COMMISSION INQUIRY ACTIVITY
-_-.Pwm MARKETS Y mhm-._.o.u ATE mmam._. 1897
O]

ol i * AREAOF FPSC'S | AVOIDABLES )

e 35.....5:3 Exhuﬂ RESPONSIBILITY | RULING | UNAVOIDABLE
Biling Related: Meler Not

| Recording Within Standards MassMarkats | . N |Unavoidable

Bling Relaled: Meler Nol |

Recording Within Standards | MassMarkets | ((N__.  |Unavoidable
Biling Felaled: Meter Nol |

|| s | ) Unavoidable
Service Relaled: Rale

information Not Provided __ |Load Management |Mass Markets N Avoidabie
Billing Relaled: Meter Not

Recording Within Slandards |Mass Markets Unavoidable

mmmmm




FLORIDA PUBLIC SERVICE COMMISSION INQUIRY ACTIVITY
CUSTOMER SOLUTIONS CONSUMER AFFAIRS

YEAR-TO-DATE REPORT 1897
NUMBER | COMPLAINT TYPE _ | REPLIEDBY |RESPONSIBILITY| YESMO UNAVOIDABLE
70-175357 Genealinformation _ |ConsumerAttais |y - |Unavoidable
120-184828 |/ General information Consumer Altairs N Unavoidable
aem7
**Repeal

Page |




FPSC Infraction Report - January (1996 Rulings)
Complllnlnt:—

Complaint: Customer says the following:

" She has been complaining for several months about her meter not being

read.
2. She continues to get estimated bills for different months.
3. Due to the continued estimated bills, she was being underchargad

according to FPC.

4, On May 28, 1986, her meter was switched. She called the company and
asked why? ....the reason she was told was “they placed a new meter that could
be electronically read from the street.”

5. June and July’s bills still were estimated bills.

6. Customner called the company again. She was told the scanner was not

picking up the meter reading.
On October 14, 1896, another meter was put in place.

y &
B. Customer received a call from the company stating that she had been
undercharged. She would get an adjusted bill which reflected the amount that

she had been undercharged.

8. Customer wants a break down of charges of the ac 1al readings and not
lump sum charge.

10. Customer can never get a clear answer as 10 her bills.

Summary: eter was estimated from September, 1895 to

February 2, 1996 when FP obtained a good reading. FPC installed an ERT

meter on May 28, 1986. Unfortunately, there was a malfunctioning chip in the
nal estimated bllls for the months of

newly installed meter resulting in additio
August through October, 1998. The ERT was changed out on October 13, 1996
and a rebill was sent to the customer on October 18, 1986. On October 30,

1996, FPC received the FPSC Inquiry.

& 6.099 - “When there is sufficient cause,

that with the third consecutive

e customer explaining the reason for
rder to obtain an actual meter

Rule Violatlon: 25-6.100 (3)
estimated bills may be submitted provided

estimated bill the company shall contact th
the estimated billing and who to contact in o




reading. An actual meter reading must be taken at least once every six montns.
and “Unless special circumstances warrant, meters shall be read at monthly
intervals on the approximate corresponding day of each meter-reading period.”

Compisinan R

Complaint: says that his service was disconnected toc2y because
the company says that quested service disconnection. He says
that he applied for service three weeks ago and paid a deposit and he wants the

service restored immediately.

Summary: Customer called Flcrida Power on November 26, 1996 lo advise that
sarvice had been disconnected per the previous occupant’'s request (the builder).
A new account was established for thFlpolﬂ was billed and a
reconnect was issued for the following day. Hﬂlaﬂ back and

advised Florida Power that they were living at the residence and needed service

immediately. She said that she called on November 8, 1886 to have service
placed in their name on November 21, 1896 and that screening was
performed and the deposit was waived. Arn investigaticn o

port reveals that Florida Power did make an inquiry on November &,

96 and according MWIM for the P
Although FPC has no record 0 | on November 8, 19596, the
service charge and initlal deposit was waived.

Rule Viclatlon: 25-6.020 - Record of Application of Service. “Each utility shall
accept and keep a record of each application for service within its service area.

The record shall show the name and audress of the z--licant, date of
25 wheare service is nol

application, date service is desired and, in those insi:
initiated promptly, the reason for the delay. Such rec 5 shall be preserved
until service is made available or as otherwise provicza under Rule 25-6.015(2)."

Complaint: Customer says she reported her security light out on December 26.
The light has not been repaired yet so she cailza FPC this moming and was told

it would not be repaired today.

Summary: Records indicate tha :-oned the street light outage to
Florida Powsr on December 26, 1996 and acz - >n December 31, 1996. After

receipt of the FPSC Inquiry, the light was rezz. =4

Rule Violatlon: Company Policy - Florida =:.ar responded in @ manner that
was not consistent with company policy whicn s:ates “Replacement of lamps of




Company maintained fixtures will be made by the Company within 72 hours after
the Customer notifies the Company that the lamp is bumed out.”

Comptainant: o

Complaint: Customer said that the company lost her Novembar payment of
$336. She did not realize this until she received her December bill. She called
and was told to fax a copy of the canceled check. She faxed front and back
copies of the check to Elaine Rogers on November 15th. She called and Chuck
told her not to worry that all would be straightened out and she was in no danger
of disconnection. Customer's 72 year old mother resides in the home and while
customer was traveling on business two weeks later, the power was
disconnected. Customer called from New Jersey and was told to start the
process cver again as the company could not find her faxed copy of the check.
Her mother had to search the home in the dark for the check and go to a
neighbor's home to refax it. Customer was told that there would be no
reconnection fee charged. The $338 credit showed on her bill but then the
company added in the reconnection fee. Customer belleves that as the
company so mishandled her account that the connection fee should be waived
and that she should be reimbursed for the $85 in long distance fees incurred as
well as $150 for the holiday food that was lost in‘her refrigerator. She was rudely
treated and no one ever apologized for the mess made of her account.

Summary: On November 15, TQBB.W FPC to advise she had
mailed her payment. The representalive a at payment was not received

and that she should fax a copy of the canceled check to Elaine Rogers in the
Credit Department. The representative then noted the credit extension with
these comments. On December 3, 1956, neither payment nor a copy of the
canceled check was received so service was disconnected nt 9:30 a.m.

W led FPC at 6:00 p.m. The representative issue« a reconnect and
requested a faxed copy of the check. A copy of the check v.us received at 6:42

p.m. on Dacember 3, 1996. P was restored at 7:00 p.m. that evening. On
December 4, 1998, ed RPC and requested to speak to a
supervisor explained that the payment was misposted to

ccount,

supervisor. The FP
the wrong account and was immediately transferred to
She also apologized e inconvenience and offered to removed the $27

service charge. ived her November bill on December 16,
1997 which included the service charge. The service charge was remaoved
on December 23, 1997 and the FPSC inquiry was received on December 30,

1996.




Rule Violation: 25-6.100 (2) (c) (9) - Customer Billing: “(2) By January 1, 1983,

each customer’s bill shall show at least the following information:
(c) The dollar amount of the bill including separately: (9) Past due balances

shown separately.”
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[ FLORIDA POWER CORPORATION - AUGUST COURTESY CALL REPORT

Account |  FPSC | Handied Prior Respons;
Cuslomer Name Numbaer Type | Analyst by Satsfied  Conucr By
=S GI-08 1 John Carol Yot Yeos Mass Mia=
b N GI-99 Heat Pump Prog.  |Shitey | Carol Yos ™ Mass Mty
= a-03 Ruth IRta ‘No You RAita
- GI-89 Depos | Elan | Mpdigsa Yas ING Menssa
) ] al-03 INosle  |Meliges Yos ‘No Matssa
_. Q-0 i Ruth |Carcl ‘Yo 'Yea Caroi
] GI-89 New Acct | Ruth | Motissa Yes 'No ™
s 1GI-99 Inside Trouble | Auth IKimberty | [ EAC
) |GI-99 Trew Trim | Ruth [Molissa  |You IYes EAD
i |GI-99 Can Reach FPC_ |Sam | Carol INo No ‘Carol
I GI-99 Lightwaichman | Ellen IMetssa _ INo Yos EAD
] 'GI-99 Mowing of Ease. | John IMokissa Yes ™ Transmisscr
)} 1G99 New Acct 1AL IMalsss INg Yos Mpkissa
b | 1GI-09 Bl Due Date = IKimbeny  'Yes No Kimberny
) !GI-99 Disconnect | Nosia (Kmberty  'Yea INo Crean
il IGI-9Mowing of Subst  (Carmen | Carol 'Unknown 'Unknown  Transrssicr
) ‘G103 i T Yeos No Tvn
—-.-1 ‘Gl-8% Surge ProL Svo | KAt | Conree Yes 'No Masgs Mitg
mlll 1GI-89 Disconnect 'Ruth [Kimberty  'Yea 'No Kimbay
- |GI-99 Billing Inquiry | EBen [Meolissa Yoo No Metssa
) | 1Q1-03 ; [Molasa  Yes ‘No ‘Mokssa
‘ | GI-03 1 Sam | Carol Ve No Cari
0 'GI-99 Verily Pt Rcvd | Ruth ICarol Yes o Carcn
b | 1G1-99 Late Foe | EBan [Kimberty  'No Yeu Kimoeny
) @ 1GI-03 Elen |Carol Yeu Yeou Carol
) 1G1-89 Inc. of Dep Ellen |Carol Yeos Yos Carol
= — N 1GI-08 Cut for Nonpay iBhiney | Carol iYes Yeos Carot
F |@I-08 i John | Pta |Unknown  Yea Mass Mitg
T iGI-88 Verity Pmit Revd John | Malissa IYes IYor e
S =} ! | I |
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CUSTOMER JNTACTS
COMPLAINT RESOLUTION - AUGUST 1997

EXECUTIVE OFFICE CALLS

Direct - Concern Call Taken By | Ca#l Duration | Prier Contact Depl. | CusL Salisfied
FuelRelund ~ |Cardl ) ! -
Deposd - initial Caml ___|9Minutes  |Yes . No :
FalRelnd =~ JCad | . .. S
Reconnoct Service |Kimbedy |70 Minutes [Yes No
CONP_ |Kmbedy |30 Minutes . Yes
CONP _[Kimberdy |20 Minules
cone Kimberty |30 Minutes |- Yes
DepostRelund  |Melissa |25 Minutes = .
OcpostRelund (Melissa |25 Minutes |Yes 4 Yes
CONP |Meiissa e .
New Envelopes  |Rita -{20 Minutes |No No
ENF Inlo Carol
Property Damage | Kimberly 20 Minules
Dulag&?rmﬂgmawﬂla 25 Minules |Yes No
Former Inquiry Melissa 15 Minules |No Yes
Adams Landing Melissa 10 Minutes

" /|Tree Tnmmang Kimberty 15 Minules
CONP/RECO Melissa
Oulages Carol
Claims Carol i
CEX Carl

(60,7 Frlcayem

Page 1




CUSTOMER
COMPLAINT RESOLUTION - AUGUST 1997

JNTACTS

) EXECUTIVE OFFICE CALLS

No.| Date Customer Name |Direct - Concern Call Taken By | Cafl Dwation | Price Contact | Depl | Cust. Satisfied
23 | /1397 EFT (i Kimberty 12 Minute s |
24 |&14m7} CoNP Unknown

25 |8/14/97 ___._|cone Melissa/Kimberty| 20 Minutes |
2 &1 Rude Employee | Carol ’-
27 |an4m; |Lackotiotowup | Carnd I
28 |an15m97 Driver Melissa |
29 | 1597 PSC lnquiry Mehssa l

0 |1597 Damage Property | Kumberly |10 Msnutes

3N | vieme7. Outages Meiissa 15 Manutes

2 w97 Outage/Prop. Kimberly 10 Musstes

3 | a20m7 Reconnect Kimbedy 16 Minutes |

3 8207 Tree Trimmang Carol

35 |a2u97 CEX |Carol 17 Minutes

36 |8219 Truck Using Road | Mekssa SMinutes |Yes Yes
7 |e2ue7 Outage .| Carol

38 |e2197 TreeTamming | Carol

39 |&2597 laleNolice  |Carol

10 [aresg7 Oulage Carol 27 Minutes

41 |B2se7 Claims 6 Minules

42 |e2amr Tree Trimming Rita 6 Minules

43 |a2997 Deposi Carol

44 | 828597 CONP Carci 20 Minutes

Page 2




COMPLAINT RESOL N - AUGUST 1997
EXECUTIVE OFFICE CALLS
- Concern| Call Taken By | Cas Duration Prior Contact Cusl Satistied
Wanted FPL |
Futa 20 Menutes
= Carol |30 Minutes
SR 10 Minutes
%, S _ |Kimberly 20 Mnutes

Page 3




EXECUTIVE OFFK ETTERS - 1997
718
rI\I«!:u. Ha::::ad lssued To: Ha:ma Compilainant's Name Type Aeplied By: HnotCunJ Avold?
- I8R7_ | Kimbey | 771007 _Underground |Sue Cleary SN S
60 77887 |  Melissa HohBl ouie dew] N S
61 BT |  Melissa 7197 — | Inlormation | Malissa ST TN I
2 | W | camol 7287 _ 93_1__"_9'.'_1________ =
83 Hem7 Kimberty 112487 Bling  |Kimbery
84 | esmr ~Melssa | wiwmr T Usme |Sue Cleary
& | e | cad | wer ~_ |“Towage  [cam ‘
_ B8 @iy ___Kﬁia_lﬂ__ N, e TTree Trimming
57 | ez —Melissa | w127 — —-.| Sv.Charge |Metssa
. Ylwer |  cam | e _FPSC_ R 2 o
oo | wow | e | 93 bud Gl | Kurberly | |
— 70 | @887 | Meiissa 2 el
| enamr Carol /26097 " Claims TMooshouse | |
T2 | anamy Kimberly R s ]
T Carol . 'Sessese—, YN
T4 | 82597 | Meissa | warey /_ Btiog fMeissa |
75 81397 Melissa &/18/97 Biiing Melissa

Paga 1




EXECUTIVEOFFIC  ETTERS - 1997

Date

No.

76

Issued To: Responded

Compiainant’s Name

Type

Aepiled By:

ar

89

|

b e
—

———  a

——
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CUSTOME,

.ONTACTS

COMPLAINT RESOLUTION - AUGUST 1997

MISCELLANEOUS
No.| Date [ Customer Name Direct - Concern T Call Taken By | Call Duration Prior Contact Cust Satistied
__|Heal Pump Hebate __ |Oxck Literaty
Esumaled Readings Melissa |10 Minutes
Ciedd Issue Julie King
Complaint on Driver Melissa
Load Management Polential

Page 1
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