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Florida 
Power 
CO APO•A1' 10W J . Wl.UV lAlLEY 

ANOCIAn~ 

December 30, 1997 

Ms. BJanca s. Bayes, Director 
Division of Records aod Reportina 
Florida Public: Service Commi•sion 
2540 Shumard Oak Boulevard 
Tallah"see, Florida 32399 

Re: Request for Confidential Clusification 

Dear Ms. Bayes: 

Enc:loaed for f'ilina please find Florida Power Corporation's Request for 
Confidential Clwification. Tho Requeat referenoea two attachments A and B. 
Both attac:hmentl contain i) a aealcd envelope lablcd •confidential" containina a 
highllahted copy; and U) two bloc:ked out copies. 
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ACt< ./ Plcue ldcnowJcdge your rcc:dpt of the above filing on the enclosed copy n,....,., ._ 
AFA .....,! __ this letter and return to the undenianed. Thank you for your usistance in thriJ'-40=> 
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Very truly yours, 
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MAJOR PBOCESS ABW 

Now, I would lib to uk you about 10me lpCCific upecU of the scrvica provided by FPL. For 
many of tbc qucstiou we wiD be Uliq a min& IC&Ic of •Rroellmt, • "Vr:ry Good, • •0ooc1, • '"Pair, • 
or •Poor. • P1casc bue yoat IDSHU 011 you~' O'ND exprri .......... U wdl U wbat you may have re.d 
or heard. If you feel you c:~~~'t Judae PPL on a pu1ieular itemt pleuc say •r can't Judie• or -x 
don't Jmow. • 

MAJOR PBOCFS ABU: ELECTRIC POWER 

It 16. 

i3 17. 

C < 

&ceUent . . . . . . . . . . . .......... S 
Very Good .. ... . ........ .... ... 4 
Oood ••.••...•.•.... •.... .... 3 
Pair, or .. .. ... . ........ ..... . . 2 
Poor .......... ... . .... ....... J 

r DON7 KNOW . ..... ·. . . . . . . . . . . y 
SKIP TO Q.18<----- L REFUSED .. . .' ................ X 

DON'T 
13 YO y f f KNOW REEUSED 

S 4 3 2 Y X 

s 4 3 2 

s 4 3 2 

y 

y 

X 

X 

C>1H3 
CONFIDENnAL 
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MAJOR PB.OCFJ;S AJlF.A: JIIII:U) SERVICE (NON·Il"MEElGi'.NCY) 

26. 

4 

27. 

()a. 

-;; ()b. 

- ()c. 

- ()d. 

&cellent ...................... 5 
Very good .•....•... . ..... . .... 4 
Good .......... . . ... .. ....... 3 
Pair, or ... . . ........ . .... .. ... 2 
Poor. • • . .•..... . . ....... ... .. 1 

SKIP TO Q.28<-----
r DON'T KNOW . . . . . . . . . . . . . . . . . Y 
L. REFUSED . . . . . . . . . . . . . . . . . . . . X 

DON'T 
B ~ .0 f f KNOW REfUSEP 

-- -· 

s 

s 

s 
5 

4 

4 

4 

4 

3 2 

3 2 

3 2 

3 2 

y 

y 

y 

y 

X 

X 

X 

X 

c 1m 
CONFPOENTIAL 



.. ~ . 14 . . .. 
. 

MAJOR PBOC&5S ABEA: SERVICE RESTORA110N 

28. 

/ ) 
-r-

29. 

()b. 

....... ()d. 

- ()e. 

BJce!Jent • . . • . . . . . • . . . . . . . . . . . • 5 
v t:ry aood . . . . . . . . . . . . . . . . . . . . . 4 
Good ................. . ... .. . 3 
Pair, or ....................... 2 
Poor. . •.. .... ....•......... .. I 

r DON'T KNOW . . . . . . . . . . . . . . . . y 

SKIP TO Q.30<-- --- L Rl!PUSED . . . . . . . . . . . . . . . . . . X 

DON'T 
. E YO. .Q E f ICNOW 

s 4 3 2 y 

s 4 3 2 y 

5 4 3 2 y 

REFlJSEP 

X 

X 

X 

.f9'Nn/" _,, -fn#lt:/w•·;r ~ 
r,J "'"~'~ 

0 18U 
CONFIDENTIAL 



FOURTH QUARTER 1992 

:~ .. 

FOURTH QUhRTBR 19 9 3 

Aonda rower & li&)lt Company 
FPSC Revaew ol DI.Wlbooon Sy1'C!D 
Slall' I" R.cquat 4 

Request dli.IJT'111Mf1Jr 9 

Pa,es_j_ of 
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MAJOR .PROCf88 ABBAS 

Now, I would lib to aak )'00 about DDO tpoelftc upecC1 of tbe .me. pchided by PPL. For 
many oftbe questions we wm be-.. ndq ICIJe ol-em&a, • .,fliJ Good,. ·OoocS.. "Pair,. 
or "Poor. • Pleue. buo your awen Oil ~ owu e•&•"• ea u wdla .wtllt ,..a _, ~ I'CIId 
or heMC!. If you ·r= you can't JUdie PPL oa a J*dcUlar ileal, pleue IIi)' -I am't judp'"'br -I 
don't know.• 

MAJOR fROCW!ili ARM: ELECDUC POWKR 

!I 16. .• 

·• " t u t ' II "4 :«· t ·•:• • 

&celleat . . . . . . . . . . . . . . ....... 5 
Very Oood ............ . ... . .... 4 
Oood: ............... ~· · · ·· ·· ·3 
Pair, or ................. . ..... 2 
Poor ........ .. ..•..... .. . ... . 1 

r DON"T KNOW .. . . . . . . . . . . . . . . . . Y 
SKIP TO Q.l8< --.....---'-- LRBFtJSBD. 0 •••••• 0 • • •••• • •••• X 

~ 17. Specifically, bow woald you J111e PPL in er:tm1 of ... {ATIRJBI.TJ"E)7 ASK POR EACH 
A1TRIBt.TI'B. RBPBAT SCALE AS NBBDED. 

c 

1) s 4 3 2 I 

(::.. . ()c. s 4 3 2 I 

DON'T 
KNOW 

y 

y 

y 

REPJJSEP 
X 

X 

X 

C>18t4 
CONFlDENTIAL 



A- 26. 

-g. 27. 

()a. 

l). ()b. 

~- ()c. 

f. ()d. 

Blcellct:t . . . . • . . • • . . . . . • . . . . . . . s 
Very &ood .••••••• • ••••••••.... 4 
Oood .. . ••••• • • : • .. .••••.. •.. 3 
Pair, or . .... .• ................ 2 
Poor. . . . . • . . • . • . . . . . . . . . . . . . . I 

[ DON'T n-row . . . . . . . . . . . . . . . . Y 
SKIP TO Q.28 < ----- RBPUSSD • • • • • • • • • • • • .. . • • • • • • X 

YQ _g 
4 3 

4 

4 

3 

3 

3 

E 
2 

2 

2 

2 

DON'T 
J! KNow 

y 

y 

y 

y 

RBPUSBQ 
X 

X 

X 

X 

C 11t4 
CONFIDENTIAL 



'!!~ . c . ;...- - . ·- ~.,.. 
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MAJOR PR,O<;FSS ARIA,: SERVICE IUISTOilA'nON 

p 28. 

I? 29. 

e. ()b. 

D ()d. 

e ()e. 

.4' . .• • • . !i· l ~:· • 

. . 
\ 

BxceJlc:nt • • • • • : • • • • • • • • • • • • • • • . , 

Very 'ood . . . . . . . . . . . . . . . . . . . . 4 
Good .. ....... .... ... .. . ..... 3 
Far, or . . . . . . . . . . . . . . . . . . .... 2 
Poor .•....................... I 

--

[DON'T KNOW . . . . . . . . . . . . . . . . . y 
SKIP TO Q.30< ----- R.BPUSBD . . . .. • . . . .. . . . . . . . . . X 

.e Y.a il 
5 4 3 

s . 4 3 

5 " 3 

DON'T 
E f JWOW 
2 y 

2 y 

2 y 

RBFUSJ:.t! 
X 

X 

X 

C1_. 
CONFIDENnAL 



r.- "!!~ . . 
: ,..-
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1!~ .· 
: "'"" : I 

MA.IOR PBOCfSS AR'" 
NOV.., I would lib ID lltl'!IJ. ..... p«Sc ..... tllbe _.._ jiWfidld bJ PPL. Par 
many o!tbe quest!""' we ............ aiiGt""a ""'t. • ..,_,Good, • •<Jood. • "'Pair. • 
a.- epgar, • Pkue buo rc-;ssaa Cll JIDal' OWil ~ • !IWIIIl a wtllt JOG fll&7 ~ 
or heard. If you ted yea ca't Jtadp m. oc a Jiem. pleue .., "'I CID't judp" ar "'I 
ck...l't know. • · 

MAJOR PBOC:W AWt IUCJlUC POWD 

A· 16. 

17. 

c. ( 

l). 

JlrrW1et • ••••• .•.• •• . •• . . . ..• ••. 1 
v.,~ ....... ... ... ... ....... 2 
(Jc)ald • • • • • • • • • • • • • • • • • : • • • • • • • • ' 
Pair, or ... .•.................... 4 
Poor • • •••••••..••• : .. • ••••.•.• ,, 
[ DON'T·INOW ·. . . . . . . . . . . . . . . . . y 

lUifUSED •....• . ....•••...... X 

1 

1 

1 

ASX FOll. EACH 

DON'T 
l:a ~ E E mow WUSEP 

2 3 " 5 y 

2 3 • 5 y 

2 3 " 5 y 

X 

X 

X 

~1tt4 

CONFlOENTtAL 



14 . 

MAJOR PROCPS AJU• I'DJ.D II&VIa CNON-IMDGIKC!) 

A. 26. 

6. 27. 

2· ()a. 

~· ()b. 

- ()c. ~. -r ()d. 

Errr"c:n' . . . . . . . . . . • . . . . . . . . .•• 1 
v cry IOC'(f • • • • • • • • • • • • • • • • • • • • • :2 
(JC)C)d • • • • • • • • • • • • • • • • • • • • • • • • 3 
Fair', o:r • . • . • . . . . . • • • . . . . . . . . ..... 
Pc»ccr. • • • • • • • • • • • • • • • • • • • ••• •• ' 

( DC:I-lT D-lOW' • • • • • • • • • • • • • • • • • y 
SKlP TO Q.28<----- lLHPOSED •••• ••• •• • ••••• • ••• • X 

1 

. . . 

2 . ' • ' 

2 

2 

2 

3 . 4 ' 

3 4 5 

3 4 5 

y 

y 

y 

y 

X 

X 

X 

X 

C 1e.4 
CONFIDENTIAl 



~~ . : ;..-

MAJOR PBOQSS AREA: SERVICE B.ESTOll.UlON 

). 28. 

~. 29. 

,-1 - · 
D. ()d. 

~. ()e. 

-
Emflcnt • • . • . . : . . • • . • • • . • . . • • • 1 
v f:lJ Jt)C)d • • • • • • • • • • • • • • • • • • • • • 2 
(ic)c:)cl • • • • • • • • • • • • • • • • • • • • • • • • 3 
Pm, Cll" • ••••• • ••• •••••••• • •• • •• 

~- ........ .. ... . ....... ... . ' 
[DON'T mow . . . . . . . . . . . . . . . . . Y 

SKIP TO Q.30 < ---- REfUSED • • • • • . • • • • • • • • • • • • • . X 

.m Q . E ~ 

2 ' 3 4 s 

2 3 4 5 

2 3 4 5 

DON'T 
KNOW 

y 

y 

y 

REFUSED 

X 

X 

X 

I( 1~~~Jr A" ~c. 
t•YJ 'l''{f 

C1tM 
CONFIDENTIAL 



' 
P.CRS 2ND HALF 1~ - 8 

MAJOR PROCESS AREAl 

Now, 1 would like to alk you ~ 101M tpedftc •lpeCU of h ~ pnMded by FPL 
For many of the queltlonl wt d M aline a rating IC8Ie of •eu: 111nt." -v.,-y Oood: 
•Good: "Fair: or ·~oor.• Pin• bae your 8~\~Wefl On ycx.r'.:own ~ u w.1 a 
what you may have read or heard. 

MAJOR PROCESS AREA: ELECTRJC POWER 

~. 16. electttdty FPL ptO'tidea. How wWd you r.c. 
you say ... (READ LIST EXCEPT FOR 

~· 17. 

c. < 

v. ( 

SKIP TO Q.18!C:-----

ExceGent . . . . . . . . . . . . ........ . . . . 1 
Vert Good . . . . . . . . . . . . . . . . . . . . . . 2 
Good . . . . . . . . . . . . . . . . • . . • . . . . . . 3 
M, w ..... . .. .. ... . .. . .... ~ . ..... .. ..... 411 

Poqr .................•.. . ....... 5 
( DON'T KN~W .. , . . . . . . . . . . . . . . . . 9 

REFUSED .. . . . . .. ... . .......... 8 

~~~=~· of ... (ATTRIBUTE)? ASK FOB EACH 

DON'T 
L m G.. E.. f._ KNOW REFUSED 

1 2 3 .. 5 

1 2 3 4 5 

1 2 3 4 5 

9 8 

9 8 

9 8 

Conndentlal & Propr1ellry 
e 1ees 

2t,C... ~ l 



' 1.'~ . : -;..- ~ it 
RCRS 2ND HALF 1e85 - 14 

MAJOR PROCESS AREA: flELD SERVICE (NON-EMERGENCY) 

4. 26. 

g, 27. 

t) ( )b. 

~- ()c. 

r. < )d. 

... ·~~··· · .. ~:. \. 

"'= • - ~·-· 

SKIP TO Q.28<------

·~ 

. .1 

1 

1 

1 

ExceUent . . . . . . . . . . . . . . . . . . . . . . 1 
Very good . . ..•................ 2 
Good ......................... 3 
Fclr, or . . . . . . . . . . . . . . . . . . . . . . . . 4 
Poor .. .. ................. . .. .. 6 

( DON'T KNOW . . . . . . . . . . . . . . . . . . . 9 
REFUSED .... . ...... . .......... 8 

Ya. . Q_ E.... f.. 
2 

2 

2 

2 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

OON"T 
~Q~ 

9 

9 

9 

9 

TTRIBUTE)? 

Bt;EU~t;Q 

8 

8 

8 

8 

,;lOC· ( 

ConndenUal & Proprfetary 
e 19115 
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RCRS 2ND HALF ~995 • 15 

MAJOR PROCESS AREA: SERVICE BESTOBAnON 

" 28. 

SKIP TO 0 .30<----

~ 29. 

I ~ 
v. (}d. 

ti. ()e. 

ExceUent ....•........ . ........... 1 
Very good ...• ..... .... ... ........ 2 
Good ... ........ . . .. .. . .. ....... 3 
Fair, or ..... ........ ..... ........ <4 

Poor .......................... . 5 
r DON'T KNOW . . • . . . . . . . . . . . . . . . 9 
L REFUSED .. .... .... .......... . 8 

~ ~ ~ f.. 
1 2 3 .. 

1 2 3 4 

1 2 3 4 

f.. 
5 

5 

5 

TIRIBVTE)? 

DONT 
!iliQW BE;EU~i;Q 

g 8 

9 8 

9 8 

J.0C.· \ 

Conndentlal & Proprietary 

-,~"7 e 1995 
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RCRS h t Half 1996 Nlll!l l • Final · 5 

MAJOR PROCESS AREAS 

Now, I would like to uk you about some specific aspects of the services provided by FPL. For 
many of the questions we will be usina a ratina scale of "Exc:eHent," "Very Good," "Good," "Fair," 
or "Poor." Please .~ase your an.w.rs on your 'Own experiences q well as what you may have-read 
or heard. 

MAJOR PROCESS AREA: &L&CI'RIC POWER 

J. 16. 

..... 

. 

Excellent . . . . . . . . . . . . . . . . . . . . . . . . . I 
Vllf'/ Good . . . . . . . . . . . . . . . . . . . . • . . . . . 2 
Oood .. .. . .. . .. . . . .. .. ) 
Fair, or . 
Poor 
DON'T KNOW . 
REFUSED : ...... .' 

. 4 
5 

. 9 
8 

Walker lnlormation Cl996 
PROPRIETARY & CONFIDENTIAL 

.:: (, (. . 'l-

J t-/ ::'... 



l 

;J. 17 

(8. 

c. 

\) . 

~,. c 

RCRS ht Hair 1996 M111SI - final - 6 

Specifically. how would you rate FPL 1n terms of (ATIRIBUTE)' ASK FOR EACH 
ATIRJBUTE REPEAT SCALE AS NEEDED 

L ~ 0.. f_ f._ IlK REFUSEP 

2 J 4 s 9 

.99 
..... 88 

8 

f;. ()b. 

rt. ( )c. 

Walker Information Cl996 
PROPRIETARY & CONFIDENTIAL 

2 .3 4 s 

2 J 4 s 

9 

9 

... 99 
.. 88 

8 

8 



ll 

-~ .. - RCRS ht H•lr 1996 Nl2251 - Fiul - 13 

MAJOR PROC[SS AREA: FIELD SERVICE {NON-EMERCENCV) 

" E!ccellt~~t . . . . . . . . . . . . . .. , . . . . . . . . . . . . . . I 
~ Vtl'/ Oood ... . .. . .... . ...... .. .. . . . . .. . 2 

Good •. . . . .. ... ... . . .. . ... . .... . . . .. .. 3 
Fair, or . . . . . . . . . . . . . . . . . . . . . . . . 
Poor . .. . . .... .... ... .. ... . ... . 
DON'T KNOW . . .... . 
llEFUSED . ....... . ... . 

. 4 
. . s 

9 
.. 8 

MAJOR PROC~.AREA:. ~ERVIC£ RESTORATION 

28. ' I J , . '• • 

" I 'I •.f t .II -

Excellent 
Very good 
Good 
Fair, or .. 
Poor ..... . . 
DON'T KNOW 
REFUSED 

Walker Information 01996 
PROPRIETARY & CONFIDENTIAL 

-
I 

2 
) 

4 

5 
9 
8 



' 
J 29. 

J;. (}b. 

c. ()e. 

D· 

c;... 

Walker Information Cl996 
PROPRIETARY & CONFIDENTIAL 

~1' • 
RCRS hi Half 1996 Nl2:151 · FinAl· 14 

Y.Q. ~ E. f_ 12K REFUSED 

2 3 4 s 9 8 

SECONDS __________________ _ 
MINUTES. __________________ __ 
HOURS __________________ ___ 
DON'T KNOW 
REFUSED. 

99 
88 

. 1 



,. ,...., 
:: 1'-'· 

FIRST HALF 1995 

.. . 

•' 

FIRST HALF 1996 

.· 

f-1tUhl.~ PU\\tl ~\. t I!' hi c ···UIJl..UI\ 

r P~c "" .. '("" .. r t h\cu1•••"•'11 , .. , .. m 
~UJI l \ll<r~Ut' ,I 

1<<411<\1 -<~ _1/lT_AU/Mfl'ff {) 
1'.1J.:C.\ 1 ,,, ' 
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ncns 1st ll :llf 1'>9G un2s 1 - Finnl- 5 

MAJOH PROCESS AllEAS 

Now. I would lake 10 a.sk you a.oou1 some specdic nspec1s of 1he serv•c.s pu. "'ded by FPL For 

m:lll y of 1he ques1ions v.e w1ll be us•ng n rnuns sc~le of "E"ccllenl," "'.'cr) Good. "Good," "I :111," 

o r "Poor." Plel!.se bnse your answers on your o,...,, c~penences :1' well ns ,.l1n1 you may hnv6."t ead 

or he:ud 

MAJOR PROCESS AREA: ELECTRI C POWEH 

.V' t6_ 

.-

Walker InformatiOn ~1996 
PROPRIETARY & CONFIDENTIAL 

E>.ccllcnl 
Very Good 

Good 
Fa11, or 
Poor 
DONI KNOW 
REFUSED 

2 

•J 

8 



jfiF ~ 
nettS 151 lt nlf 1996 li l 225 1 • Fin nl . c, 

A. 11 Specifically. how would you nile FPL '" rerms of (ATIRIBUTEP ASK FOR EACll 

ATIRIBUTE REPEAT SCALE AS NEEDED 

g. 

c. 

1). (73·2 

.· .· 

~- ( )b 

'f' 

c;.. 17b·2 

H· 

Walker lnlormation <!:> 1996 
PROPRIETARY & CONFIDENTIAL 

,-

2 J 4 s 

DON'T KNOW 
REFUSED 

2 

DON'T KNOW 
REFUSED 

2 

) 4 ~ 

,· 

? 

. 

C) 

REtUSEQ 

'19 
88 

99 
88 

8 

8 



L MAJOR PROCESS AREA: 

\) 
/J. 26.1 

f_ 1\!AJOR PROCES~AREA:. 

g. 28 

Excellenl 
Very Good 
Good 
Fntr, or 
Poor 
DON'T KNOW 
REFUSED 

Excellenr 
Very ~;ood 
Good 
Fair, or 
Poor 
DON'f KNOW 
REFUSED 

Walker Jnformatron ~1996 
PROPRIETARY & CONFIDENTIAL 

-jj;; /1 
RCRS lsr ll nl r 1996 1112251 • F' '""' . I J 

2 

" s 
9 
8 

tf etk'JI c~t. ;J11'11Cii~'.NT .fJ 

t~I''J "'(! . 



~.. . . -(1: ~ •· RCRS l s i ll nlf 1996 11 1225 1 · Fin.•l. 1·1 

1/1. 29. Thinking aboul 1hese insumccs. how would you r;~tc FPL an terms of (A TTRJBUTE)? 
ASK FOR EACH ATTRJB UTE REPEAT SCALE AS NEEDED 

~ . 

c. 

()b. 

()e. 

29e·l 

.... 

Walker Information (g l996 
PROPRI ETAR'l ~CONFIDENTIAL 

f.. Y.Ci. G.. E. c.. I!!) B.tEUSEQ -

2 3 II 5 9 8 

SECONDS __________________ __ 
MINUTES. __________________ __ 

HOURS 
DON'T ·.K-:-:-N:-::0:-:-\:-:-11---------99 

REFUSED 88 

SECONDS. _________________ __ 
MINUTES __________________ __ 

IIOURS 
DON'T K:-:-,:-:N-=0-:-\\-, ------

REFUSED 

QQ 

88 

l~~l(t!JI ·<'• ttTJiHH"fl,.;f 1) 

fiJIJ .f"/( 
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RCRS 2ND HALF 1995- 8 

MAJOR PROCESS AREAS 

Now, 1 would like to ask you about some specific aspects of lhe services provided by FPL. 

For many of lhe quesUons we will be using a rating scale of "Excellent,* "Very Good," 

"Good," "Fair," or "Poor. • Please base your answers on your. own experiences as welLes 

what you may have read or heard. -

MAJOR P,ROCESS AREA : ELECTRIC POWER 

A. 1s. J ., ·~ ... . , .... 

4- 17. 

c 

']). 

,.-
~-

{ )c. 

Excellent . . . . . . . . . . . . • . . . • . . . . . . . . 1 

Very Good . . . . . . . . . . . . . . . . ..... . 2 

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

Fair, or . . . . . . . . . . • . . . . . . . • . . . . . 4 

Poor ... . ........ .... . . . ... ... .. . 5 

r DON'T KNOW ...... ~. . . . . . • . . • 9 

SKIP TO 0.18~ L REFUSED . . . . . . . . . . . . . . . . 8 

~w would you rate FPL In t~nns of ... (ATTRIBUTE)? ASK FOR EACH 

~-REPEAT SCAlE AS NEEDED. 

L YSl. Q_ E.. 

1 2 3 4 

2 3 o1 

2 3 4 

E.. 

5 

5 

5 

DON'T 
KNOW REF!.!~ED 

9 8 

9 8 

9 a 

tf<lllllr .<t. /t7Tiftlllllt'"r .b 

~JrJ t~S 

Confidential & Proprietary 
«> 1995 
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RCRS 2ND HALF 1995 - 14 

MAJOR PROCESS AREA: FIELD SERVICE (NON-EMERGENCY) 

d· 26. 

9· 27. 

c ()a. 

1). ( )b. 

~ ()C. 

f. ()d. 

8<celle nt . . . . . . . . . . . . . . . . . . . . . . 1 
Very good ...... . .. . ....... . • .. 2 

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

Fair, or .. . . . . . ... ... ....... . . .. 4 

Poor. . . . . . . . . . . . . . . . . . . . . . . . !> 

r DON'T KNOW . . . . . . . . . . • . . . . . . 9 

SKIP TO 0 .28<---- L REFUSED . . . . . . . . . . . ........ 8 

More specificaUy, how WQ.Uid you rate (ATIRIBUTE)? 

ASK FOR EACH ATIRIBUTE. REP 

~ VG .. .Q. 
1 

1 

2 

2 

2 

2 

3 

3 

3 

3 

f._ E.. 
4 5 

4 5 

4 5 

4 5 

DON'T 
KNOW 

9 

9 

9 

9 

REFU~!;D 

8 

8 

8 

8 

Confldcnii:JI e. Proprietary 
0 1995 
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RCRS 2ND HALF 1995 • 15 
MAJOR PROCESS AREA: SERVICE RESTORATION 

fl 28. 

0 29. 

J. ( )b. 

v ()d. 

e-()e. 

- - ..; - -· - . . 
\. • • • • • 

SKIP TO 0 .30<---

Excellent . . . . . . . . . . . . . . . . . . . . . . . . . 1 
Very good .......... .. ......... .. 2 
Good . . . . . . . . . . . • . . . . . . . . . . . . . 3 
Fair, or . . . . . . . . . . . . • . • . . . . . . . . . . 4 
Poor. . . . . . . . . . . . . . . . . . . • . . 5 
r DON'T KNOW . . . . . . . . . . . . • . . . . . 9 
L REFUSED . . . • . • . . . . . . . . . . 8 

DON'T 
~ · £2.. E.. E. KNOW REFUSED 
2 3 4 5 

2 3 4 5 

2 3 4 5 

9 

9 

9 

8 

a 
a 

Con lldcntlnl & Proprietary 
m 1995 



A 

~· 

C-. 

'lLE MAAKETIP\G R£SSARCH ~ 

I"PV1.::·92-8001 
: 'tor 

10# 

~ ZIME STAR'TED 

( 1-4) 

At:SIPENDAL cuSTOMER POweR DISTRIBUDON flEUABilf(Y TRACKING STUDY 

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

HeUo, I'm from Profllo Marketing Research, an area markcllng research organl.z:.atlon. 

We are conduc:Ung a brief survey on behalf of Aorida Power & U ght. 

Thls wrvey 111 being conducted a•nong a randomly Gelce1ed group of fPL cuatomers, co your partlclpatlon 1::: 

vecy Important. Results of thls aurvoy wW bo uaod to h elp FPL beet c 'VO tho ncede of all ccs:tomera.. 

Your coopenrtlon would bo greatly appreet.ted. 

A. 

( ) YES-> ·CONTINUE 
.· 

[]NO-> ASK TO SPEAK Willi A PRI~ OEC:SION MAKER 

REREAD INTRODUCTION AND CONTINUE. 

B. 

[ ) YES-> 

[)NO-> 
CONTINUE 
READ STATEMENT BELOW AND TERMINATE 

"Th1s uurvoy 1:~ being condudod among FPL customers who have been living at their current addrc::..s l or 

the l a:rt thirty dayo. Wo thank you anyway, for your cooperoUon: 

1 w ould like to ask you just a few brief quc:rtlon:a on behalf of FPL Lot mo llS.::ure you thot we are not ceiling 

or promoting any produd or service. Wo are only lntOfosted In your opinion:::. 

This survey wm tako atx?ut fitloen mf!lU\0$ or so o! YOU! timo. 

IF RESPONDENT SAYS HEJSHE DOES NOT HAVE TIME, SAY. 

May 1 call you bock later todoy/lhlll ovoningllhls wook? 

MAKE APPOINTMENT FOR CAllBACK AND RECORD ON COWACT SHEET 

Al>n<Lt l'•l"'<t [,. Ll,bl COtnp;lll) 

A'SC Rr• uo" • t 01\tnl>cru<>n S)\lnn 

SLtfl 1>1 R.ry'"''' 

11 "'ur•• .(" "lT/f/(.K..., r £" 

I'>X<"~ I_ 111 J.1 _ 

I 



~-... ...- _, 

Ploase keep this de$crlp(loo In mind, os I ask you just a low quostiOOS about WOOl wo W11l relor ro as momcnwy 

lntetnJPtlons. 

I I YES -> CONTINUE 

[ I NO - > SKIP TO QUESTION 4 

[I THE LAST DAY OR TWO 

[ I THE LAST THREE-SEVEN DAYS 

( I THE LAST EIGHT TO FOURTEEN DAYS 

( I THE LAST AFTEEN TO lli!RTY DAYS 

I I 'THE LAST TWO-THREE MONTHS 

I I THE LAST FOUR-SIX MOI'ITHS 

I I THE LAST SIX MONTHS.CNE YEAR 

I I LONGER AGO THAN THAT 

[ J (DO NOT READ) UNSURE 

C · 3. Now, 1 would Iilio you to rhink about a specifiC ponod ... rho 1asr THIRTY DAYS. 

"""' -------
0000 I I NONE 

9999 I I (UNSURE) 

IF ' UNSURE' , PROBE AS FOLLOWS: Would you GDY one .•. two ... IIHC!c ... lour ... live ... GiX . etc. 



t " 

~ 4 . 

-· 

READ THIS VERSION OF OUESTlON 4. 

-· tho last THIRTY DAYS. 
. . 

lnttlln\lpdons at Jus= o sooond to under ono mlnuto. 

3) READ THIS VERSION OF OUESnON 4 . 

to und« ooo mlnuto. 

u . BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MINOR INCONVENIENCE # ---

A MAJOR INCONVENIENCE II ---

COMPLETELY INTOI.£RABLE 

(OOO= nonc/dort"t wan1 any at all) 

(999a unsure/don"t care how many/doesn't maner) 



~. 
c. 
D. 
7 
/' 

prO'I'IooiSiy, but this time "' will bo talklng only about 

CUI.RIFY FURlliER, AS REOL 1AED. 

you those questloos, pteaso do not 

liS that was an OXIIa()(dJnoty cltuallon. 

.· 
-> CONnNUE 

I) ' YES 
II NO -> SKIP iO QUESTION 1 0 

( 1 THE LAST DAY OR TWO 

( I THE LAST THREE-SEVEN DAYS 

I ] THE LAST EIGHT 10 FOURTEEN DAYS 

I ] 111E LAST FIFTEEN TO THIRTY DAYS 

( ] THE LAST TWO·TliAEE MONTHS 

( ] THE LAST FOUR-SIX MONTHS 

I 1 111E LAST SIX MON111S.ONE YEAR 

I ] LONGEn AGO 1liAN 11-V\T 

( ] (DO NOT READ) UNSURE 

.· 

, 



B. 
8b. , 

, ______ _ 
0000 I I NONE ->SlOP TO OUES"nON 10 

9999 [ I (UNSURE) .:._> CONTINUE 

IF "UNSURE", PRO~E AS .fOLLOWS: Would you cay one ..• two ••• three - four ..• five ·- s~ _ etc. . 

r 

t1 MINVTES -----

#HOURS 

II DAYS , ,, 

; (NOTE: IF ONLY HAD ONE POWER OUTAGE, RECORD DURATION ABOVE.) 
, 

.. .· 
NUE WITH 0 . 9o. 

~9a 

[ I AN ACCIDENT/AUTOMOBILE, TRUCK. ETC. 

I I FPL DOING WORK IN THE AREA 

I I WORK IN THE AREA BY OTHER ununES (THE TELEPI-lONE COMPANY OR CABLE 'TV COMPANY) 

I I WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY. A ROAD CREW, I!TC.) 

I I STORMJUGHTNING 

11 I HIGH WINDSrmEES ON POWER UNES 

( I NATURAL DISASTER (~e. FLOODINGIHUARICANEJETC.) 

... 
II OTHER (SPECIFY) --..:..'-·-------

---



{' 
~· 9e. 

.,:; 91. 

( I YES . 
(I NO 
I I UNSURE 

-> CONTINUE 

-> SKIP TO OUE!i110N 9b 

-> SKIP TO OUES110N 9b 

( I YES -> CONTINUE 

d I NO -> SKIP TO OUES110N 10 

'7 ( I UNSURE • -> SlOP TO OUES110 N 10 

,fF 'YES' AND HAD MORE THAN ONE OUTAGE. SAY: 

Ploaso lhlok about the outDge that was most troublosome 101 you 

* I EARLY MORNING, 5 AM BUT BEFORE 8 AM 

I EARLY MORNING, 8 AM BUT BEFORE 10 AM 

, ~I MID MORNING, 10 AM BUT BEFORE NOON 

•1
1 I MID DAY, 12 NOON BUT BEFORE 2 PM 

•( I EARLY AF11ERNOON, 2 PM BUT BEFORE 3 PM 

( I LATER AFTERNOON, 3 PM BUT BEFORE 5 PM 

\ ( I EARLY EVENING, 5 PM BUT BEFORE 7 PM 

( I LATER IN THE EVENING, AFTER 7 PM BUT B'"FORE 10 PM 

( I AFTER 10 PM BUT BEFORE MIDNIGHT 

I I LATER THAN MIDNIGHT BUT BEFORE 5 AM 

I I OTHER (SPECIPI') 
( I (DO NOT READ) UNS=-=u..,.,R""E:---------

-

I ON A WEE• 'END, SATURDAY OR SUNDAY 

( I (DO NOT AEAO) UNSURE 

( NO 
I I (DO NOT READ) UNSURE 



(1 
'-'' 10. 

D. BE SURE TO ASK FOR EACH TYPE USTED OELOW: 

. 
' 

ONLY A MINOR INCONVENIENCE I ---

1 
A MAJOR INCONVENIENCE I ---

COMPLETELY INTOLERABLE I ---

(OOO• nonc/don't want any at all( 

(999• unsure/don't care how many/doesn' t rnaucr) 

' 



BE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

00 NOT READ *MINUTES• •HOURS* *DAYS• 

MINUTES __ _ 

MINUTES ---

MINUTES ---

IOOOal'lOOQ/don'l want any at all} 

1999= unsurc/don"t c;JfO llOw many/doesn't m;JI!Ctj 

HOURS __ _ DAYS __ _ 

HOURS __ _ DAYS __ _ 

HOURS __ _ DAYS __ _ 

C 12t1. And, for the samo period, the last THIRTY DAYS, In terms of intermittent thunder storms, would you !;.3'( lll!lt 

11 has been .. . READ UST. 

0 12C. 

I I 
I I 
I I 
I I 
I I 
I I 

(I YES 
I I NO 
II (UNSURE) 

-> CONllNUE 

-> SKIP TO OUESllON 13 

-> SKIP TO OUESnON 13 



/ !3 

c 

r;; 
121. 

\ 

: 

'.Before, we were talking 

OYef a thirty dlrf period. Now, 

or one year. 

~ . -

- BE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

ONLY A MINOR INCONVENIENCE? 1 ___ _ 

A MAJOR INCONVENIENCE'?. , 1 ___ _ 

t COMPLETELY INTOLERABLE? *----

(OOO...nooe/don't want arry 81 all] 

(999~unsur0/don'1 ewe how many/doesn't matter] 

' 

I 
OE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

ONLY A MINOR INCONVENIENCE? *----

A MAJOR INCONV::i .. i:NCE? 11 ___ _ 

8JMPL.ETE.Y INTOLERABLE? I ___ _ 

)0Qanonc/d9n't want any ill all] 

( 999•un~urc/don't ~o how trnlflY/doosn't lllllttCr) 

.... . . 

l 



3 1 

/b 1 -

( J YES 
I J NO -> Sl<lP TO OUEGnON 14 

. . 
,( l EXTREMELY SA llSAED 

rt~ .. VEflY SATISAED 
( ) SOMEWHAT SATISFIED 

I J NOT TOO SATISAEO 

.l J NOT AT ALL SATISAED 

( J (DO NOT READ) UNSURE 

.. 
I J EXTREMELY SATISFIED 

( J VERY SATISFIED 

( I SOMEWHAT SAllSAED 

( I NOT TOO SATISFIED 

( I NOT AT ALL SATISFIED 

( I (DO NOT READ) UNSURE 

I 

• 

J 

-.. 

, 



15. 

c. 16 

T) 1 

$, 17b. 

(I EXTREMELY I~ESTEO 

( I VERY INTERESTED 

(I SOMEWHAT INTERESTED 

(.) NOT TOO INTERESTED 

( 1 NOT AT ALL I~ESTEO 

( I (00 NOT READ) UNSURE 

- > SKIP TO QUESTION 16 

-> SKIP TO QUESTION 16 

-> SKIP TO QUE ',TION 16 

·-> ASK REASONS WHY. BELOW 

-> ASK REASONS WHY, BELOW 

-> SKIP TO QU!;STION 16 

( J NO REAL PROBLEM wrTH TftESE.KlNDS OF INTERRUPnONS AND OUTAGES 

( 1 DON'T CONSIDER rr WORTH lliE EXPENSE 

I 1 IS LANDLORD'S CONCERN. NOT MINE • 

I I OTHER (SPECIFY) --------
---------

Ono tas1 quCSiion about FPL 

• 

1,1 ~EMELY SATISFIED 

II VERY SATISFIED 

I I SOMEWHAT SATISFIED 

II NOT TOO SA TIS AEO 

II Nf>T AT ALL SATISFIED 

r 1 (~0 NOT READ) UNSURE 

a BElWEEN 9 00 AM AND 5 PM 138· 1( I YES 21 I NO 

b BETWEEN 5 00 PM AND 9 PM 139· 1( I YES ?I I NO 

a BETWEEN 9:00 AM AND 5 PM 138· 1( I YES 21 I NO 

0 llETWEEN 5 00 PM AND 9 PM 139 11 I YES ?( J NC 

f 

125 IJS 

£e.r"'r:1" trr~-IIMttfi 
1"-JIJ"i" 



PROAL£ MARi'£oNG Rl:SI.'"RCH ~ 
• • 'tor"' 

i"PL-1 2-92-8001 • --

10# 
S!H" "'nME STARTED 

(1-4) 

RESIOEIIITlAL CUSJOMEA POWEfl DISTRIBUllON B EUABIUJY JBACKING STUDY 

ASK TO SPEAK wrTH MAl.EIFEMALE ADULT HEAD OF HOUSEHOLD, PER YOUR QUOTA. 

Hello, I'm from Profile MarkC!tlng R~arch, an area marketing re-..earch organlzatlon. 

We are conducting a brfe1 aurvey on behalt Of Florfda Power & Ught. 

nue survey ~ being conducted among a randomly ~~elected group of FPL cu :~mcrs, Go your partJclpatlon lo 

vety Important. Rosults of this survey will be uoed to hel.p FPL best cerve thu n~ of all etctomcre.. 

Your cooperation would be greatly appreciated. 

l A. Flrot, would you have a primary Involvement In the decision m aking proco~. when It comes to 

programs and Cervices offered by FPL? 

( ] YES-> "CONllNUE 

( J NO-> 

.· 
AsK TO SPEAK wrTH A PRIMARY DECISION MAKER. 

REREAD INTRODUcnON AND CONllNUE. 

IJ B. 
f). 

Next, us we will be. talking about your electric Gervlce In tho Ia!;! lhlrty d11yo, plouoo tell me 

whether or not you have boon thoro a1 your current address during lhb period and using your 

electric ::ervlce. 

c. 

I l YES-> 
I J NO -> 

CONllNUE 
READ STATEMENT BELOW AND TERM INATE 

1llls ::urvey Is being conducted among FPL cuat" moro who have been living at their current nddre:>S lor 

the la:;t thirty doyo. We thank you anyway, for your cooperation.· 

I would like to o::k you ju::t o tow brief quc::tlons on behalf o f FPL Let me assure you that we are not selling 

or promoting any product or service. We are only lntere::ted In your oplnlon!l. 

This SIJM!V win HlkO aboy! fr!Jeen miOV\CS 0!' SO of YQyr tlmo. 

IF RESPONDENT SAYS HEJSHE DOES NOT HAVE llME, SAY: 

Moy I can you back lmer today/this oveningllhis woek? 

MAKE APPOINTMENT FOR CALLBACK AND RECORD ON CONTACT SHE( o 



}. 1. The tir.n typo or cxportenco 1 would like to !We you aboUt Is a 

p~ keep this descrip(ion In mind, as I ask you just a tow quomions abOut whal wo w111 rarer to 3!1 m lffiemnty 

inlerruptions. 

I I YES - > COIImNUE 

I I NO - > SKIP TO QUESTION 4 

I I THE LAST DAY OR lWO 

I I THE LAST THREE-SEVEN DAYS 

I I THE LAST 8GHT TO FOURTEEN DAYS 

I I IHE LAST FIFTEEN TO THIRTY DAYS 

I I THE lAST lWO-THREE MONTHS 

I I THE lAST FOUR-SIX MONTHS 

I I THE lAST SIX MONTHS-ONE YEAR 

f I LONGER AGO THAN THAT 

( I (DO NOT READ) UNSURE 

'} 
,.. 3. Now, I would !Ike you tO think about a specifiC penod ... 1110 last TUIATY DAYS. 

,. -:-------
0000 (I NONE 

9999 I I (UNSURE) 

IF ' UNSURE', f"AOOE AS FOLLOWS: Would you uy one ... two .. three .. 



--

PJ 4. 

1 BE suqE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MINOR INCONVENIENCE I ---

A MAJOn INCONVENIENCE 

COMPLETELY INTOLERABLE 
, __ _ 

(OOO .. nonc/c!On·c wane My m all) 

(999•unsurctdoo~ C<lfe how many/doOSn·c mallet) 

I 

' 
n-iJs VERSION OF QUESTION 4. 

last TliiRTY DAVS. 
to under ooo mlnu1o. 

I 



G 
6. 

~-

•. 

I I YES --> CONTlNUE 

I I NO -> SKIP TC OUESTION I 0 

I I THE LAST DAY OR TWO 

( ) THE LAST THREE-SEVEN DAYS 

(I THE LAST EIGHT TO FOURTEEN DAYS 

( J THE lAST FIFTEEN TO THIRTY DAYS 

( I THE LAST TWO-THREE MONTHS 

I I THE LAST FOUR-SIX MOt-tTHS 

I I THE LAST SIX MONTHS-ONE YEAA 

(I LONGER AGO THAN THAT 

I I (00 NOT READ) UNSURE 

~ . 
- ---

• : • t l • • • • • • • • • • • • ' 

II MINUTES ____ _ 

II HOURS 

II DAYS 

(NOT!;: IF ONLY HAD ONE POWER OUTAGE, A!:CORD DURATION ABOVE) 



.e \ 
~ 

. 
.._ 

' -------
0000 I I NONE -> SlOP TO OUE5nON 10 

"9999 (I (UNSURE) -> CON11NUE 

IF •uNSURE", PRO~E AS f OU.OWS: Would you say ono •.• two - · three - tou r ... rive •.. stx -~ etc. 

' . 
# MINUTES ____ _ 

fl. HOURS 

\ t1 DAYS 

l-(NOTE: IF ONLY H~O ONE POWE~ECOAO DURATION ABO~E.) 

e IF HAD ONE OR MORE OUTAGE IN lAST 30 DAYS, CONTINUE Willi 0 . 9 a. 

HAD NO OUTAGES, SKIP TO OUESTION 10. 

( 1 AN ACCIDENT/AUTOMOBILE. TRUCK. ETC. 

[ 1 FPL DOING WORK IN THE AREA 

( 1 WORK IN THE AREA BY OTHER l/TIUTIES (THE TELEPHONE COMPANY on CASU: TV COMPANY) 

[ I WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY. A ROAD CREW. ETC) 

( I STORMIUGHTNING 

. _.t 1 HIGH WINOS/TREES ON POWER UNES 

f.' .NAT\JRAL DISASTER (i.o. FLOODING/HURRICANE/ETC.) 1 

• ( I OTHER (SPECIFY) - - ----------



A !lb. 

() YES. 
r 1 NO 
I I UNSURE 

-> COI'lTlNUE 
-> SlOP TO QUESTION 9b 

-> SlOP TO QUESTION 9b 

( ) YES -> CONTlNUE 

I I NO -> SlOP TO QUESTION 10 

I I UNSURE -> SlOP TO QUESTION 10 

IF "YES' AND HAD MORE THAN ONE OUTAGE. SAY: 

Please think about the outage that was most uooblcsome lor you. 

(!, 9c. Whot activity or ocrrvltlos would thor bo? PROBE. 

y 9d. 

/ u 90. 

,: 
:I I EARLY MOANING, 5 AM BUT BEFORE 8 AM 

I I EARLY MORNING, 8 AM BUT BEFORE 1 0 AM 

l I I MID MOANING, 10 AM BUT BE.FOAE NOON 

•.1 I MID DAY, 12 NOON BUT BEFORE 2 PM 

1( I EARLY AFTERNOON, 2 PM BUT BEFORE 3 PM 

( I LATER AFTERNOON, 3 PM BUT BEFORE 5 PM 

{ J EARLY EVENING, 5 PM BUT BEFORE 7 PM 

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

I I AFTER 10 PM BUT BEFORE MIDNIGHT 

{ I LATER THAN MIDNIGHT BUT BEFORE 5 AM 

I I OTHER (SPECIFY} -=-==---------- -
1 I (DO NOT READ) UNSURE 

ON A WEEKEND, SATURDAY OR SUNDAY 

( I (DO NOT READ) UNSURE 

NO 
( I (DO NOT READ) UNSURE 

., 



f'7 1o. 

~0. 

\ 

BE SURE TO ASK FOR EACH TYPE USTEO SFLOW: 

~L Y A MINOR INCONVENIENCE 

f' MAJOR INCONVENIENCE 

COMPLETELY INTOLERABLE 

"---
11 __ _ 

, __ _ 

[000= none/dorl"l wam any a1 all) 

[999a unsurc/don"t c;,ro how many/doesn't manorJ 

' 



0 

/, t] 12d. 

SE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

00 NOT READ •MINUTES" •HOURS• •DAYS• 

· ONLY A MINOR INCONVENIENCE MINUTES __ _ 

~A MAJOR INCONVENIENCE 
MINU'TES __ _ 

.. 
COMPLETELY INTOLERA8LE 

MINU'TES __ _ 

(OOO .. nonc/don't Wllllt any at all) 

(999aunsum/don't care how many/doo:>n't manor) 

I I WARMER THAN AVERAGE 

I I COLDER THAN AVERAGE 

[ I or AVERAGE FOR THIS llME OF YEAR 

I I (DO NOT READ) UNSURE 

I I EXTREMELY STORMY 

[ I VERY STORMY 

I J SOMEWHAT STORMY 

I I NOT TOO STORMY 

I J NOT AT ALL STORMY 

I I (00 NOT READ) UNSURE 

[I YES 
II NO 
I I (UNSURE) 

[ I HIGH WINOS 

-> CONllNUE 

-> SKIP TO OUESllON 13 

-> SKIP TO OUESllON 13 

[ I EXCESSIVE UGHTNING 

I I HEAVY RAINS/FLOODING 

HOURS __ _ 

HOURS __ _ 

HOURS __ _ 

[ I OTHER (SPECIFY) -------
-------

DAYS __ _ 

DAYS __ _ 

DAYS __ _ 

/ 



1 /(' ~ Before, wo wero taDdng about 

; CMJI 0 lhltty dlly porlod. Now, 

or one year. 

-
..__ 

• • I f "• '1 t '1 of e • . • .,.... t~ e • • • • 1 • ; • • 
0 I • 1 1.. 

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

ONLY A MINOR INCONVENIENCE? # ___ _ 

A MAJOR INCONVENIENCE? - ~----

COMPlETELY INTGLERABLE? " ----

(OOQ .. nono/don'l w0111 o.ny 81 all) 

(999=unsure/don't care how marry/doosll'l ma:w( 

These 8111 dltferent from tho rTlOITl4lrUry lnlctrup!lons that we had boen • ..::dng nbout befofO whero lho 

powor goes off and comes back on VOt'f quickly, wllhln a few seconds to under one mlnuto. 

\ 
BE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

ONLY A Mlt,vrl INCONVENIENCE? " ----

A MAJOR INCONVENIENCE? II ___ _ 

~OMPLETEL Y INTOLERABLE? I ___ _ 

lOO•none/don't wMt o.ny ru nil) 

(009•unsur0/don'l cuto ho-.., many/doesn't maner) 



k 13. 

I I YES -> CONnNUE 

[ I NO. -> SlOP TO QUES'nON 14 

• 

~ 13a. 

n , -

[ \) EXTREMB.Y SAn5F1EO 

(;J VERY SAn5FIED 
[ 1 • SOMEWHAT SAn5FIEO 

(I NOT TOO SAn5F1ED 

.{ ) NOT AT All SATISFIED 

( I (00 NOT READ) UNSURE 

I I EXTREMB.Y SAn5F1EO 

I I VERY SAn5FIEO 

I ) SOMEWHAT SAn5F1EO 

I I NOT TOO SAn5F1ED 

I I NOT AT All SAn5F1EO 

I I (00 NOT READ} UNSURE 

• 

• 

. • 



YJ 11a 

,.... 
(:, 

EXTREMELY INTERESTED 

VERY INTCREST£0 

SOMEWHAT INTERESTED 

NOT TOO INTERESTED 

NOT AT ALL INTERESTEO 

(DO NOT READ) UNSURE 

·. 

-> SlOP TO QUESTION 16 

-> SlOP TO OUESTlON 16 

-> SlOP TO OUESTlON 16 

-> ASK REASONS WHY. BELOW 

-> ASK REASONS WHY. BELOW 

-> SlOP TO QUESTION 16 

I I NO REAL PROBI,.EM Willi THESE KINDS OF INTERRUPTIONS AND OUTAGES 

I J DON'T CONSIDER IT WORll1 THE EXPENSE .• 

{ I IS LANDLORD'S CONCERN. NOT MINE 

I I OTHER (SPECIFY) ---------
--------

I I EXrnEMELY SATISFIED 

II VERY SATISFIED 

II SOMEWHAT SATISFIED 

I I NOT TOO SATISFIED 

II ~OT AT ALL SATISFIED 

f I ,(DO NOT READ) UNSURE 

il BETWEEN 9;00 AM AND 5 PM 138· 1( I YES 2( I NO 

b. BF1WEEN 5:00 PM ANO 9 PM 139· 1( I YES 2f I NO 

a BE1WEEN 9:00 AM ANO 5 PM 2f IN~ 

b BE1WEEN s ·OO PM AND 9 PM 139·1( I YES 2( I NO 

125·135· 

t;t;::.tt hffteH.F. 

;1"{11 



t.e MARKETlNG RESEARCH 
ID# 

. . . 
2·$12-8001 • ~. 

TIME STARTED 

. ;. ~ } ~ 4 

RESIDENTIAL CUSTOMER POWJ:R DISW113UTION REUABIUTY TRACKING STUDY 

ASK TO SPEAK wrrn MALE/FEMAL£ ADULT HEAD OF HOUSEHOLD, PER "lOUR QUOTA. 

Hello, I 'm from Promo MarkcUng RCllcerch , on aroa marketing research organlutlon. 

We are conducting a brief survey on behalf of Florlda Power & Ught 

This wrvey Is being conducted among a l'andomly G-Ciccted group o f FPL cul>tomors, co your participation {s 

VOfY Important. AC$Uits of th~ survey wiU be used t o help FPL ~ cervo tho nc:eOs ot aU cu=:tomera. 

Your cooperation would be greatly appreciated. 

A. 

B. 

Flm, would you hiVe • primary Invo lvement In the doclalon making p roco11s, when It come:. t o 

programs and cervices offered by FPL? 

( I YES-> CONnNUE 
: 

,• 

( ] NO -> ASK TO SPEAK WITH A PRIMARY DECISION MAKER. 

"REREAD INTRODUCTION A_ND CONnNUE. 

Next, os wo will be_ talking about your oloe1rlc coorvlce In the 10101 thirty d ny:;, please tell me 

whe1her or not you hiVe been there at your curr-ent address during thl:; period and ualng your 

electric :;ervlco. 

(I YES-> 
(I NO-> 

CONTINUE 
READ STATEMENT BELOW AND TERMINATE 

"This curvey Is being conducted among FPL cuotomera who have been living a t their curren t addrc~ l or 

t he lo101 thirty d~. We thank you anyway, f or your cooperollon: 

I would like to ask you Just a few brfel questions on behalf ol FPL Let me a:.sure you th:ll we ore not selling 

or promollng tmy product o r oervlco. We oro only lmerMted In your opinion:;. 

This survey wi!l rake :•bout ftfteen minutes or so o! your rlmo. 

IF RESPONDENT SAYS HE/SHE DOES NOT HAVE TIM(, SAY 

Moy 1 call you llack laror today/this evonlng/lhls week? 

Aontllll'owcr & Lr~lll CllUIIW ') 

f'l>S(' Rcv1c~< uf O"tnl>lllh>n S"t<m 

SL-.ff h i llc<joK'\1 /' 

l<rtl'"'' ~(., Al•""""'o" r v­

l 'ugr' _I_ ''' f{ 

MAKI: APPOINTMENT FOR CALLBACK AND RECORD ON CONTACT SHEET 



Pfoase koep this description In mind, 111 1 ask you just n low quo511ons about wtlnt wo will rotor to os momentilly 

Interruptions. 

I I YES -> COI'mNUE 

I I NO - > SKIP TO OUESllON 4 

.::" .· .· 

I I THE LAST DAY OR TWO 

I I THE LAST THREE.SEVEN DAYS 

I I THE LAST EIGHT TO FOURTEEN DAYS 

I I THE LAST FIFTEEN TO THIRTY DAYS 

I I THE LAST TWO-THREE MONTHS 

( I THE LAST FOUA.SIX MONTHS 

I I THE LAST SIX MONTHS-ONE YEAR 

I I LONGER AGO THAN THAT 

I I (00 NOT READ) UNSURE 

~ 3. Now. I would toke yOJJ to think abOUt a spc<:ifiC periOd ... 

~ 
0000 I I NONl 

9999 I J (UNSURE) 

IF "UNSURE·, PROBE AS FOLLOWS: Would you cay one ... two ... three .. l ouo ... love ... ~ ,. ... c to::. 



..,., ~ 

hMI:AU THls VERSION OF QUESTION 4. 

Dulng this period. the lasl THIRTY 

guess it would haYe taken fOf you to 

r CONVENIENCE ·- COMPt.ETB.Y rNt;>L.ERABLE? 

• I I 
\ 

. 

I~Jine momeo~a~y power rumJildol'lS 

Outing this~ pel1od.. the lasl THIRTY DAYS, 

'would you guess II would haYe taken fOf you to 

INCONVENIENCE ... COMPI..ETB. Y INTOL.ERABLE? 

BE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

ONLY A MINOR INCONVENIENCE 

A MAJOR INCONVENIENCE 

COMPLET'El Y INTOLERABLE 
, __ _ 

I ooo =none/don·, want any at au 1 
(999ounsure/don'l care how many/doosn'l manctj 

last TWID"IV 

.. 
' 

your hOmc,f 
- A MAJOR 

:<. <o G 
3 'if /1 



~-

~-
c. 
o. The· questions may sound slmilar to the ones I asl<ed you pnMousfy, bulthl3 ~we will bf' ta&lng only nbout 

power 001ages and not momentaty ln!DmJptlons. ClARIFY FURTHER, AS REQUIRED. 

~ Jncidcmally, as 1 nsk you Jhose questions, please 

~ Hunic::100 Atldfew, as lhat was an eldraotdinaty 

I": FtrSt, riave you 

t/· :;everaJ hours or 

~6. 

.: 
( J ' YES -> CQNT1NUE 

(I NO -> SKIP TO QUESTION 10 •· 

I I THE LAST DAY OR TWO 

( I THE LAST THREE-SEVEN DAYS 

( I :tiE LAST EIGHT TO FOURTEEN DAYS 

( I THE LAST FIFTEEN TO niiRTY DAYS 

I I n ::= LAST TWO-THREE MONniS 

( I THE LAST FOUR-SIX MONniS 

I I THE LAST SIX MONniS.ONE YEAR 

I I LONGER AGO THAN TIIAT 

( I (DO NOT READ) UNSURE 

II Mll lUTES 

II HOURS 

II DAYS 

,)..- (NOTE· IF ONLY HAD 

, 



--------
0000 (I NONE -> Sl<IP TO OUESTlON tO . 
9999 I I (UNSURE) -> COmlNUE . ' 
IF •u NSURE•, PRO~E ASt FOLLOWS: Would you say ono .•• two •. . three -- tour ... five •.. :stx _ etc. 

9 Bb. Now, 
~. DAYS, 

c 

()9a 

fl MINl.JTES -----

II HOURS 

11 DAYS 

(NOTE: IF O~LY H1\D ONE"PPWER OUTAGE, RECORD DURATION ABOVE.) 

( I AN ACCIDENT/AUTOMOBILE. TRUCK. ETC. 

I I FPL DOING WORK IN THE AREA 

homo tn lho last TliiRTY 

APPROPRIATE CATEGORY. 

' 

[ I WORK IN THE AREA BY OTHER vnunES (THE TELEPHONE COMPANY OR CABLE TV COMI'ANY) 

( ) WORK IN TliE AREA BY OTHERS (A CON5mUGn0N COMPANY, A ROAD CREW. I:IC.) 

(I STORM/UGHTNINO 

( I HIGH WlNOSfT'AEES ON POWER UNES t 

\ ( I NATURAL DISASTER (lo. FLCf01N~URRICANE/ETC) 

( I ~ER (SPECIFY) . l . 
' 



. 9b. 

?> 9b. 

[ ) YES . 
[I NO 
[I UNSURE 

-> CONllNUE 
- > SKIP TO QUESl10N 9b 
-> SKJP TO QUESTlON 9b 

I I YES - > CON11NUE 
I I NO -> SKIP TO QUESTION 10 
I I UN$URE -> SKIP TO QUESTION 10 
IF "YES:: AND HAD MORE lHAN ONE OUTAGE. SAY: t 
PleaSe lhtnk abOut the ootage that was most troublesome l'or you. 

/J 9C. What actl'lily or actM!les would that be? PROBE 

D 9d. 

I 1 EARLy MORNING. 5 AM - UT BEFORE 8 AM 
I I EARLY MOANING, 8 AM BUT BEFORE 10 AM 
I I .MID MORNING, 10 AM BUT BEFORE NO~ :' 
I I :MID DAY. 12 NOON VUT BEFORE 2 PM I 
I I EARLY AFTERNOON.\2 PM BUT BEFORE 3 f?J"' -1 
I I LATER AFTERNOON, 3 PM BUT BEFORE 5 ft-'1 4 
I I EARLY EVENING, 5 PM BUT BEFORE 7 PM 
I I LATER IN THE EVENING, AFTER 7 PM BUT BEFORE 10 PM 

I I AFTER 10 PM BUT BEFORE MIDNIGHT 
I I LATER THAN MlDNIGHI' BUT BEFORE 5 AM 

I 1 OTHER (SPECIPr') I I (00 NOT READ) UN_,S.,..,U""A,....,E=-----------

I I ON A WEEKEND. SAl\JRDAY OR SUNDAY 
I I (DO NOT READ) UNSURE 

11 NO . 
I 1 (00 NOT READ) UNSURE 



BE SURE TO ASK FOR EACH TYPE U STEO BELOW; 

ONLY A MINOR INCONVENIENCE II ---

A MAJOR INCONVENIENCE II ---

COMPLETELY INTOLERABLE II ---

(OOO"'none/don·r want any at alii 
(999"'unsure(don't care how m any/doesn'r maner) 

:< fo G-
7o II 



}) 12C. 

-( 
~ 1 

BE SURE TO ASK FOR EACH TYPE USTEO BELOW: 

00 NOT READ "MlNUTES" "HOURS" "DAYS" -

\ 
ONLY A MINOR INCONVENIENCE 

A MAJOA INCONVENIENCE 

,. 
COMPLETELY INTOLERABLE 

MINUTES - --

MINUTES---

IOOO•none/don~ want rJrrt at aU] 

1999• unsure/don't caro how many/doe$n'1 manetl 

I I WARMER lHAN AVERAGE • 

I I CO!DEfllHAN. AVERAGE 

( ) ex AVERAGE FOA THIS 1lME OF YEAR 

I I (00 NOT REAO) UNSURE 

( I EXTREMRY STORMY 

( I VERY STORMY 

I I SOMEWHAT STORMY 

( I NOT TOO STORMY 

I I NOT AT ALL STORMY 

( I (00 NOT REAO) UNSURE 

(I YES 
I I NO 
I I (UNSURE} 

I I HIGH WINOS 

-> CON1lNUE 
- > SKIP TO OUES1l0N 13 

-> SKIP TO OUES1l0N 13 

I I EXCESSIVE UGHTNING 

I I HEAVY RAJNS!FLOOOING 

HOURS __ _ 

HOURS ----'--

HOURS __ _ 

(I OTHER (SPECIFY)----------
----

DAYS __ _ 

DAYS _ _ _ 

DA.YS __ _ 



c 

" , ~-· 
: ,... 

Bef()(e, ""-o were taJJdng o.boUt 

over a thirty day por1od. Now, 

Of one year. 

• .. t•f . , .-; j ; .. ~ ' e ~ • • ' • I 7. 

Over the past year, In your home, 

tal< en tor you to consider h • .. ONLY 

.COMPL.ETB.Y INTOLERABLE? 

- BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MINOR INCONVENIENCE? II ___ _ 

·1 MAJOR INCONVENIENCE? "----
" ' 
COMPLETELY INTOLERABLE? "----

(OOO .. none/don"t wnnt nny Ill nlll 

(999=unsure/don't care how many/doesn"t manoil 

~)till thinking about a one year 

temlnd 

Over the past year, In your homo. 

you to consider il . .ONLY A 

.COMPLETELY INTOLERABLE? 

I 

BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MIN0'1 \~CONVENIENCE? If ___ _ 

A MAJOR INCONVENIENCE? 

~OMPLETEL Y INTOLERABLE? 

"----, ___ _ 

XlO• nonc/don"l want any at oJJJ 
(999•un!lurc/don"t care how 'Tlatly/doosn"t manorJ 



13. 

A-

c 13b. 

i) 14. 

- > SKIP TO QUESTlON 14 

"· 

(I EXTREMELY SAllSFIED ' 

I I VERY SA 11SF1EO 

I I SOMEWHAT SAllSFIED 

I I NOT TOO SATISFIED 

.1) NOT AT All SATlSFIEO 

I ) (00 NOT READ) UNSURE 

I I EXTREMELY SATISFIED 

I I VERY SATISFIED 

I I SOMEWHAT SATISFIED 

[ I NOT TOO SATISFIED 

I I NOT AT All SATISFIED 

I I (00 NOT READ) UNSURE 

\ 
the subjea oooe again 

are several different 

a. Which of these would bo your top pnorrty? READ U ST OELOW. ROTATE OAOER. 

RECOAO T FOR TOP PRIORITY. 

T 

' .. 

b. Which ol these would I>C your second pnonty? READ REMAINING TWO CHOICES UELOW 

RECOAO "Z' FOR SECOND PRIORITY. 

RECORD "3" FOR REMAINING ITEM. 

00 NOT ACCrPT "NO PREFERENCE" OR "ALL ARE THE SAME." 

SAY: IF YOU ,,.D TO MAKE A CHOICE. WHICH WOULD rT BE? 

/o '} II 



liko to talk to yoUJ abOut tho kloa lOt a now ptogram 11om t f'L 

I I EXTREMELY INTERESTED -> SKIP TO QUESTION 16 

I J VERY INTERESTED -> SKIP TO QUESTION 16 

I I SOMEWHAT INTERESTED -> SKIP TO QUESTION 16 

I J NOT TOO INTERESTED -> ASK REASONS WHY, BELC' V 

I I NOT AT AU. INTERESTED -> ASK REASONS WHY, BEL( V 

I I (00 NOT READ) UNSURE -> SKIP TO QUESTION 16 

I I NO REAL PAOl3l.EM W1Tl1 TrtESE KINOS OF INTERRUPTIONS ANO 6UTAGES 

I I OONT CONSIDER IT WORTH 1liE EXPENSE • 

I I IS LANDLORD'S CONCERN, NOT MINE 

I I OTHER (SPECIFY}-----------
-- ---

n 16 One fast question abOut FPL -
I~ EXTREMELY SATISFIED 

I I VERY SATISFIED 

II SOMEWHAT SATISFIED 

I I NOT TOO SATISFIED 

I I NOT AT ALL SATISFIED 

I I (00 NOT READ) UNSUI'lE 

p I 

,) BE'lWEE' 1 0 00 AM AND 5 PM 136· 1( I YES 2( I NO 

b BE1WEEN 5.00 PM AND 9 PM 139·1( I YES 21 I NO 

z_ 170 

a BE1WEEN 9.00 AM AND 5 PM 138· 11 I YES 21 I NO 

b BE1WEEN 5 00 PM AND 9 PM 139· 1( ) YES 2( I NO 
.;J... (o 6-

II~ 1/ 



j 

PROAL-:: MARKEllNG RESEARCH 
10# 

, • -, 

FPt..-12-92-8001 ' ~ 
TIME S T.ARTaJ 

• _...:.,. - ~ 41 

RESIDENJ1AL CUSTOMER POWER QISTRIBUDON REUABILIJY TRACKING STUDY 

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

Hello, I'm from Promo Me.rketlng Research, an area marketing r~orch orgonlzotlon. 

We ere conduc:llng a brld aurvoy on behalf ot Aorlda Power & Ught. 

Thl$ c;urvey b being conducted among • randomly celectcd group of FPL cu~omer11, c;o your pai1Jclpa11on Is 

vuy lmporUnt. Results of this survey will bo u::ed t o help FPL belrt c:ervo t"a need~~ of oil cu::tomera. 

Your cooperation would be greally appreciated. 

A. Fl r::l, would you hove o p rimary Involvement In tho decision making process, when II com~ t o 

programs end cervices offered by FPL? 

(I YES-> 

l] NO -> 

.· .. 
CONJ1NUE , 

ASK TO SPEAK WITH A PRIMARY DECISION MAKER. 

AEREJ.D INmOOUCTlON ~D CONTINUE .. 

0 B. N ext, as we will bo. talking abou1 your electric service In lhe la:;t thirty days, please tell me 

whether or not you have been thoro at your current addrcsa during thla period and using your 

electric service. 

I I YES-> 
{]NO-> 

CONTINUE 
READ STATEMENT BELOW AND TERMINATE 

"This :;urvcy Is being conducted among FPL cuatomero who hove b een living ot their currenr addrc:;s lor 

•he IIS1 thirty days. We thank you anyway, f or your cooperation.· 

I would like to ask you ju:;t a few brief questions on behalf of FPL Let mo o::.:.ur-. you that we arr not selling 

or promoting any product or aervlcc. We arc only Interested In your opinions. 



fi 1. Tho fllSI typo ot oxporlonce 1 would like to~ you about Is 

[) 2. 

Please keep this doscription in mind, as I ask you just a lew questions about wtllll wo will rolor 10 as momematy 

interrvpcloos. 

I I YES -> CONTINUE 

I I NO -> SlOP TO QUESTION 4 

.· -· 

I I THE LAST DAY OR TWO 

r 1 THE LAST THREE~EVEN DAYS 

f I THE LAST 8GHT TO FOURTEEN OA YS 

I I THE LAST FIFTEEN TO THlRTY DAYS 

I I THE LAST TWO-THREE MONTHS 

I I THE LAST FOUR~IX MONTHS 

II THE LAST SIX MONTHS-ONE YEAR 

II LONGER AGO THAN THAT 

I I (DO NOT READ) UNSURE 

Now. I would loko you 10 ltllnk about o specifiC periOd .. lllC 13!01 THIRTY DAY::: 

fl ______ _ 

'oooo ( I NONE 

9999 ( I (UNSURE) 

IF ·uNSURE·, PROBE AS FOLLOWS: Would you ooy ono ... two ... throe .. lour ... love .. :;;ix ... etc. 



.. 

BE SURl: TO ASK FOR EACH TYPE U STEO BELOW: 

ONLY A MINOR INCONVENIENCE 

A MAJOR INCONVENIENCE 

COMPLETELY iNTOLERABLE ~~ ~--

[OOO:=nonc/dO!"I'I want any Ill all) 
(999-=unsure/don't caro how manytc:Joesn't manor} 

Fluru.la l'o"cr />< Lt~hl Comp:my 
F?SC Rc' tcw of Dt\tnbutnm System 
Slilfl l>t Rcy\IC.\t 
KCQ""'' t).y_ lfl17'C'Ht'"'"' r l.f 
''·'It"' _,} .. r JL 



e,.. 
7. 

Thc·qucstlons may sound slmilnr to the ones I asked yeo prevloosly, but thls time we will be talking only about 

~ ootages and noc momentary Interruptions. CLARIFY FURniER, A! REQUIRED. 

~yeo thll"..O questions, please do not 

__.,- th:U was an extraordrnary situation. 

rttSt. have 

( ) YES -> COI)(TlNUE 

I I NO -> SKIP TO QUESTION 10 

. . . . . 
I 

( 1 THE LAST DAY OR TWO 

( 1 THE LAST THAEE.SEVEN DAYS 

( I THE LAST EIGHT TO FOURTEEN DAYS 

I I THE LAST FIFTEEN TO THIRTY DAYS 

I I THE LAST TWO·niAEE MONTHS 

I 1 THE LAST FOUR.SIX MONTHS 

( ) THE LAST SIX MONTHS·ONE YEAR 

(I LONGER AGO THAN THAT 

I I (DO NOT READ) UNSURE 

. 

. . : . 
II MINUTES------

111 HOuns 

#DAYS 

(NOTE: IF ONLY HAD ONE POWER OUTAGE. nECOAO DURATION ABOVt J 



• _...9a 

• 

"-------
\ ClOOO I I NONE -> SKlP TO QUESTION 10 

9999 I I (UNSURE)-> CONTlNUE 

IF ·uNSURE", PROBE AS~FOLLOWS: Would you uy one •.• two .•• three •.. four •.. nvo ... six ••. otc. 

-
i1 MINliTES -----

II HOURS 

II DAYS 

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

I I AN ACCIDENT/AUTOMOBILE. TRUCK. ETC. 

I I FPL DOING WORK IN THE AREA 

I I WORK IN THE AREA BY OTHER UT11.I11ES (THE TELEPHONE COMPANY OR CAOLE TV COMPJINY) 

I J WORK IN THE AREA BY OTHERS (A CONSTRUCTION COMPANY. A ROAD CREW. ETC.) 

I I STORMJUGHTNING 

( I HIGH WINOSITREES ON POWER UNES 

, ( ) NATURAL DISASTER (i.o. FLOODING/HURRICANE/ETC.) 

\1 I OTHER (SPECIFY) ----------
---

flurhL' 1\n\rl ,\ I 1;: .. 1 t. \tenp.UI) 

I I'S< • Kc• •cw ur n"mr.uuon Sy~rrm 

~ ••• , " ' KC4UC~I 

I{C4uc~r_..21., _!IT71";' 1M'r)lr/l 

1·.,~~' :, ,,, II 



9b. 

/1-

fJ 9b. 

() YES . 
I 1 NO 
I I UNSURE 

-> CONT1NUE 
-> SKIP TO OUESTlON 9b 
-> SKIP TO OUES110N 9b 

I I YES -> CONllNUE 
( I NO -> SKIP TO QUESTION 10 

. (I UNSURE - > SKIP TO QUESTION 10 
" IF "YES' AND HAD MORE THAN ONE OUTAGE, SAY: 

PlcaSO think about the outage that was mOSt trouble<-..ome for you. 

C- 9c. wnat actNtty or activities would tnat be? PROBE . 

& 90. 

y 91. 

.. J • • • • • . • • • 

' I I EAALY MORNING, 5 AM BUT BEFORE 8 AM 
'I I EARLY MORNING, 8 AM BUT BEFORE 10 AM 
I I MID MORNING. 10 AM BUT BEFORE NOON 

• () MID DAY, 12 NOON BUT BEFORE 2 PM 
J. I EARLY AFTERNOON. 2 PM BUT BEFORE 3 PM 
ll LMER AFTERNOON, 3 PM BUT DEFORE 5 PM 
I I EAALY EVENING. 5 PM BUT BEFORE 7 PM 
II LATER IN Tl-IE EVENING. AFTER 7 PM BUT BEFORE 10 PM 

I I AFTER 10 PM BUT BEFORE MIDNIGHT 
I I LATER THAN MIDNIGHT BUT BEFORE 5 AM 

I I OTl-IER (SPECIFY} I I (00 NOT READ) UN""S:=:U-::R:-:E:-----------

II ON A WEEKEND, SATURDAY OR SUNDAY 
I I (DO NOT READ) UNSURE 

II NO . 
I I (DO NOT READ) UNSURE 

1-lunJ.1 l'u"'cr fo.. l l):ht C<>rntWI)' 
FPSC lkV~cw ol 01\tnbuuuo Sy\lcm 

s~'lf 1 ~tl<c<Juc)l 
Rcqu<"t ..<_~ {tlitiCJIIYIPJ.Ir H 
fi jiJ,:C"' (R tit LJ_ 



c....o. 

. 
\ 

. .. . . .. . . . . , .... 

During lhls same period. lhe las1 THIRTY DAYS, hOw many complclo power OUtages. '"your hOmo. would you 

guess i1 would have laken 101' you 10 consider iL • . ONLY A MINOR INCONVENIENCE .·. A MAJOR 

l!'JCONVENIENCE ... COMPLETELY INTOLERABLE? 

BE SURE TO ASK FOR EACH TYPE USTED DELOW: 

ONLY A MINOR INCONVENIENCE II---

A MAJOR INCONVENIENCE II ---

COMPLITEL Y INTOLERABLE II ---

(OOO= nonc/don'l want nny m all) 

(999cunsurc/don·• ~rc how m any/docsn·r rnancrJ 



11. 

·I( 

131 

BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

DO NOT READ •MJNUTES" "HOURS• "DAYS• • 

I 

ONLY A MINOR INCONVENIENCE 

1
A MAJOR INCONVENIENCE 

MINUTES __ _ 

COMPlETELY INTOLERABLE 
MINUTES __ _ 

1 ooo- oooe/doo'l want fU'r'/ a1 n11J 
1999munsurc/doo"t caro how many/doosn'l m;)ltcrl 

( I WARMER THAN AVERAGE • 

I I COlDER THAN. AVERAGE 

I I or AVERAGE FOR THIS llME OF YEAA 

I I (DO NOT READ) UNSURE 

I I EXTREMELY STORMY 

I I VERY STORMY 

I I SOMEWHAT STORMY 

( I NOT TOO STORMY 

I I NOT AT ALL STORMY 

I I (DO NOT READ) UNSURE 

j) 12c. 

12d. 

I I YES 
II NO 
I I (UNSURE) 

I I HIGH WINDS 

-> CONllNUE 

-> SKIP TO QUESTION 13 

-> SKIP TO QUESTION 13 

I I EXCESSIVE UGHTNINO 

I I HEAVY RAINS/FLOODING 

HOURS __ _ 

HOURS __ _ 

HOURS __ _ 

I I OTHER (SPECIFY)------------
--

DAYS __ _ 

DAYS __ _ 

DA'rS __ _ 

, 



121. 

~ 

Beforo, wo were taJldng obOI.It 

CHef o thltty d:rf period. Now, 

o( one year. 

Over IJ'le p3St year, In 'fOAJI home, 

Ull<cn tot you to consldor 1t. • 

• COMPLETELY INTOL£RABLE7 

: ... -

- BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MINOA INCONVENIENCE? # 

A MAJOR INCONVENIENCE? ' ----

COMPI..ETELY INTOLERABLE? ' ----

(OOO• none/don't want any at cll) 

(999= unsurcJdon' caTO how many/doesn't mattcf) 

• BE SURE TO ASK FOR EACH TYPE USTED BELOW: 

ONLY A MINOR INCONVENIENCE? # ___ _ 

A MAJOR INCONVENIENCE? # ___ _ 

lcOMPLETEl Y I NT< ERABLE? " ----

, JOO=nonc/don't want any at all) 

(999= unsure/don't care how many/doOsn'l manor) 

AumLo 1'.•14« A. Loj'lll ( \nnJUil) 

I'PSC Re"~" o>l 01\U'Ibuuou 5) '''"' 

s~.u 1 , , ttc4uc,, 
Rr•1ue.t .:Jk _117T N II l1y Ait d 
l'.tl' " q ,,, /J 



· • 13. Changing cno 
{r Other Ulan 'd~ 

.. 

1 

b 

l I YES 
[I NO. 

-> 
-> 

CONTlNUE 
Sl<lP TO iUESnON 14 

[ I EXTREMELY SATISFIED 
[ I VERY SATISFIED 
(I SOMEWHAT SATlSFIEO 
[] NOT TOO SATISFIED 

. .(. I NOT AT ALL SATlSFIEO 
( I (DO NOT READ} UNSURE 

(I EXTREMELY SATISFIED 
[I VERY SATISFIED 
[I SOMEWHAT SA11SFIED 
( I NOT TOO SA TIS FlED 
[ I NOT AT ALL SATISFIED 
( I (DO NOT READ) UNSURE 



I I EXTREMELY INTERESTED --> SlOP TO QUESTION 16 

I I VERY INTERESTED -> SlOP TO QUESTION 16 

I I SOMEWHAT INTERESTED -> SlOP TO QUESTION 16 

f I NOT TOO INTERESTED --> ASK REASONS WHY. BELOW 

II NOT AT All INTERESTED -> ASK REASONS WHY. BELOW 

I J (DO NOT REAO) UNSURE -> SKIP TO QUESTION 16 

I I NO REAL PROBLEM WITH THESE KINOS OF INTERRUPTIONS AND OUTAGI:S 

I I DON'T CONSIDER rT WORTH THE €XPENSE 

( J IS LANDLORD'S CONCERN. NOT MINE 

I I OTHER (SPECIFY)--------------
----

125 135 

c 16. - lion abOvl FPL 

17:'1. 

D 

171>. 

E 

I I EXTREMELY SATISFIED 

I I VERY SATISFIED 

( I SOMEWHAT SATISFIED 

( I NOT TOO SATISFIED 

I I NOT AT AU. SATISFIED 

( I (00 NOT READ) UNSURE 

a BETWEEN " ' ; AM AND 5 PM 

b !lET\'VEEN 5:00 PM AND " PM 

a BElWEEN 9 00 AM AND 5 PM 

I) BE'TWEEN 5:00 PM AND 9 PM 

• 

138·1 I I YES 2(1 NO 

139· 1( J YES 2( I NO 

p.,,. er A. Loa;hc Curnp.m> 

Rr• ICW vr OoltnhtJih.lfl ~y•trm 

138-1( I YES 
1\t Rr2,oc't 

H <'\jU(\1 ·< - ll /i~,(AfNoll tl 

139 1( I YES 2() NO 
l '.!fC\ 1j " ' II 



c. 

. ~ 

\1:\.IOR pROCESS AREAS_-;.-

Now. I would ltke to ask you about some spec1fic :upec:.s of the seMces provided by FPL For 
m:10y of the questions, we will be us1ng a r:lllng scale of "E.xceUenl", "Very Good", "Gooct·. 
"F:m", or "Poor·. Please base your answers on your own experiences as weU as what you may 
have read or heard. If you feel you can't judge FPL on a pantcular item. please say "I can' t 
JUdge· or "I don't know." 

\l:\IOR PROCESS AREA; Et.ECfRIC POWER 

l -1 . 

15. 

Excellent . . . . . . . . ...... . ... . .... 5 
Very Good . ... ......... .. ... . .... 4 

Good. ................. .. ...... 3 
Fair, or . .............. ........... 2 
Poor . . . . . . . . . . . . . . . . . . . . . . . . . . I 

r DON'T KNOW ... , . . . . . . . . . . . . . . . y 
SKlP Td Q.l6 < ...... -.............. L REFUSED . ·: . . . . . . . . . . . . . . . . . . . . X 

More specifically, how would you rate FPL in ternu of ... (A 1TRIB lf11:)? ASK FOR 
EACH ATTRIBUTE. REPEAT SCALE AS l"<"EEDED. 

.E 
s 

:s 

.YQ~£.f 

4 3 2 

4 3 2 

DON'T 
KNOW REhJSED 

y X 

y X 

/ &' () s 4 3 2 y X 

8 

llmhl.t P••"-rr .\ 1 •thl ( "umft.\11\ 

ll'S(' ltc""' ••I lll\lllhuu•>n ~)\lcm 

:>Ltll hi Rc<juc'l A.~ 1 "'":I 
l<c<juc\1 _::U.,. rrn'At-1?~-
r·.t~('\ 1 ,,, 3 

G-s 
101m 
CONFIDENTIAL 



- ~ 
·"<r ~ 4 

\lAlOR PROCESS AREA; 'FIELD SERVICE CNON-EMERGENCYl 

)1 '). 

c 
v ( )b. 

-- ( )c. c.;:: 

f ( )d. 

G ( )c. 

ExccUcnt ..... .................... S 
Very good .... .......... ... ....... 4 
Good .. ..... ...... . ............. J 
Fair, or ...... ........... . ........ 2 
Poor .......... .. . ... ..... ..... . . 1 

r DON'T KNOW . . . . . . • . . . . . . . . . . . Y 
SKIP TO Q.25 < ·····-·············· L- REFUSED . . . . . . . . . . . . . . . • . . . . . . X 

.E ~ s;; 

s 4 3 

s 4 3 

s 4 3 

s 4 3 

s 4 3 

s 4 3 

, 

.E .e 
2 

2 

2 

2 

2 

2 

(ATTRIBUTE)? 

DON'T 
KNQW 

y 

y 

y 

y 

y 

y 

RE.E 
X 

X 

X 

X 

X 

0 1892 
CONFIDENTIAL 

~(,:t 

8. "'.J 



' ~ - -·. -- . ~ c 
MA lOR 'PROCESS AREA: · Sl;;RYICE RESTO RAil OK 

k 25. 

fJ 16. 

(!_ ( }a. 

i) ( }b. 

c{ ( )c. 

f ( )d. 

Excellent ..... . .. . .... .. ... . ...... 5 
Very good ............ . .... . • ..... 4 
Good. ............ . . .... ... . .... 3 
Fair. or .. .. ...... .. . . ... . .... •... 2 
Poor. . . . . . . . . . . . . .. .. . .. ..... ... 1 

r· DON'T KNOW . . . . . . . . . . . . • . . . . . y 
SKlP TO Q.27 < ---·-···· -·-···· ···--· L. REFUSED . . . . . . . . . . . . . . . . . . . . . . X 

{ROTATE) ..E ~ .Q 

5 4 3 

5 4 3 

5 4 3 

5 4 3 

\~ 

14 

DON'T 
.E .f KNQW 

2 y 

2 y 

2 y 

2 y 

BEEUSEO 
X 

X 

,'\ 

X 

<C) 1882 
CONFIDENTIAL 

Q(p ::z:. 
3r;3 



4b. 

I I 
I I 
I I 

II 

kW 

kVA 

kW 

YES 
NO 
UNSURE 

FPL SERVICE REL.IABIUTY STUDY 

-> CONTINUE 
-> SlOP TO OUC:STION 7 

-> SlOP TO QUESTION 7 

f h•ud.t l'•"·"l·r .\. I t.:hl l'tttllf\.Ul) 

I·I'SC ({,., IC\\ "' u .. cnhulot•ll S) \ICIII 

\~lfl he Kttf"'"'1 A 11 .J .::J 
Kttfuc.; -<(.. fl nlf e-~..vrlf 
,.,~,., I ,,, ~ r 

PROFILE MARKETING RESEARCH 



t l 5. 

c. 61>. 

I I 
I I 
I I 
I I 

I I 
I I 
I I 

.. 
~ 

:. ~-.. 

YES/AU. 
YES/SOME 
NO 
UNSURE 

AUTOMATIC TRANSFER SWITCH 

MANUAL TRANSFER SWITCH 

UNSURE 

I I OPEN TRANSmON TRANSFER 

I I CLOSED TRANSmON TAANSFER 

I I UNSURE 

.!.. ~ • 

- > CONTI•JUE 
-> SKlP l I QUESTION 7 

- > SKlP l QUESTION 7 

. -- - . 

1) 7. 

I I YES 
I I NO 
I I UNSURE 

FPL SERVICE REUABIUTY ST\JOY PROFlLE MARKETING RESEARCH 



8a. 

~ 8b. 

c 8c. 

1) 8d. 

I I 
I I 
I I 

I I 
I I 
I I 

•• 

YES 
NO 
UNSURE 

YES 
NO 
UNSURE 

-> COI'mNUE 
-> SKIP TO QUESTION 8c 

-> SKIP TO QUESTION 8c 

-> COI'mNUE 
-> SKIP TO QUESTION 9 
-> SKIP TO QUES t10N 9 

FPL SERVICE REUABIUTY ST\IOV PROFILE MARK.EnNU RESEARCH 



fr 9. 

6 9b. 

c 9c. 

I I 
I I 
I I 

kW 

.. 

YES 
NO 
UNSURE 

-> CONTINUE 
-> SlOP TO OUESTION 9d 

-> SlOP 10 QUESTION 90 

NOW SlOP TO OUE5nON toa 

( I EXTREMELY UKEL Y 
( I VERY UKE1. Y 
(I SOMEWHAT UKELY 

( I NOT TOO UI<El.Y 
( I NOT AT AU. UI<El.Y 

(I UNSURE 

FPL SERVICE REUABIUTY STUDY PROFILE MARK.EllNO RESEARCH 



10a. 

10b. 

c 10c. 

10d. 

r£" 10e. 

,. 

Pleastl use a frve point scale where a rating ol ' 5' would Indicate 'OX!fcmoly critJcar 1111<1 o rming ol . ,. 

WOIAd lndlca!o •not 81 on crillcal.' You may use eny numbor rrom o high or ·s· too 10w o1 '1' to do so. 

FPL SERVICE REUABILITY ST\JOY PROFILE MARKE11NG RESEARCH 





EQUIPMENT INVENTORY ·--
_a. iOb a. tOd a. tOe 

I 
AU OTHER r -

PLEASE UST BB.OW AND ANSW'EJ\ 0 . 1Ctl-e FOR EAQ-1 
~r-....::rrArH.L· 

5 4 3 2 1 
5 4 3 2 I ·-
5-4321 
5 4 3 2 , 

5 4 3 2 1 
5 4 3 2 , 
5 4 3 2 1 ' 54321 ' ' 
5 4 3 2 , 

54321 • 
5 4 3 2 1 
54 3 2 1 1 

54 3 2 ' 
5 4 3 2 ' 
54321;.~ 
54 3 . 2 , ., 
5 4 3 2 I 

' 5 4 3 2 I • 
5 4 3 2 , 
5 4 3 2 , . 5 4 3 2 ' 
5, 4 3 2 , 
s 4 3 2 1 

Sb 5 4 3 2 , 

~ s 4 3 2 , 

L\ 4 3 2 , 
!> 4 3 2 , 
s 4 3 2 1 

~ s 4 3 2 1 
54 3 2 , 
54 3 2 1 

~ 
5 4 3 2 1 . 
5 4 3 2 1 

5 4 3 2 1 



ABOUT SERVICE REUABIU!Y IN GENERAL AT THIS LOCATION 

/1 11. How would you rato thO 

I I EXCEu.ENT 
I I VERY GOOD 

I I GOOD 
I I FAIR 
II POOR 
I I UNSURE 

B 12. 

Ploase rank these In terms ol your priority. 

WRITE IN RANK • NEXT TO EACH ITEM BELOW. 

1 • Top Ptiority 
2 • Second Ptiority 
3 • Third Priority 
4 - Last In tenns of Priority 

.FPl SERVICE REUABIUTY S'T\JDY PROAU: MARK.ETlNQ RESEARCH -

o2 r., ::r <6 "1 ..:W I 



B 13. 

II EXmEMELY PROBLEMATIC 

( ( VERY PROBLEMATIC 

I I SOMEWHAT PROBLEMATIC 

I I NOT TOO PROBLEMA TIC 

I I NOT AT AU. PROBLEMATIC 

I I UNSURe , 

c 14a. 

ONLY A MINOR INCONVENIENCE II ---

I) 14b. 

A MAJOR INCONVENIENCE 

COMPLETELY INTOLERABLE 
, __ _ 

FPL SERVICE AEUABIUiY STUDY PROFILE MARKETING RESEARCH 



15 

$ ____________________ ___ 

6 16a 

16b. 

D 16c. 

G16d. 

~ 161. 

FPL SERVICE REUABIUTY ST\JOY PROFILE MAAKETlNG RESEARCH 



JY,a 

/!; 17b. 

I 
. i 

' 

1( J 
I I 

· I I 
I I 
II 
I I 

EXCELLENT 

VERY GOOD 

GOOD 

FAIR 

POOR 

UNSURE 

wtry do you sa.; thai? Arry othor reasons? 
PLEASE BE AS SPECIFIC AS POSSIBLE. 

FPL SE.RVICE RELIABILITY STUDY 

11 1 ..2.r 
PROAL£ MARK.ETlNQ RESEARCH 

I 



ABOUT LONGER POWER OUTAGES AT JHIS lOCATION 

.8 18. 

I J EXTREWELY PROBLEMATIC 

I I VERY PROBLEMAT1C 

I I SOMEWHAT PROBLEMATIC 

I I NOT TOO PROBLEMA TlC 

I I NOT AT ALL PROBLEMATIC 

I I UNSURE 

FPl SERVICE REUABIUTV STUDY PROfiLE MARKETING RESEARCH 



ABOUT PLANNED OUTAGfiS 

(? 19a 

c, 19b. 

I l YES 
I I NO 
I I UNSURE 

I I UNDER 15 MINUTES 
I I 15 MINUTES TO 1/2 HOUR 

I I 1/2 HOUR TO 1 HOUR 

I I 2-3 HOURS 
I I 4-6 HOURS 
I I 7-9 HOURS 
I I 10-12 HOURS 
I I OVER 12 HOURS BVT LESS THAN ONE DAY 

(I ONE DAY ADVmCE NOnCE 
I I TWO.'Tl·IREE DAYS AOVmCE NOnCE 
I I FOUR.SIX DAYS ADVANCE NOnCE 

I I LONGER THAN THAT 
I I t' URE 

FPL SERVICE RELIABILITY STUDY PROFILE MARK£T1NG RESEARCH 



kt 20a 

, __ _ 

c 1c. 

,. __ _ 

0 20d. 

e 20e. 

COMPL£TEL Y INTOLERABLE 

(' 201. 

FPL SERVICE REUABIUTY SnJDY PROFILE MARKEllNG RESEARCH 



21a 

DAY OF~---------------------

TIME OF DAY 

e 21b. 

s ____________________ __ 

G 22a. 

DAY OF WEEK - ---------------

TIME OF DAY -------------------

v 22b. 

~--------------------

-;-51o<S 
FPL SERVICE RELIABILITY STVOY PROI'ILE MARKEn NO RESEARCH 



,. 
:. 

b 230. 

C- 23c. 

cf 23o. 

/. 
( 231. 

FPL SERVICE REUABIUTY S'nJOY PROFILE MARKETlNQ RESEARCH 



D 23j. 

(I YES -> 
(I NO -> 
(I UNSURE -> 

~ 
.. '!'0<-

CON'TlNUE 
SKIP TO OUESTION 24a NEXT PAGE 

SKIP TO OUESTION 24a. NEXT PAGE 

( I WI'TliiN THE PAST THREE MONTHS 

(I WI'TliiN THE PAST FOUR-SIX MONTHS 

[ I WI'TliiN THE PAST SEVEN MONTHS • ONE YEAA 
( I LONGER AGO THAN THAT 
(I UNSURE 

( I EXca.LENT 
I I VERY GOOD 
[I GOOD 
( I FAIR 
I I POOR 
I I UNSURE 

FPL SERVICE REUABIUTY STUDY PROFILE MAflKETlNQ AE EARCH 



... 

24a 

ONLY A MINOR INCONVENIENCE II ---

fl 24b. 

t 24C. 

A MAJOR INCONVENIENCE 
, __ _ 

1) 24d. 

t 24e. 

COMPlETELY INTOL..ERABLE 

f 241. 

&b.J If 7o2S.--

FPL SERVICE RELIABILITY STUDY 
PROFILE MARKETlNG RESEARCH 



0}\Y OF WEEK _________ _ 

• 
I 

TIME OF DAY ----------

$ ------~----------

D26a. 

DAY OF WEEK _________ _ 

TIMEOFDAY -----------

$ ________________ __ 

FPt. SERVICE REUABIUTY STUDY PROFILE MARKETIN RESEARCH 



27a 

,} 

c Z7c. 

D Z7a. 

v 271. 

y 28. 

I I FASTER THAN DURING PERIODS OF GOOD WEAlliER 

II SLO'" ..:A THAN DURING PERIODS OF GOOD WEAlliER 

( I 01", THE SAME AS DURING PERIODS OF GOOD WEAlliER 

I) UNSURE 

FPL SERVICE REUABIUlY STUDY 

df,{J ~0 1~--
PROFlL.E MARKETING RESEARCH 



t 29b. 

-.: •. ~ :.: -c:-- :. 

I I EXCEU.ENT 
(I VERY GOOD 
I I GOOD 
II FAIR 
I I POOR . 
(I UNSURE 

Wtry dO you say lhal? Arty Olh<lr reasons? 
PLEASE BE AS SPECIFIC AS POSSIBLE. 

FPL SERVICE REUABILITY STUDY PROFILE MARKETING RESEARCH 



.. 

• 
qouT VOLTAGE !AAEGULARmES 

~~~------------------~~------~~ 

0 30. 

(!_ 3 13. 

(I EXTREMELY PROBLEMATIC 
(I VEAY PROBLEMATIC 

·I I SOMEWHAT PROBLEMATIC 

I I NOT TOO PROBCEMATIC 
I I NOT AT AU PROBLEMATIC 

I I UNSlJRE 

I I 
I I 
I I 
II 
I I 

t 

WITHIN mE PREMISES. AT miS LOCATION 

ORIGINATE FROM mE UTIUTY SYSTEM 

v 31b. What others do you vlow as causes? CHECK AS ~MNY AS APPLY. 

I I 
I I 
II 
I I 
I I 

$ __________________ __ 

FPL SERVICE REUABILITY snJOY 

E"TC. 
""'''n: WITHIN mE PREMISES. AT m1S LOCATION 

FROM lliE UTIUTY SYSTEM 

6( b:J ~..2- i ~ 
PROALE MARKETING RESEARCH 



tJ 33d. 

/ 

~ 33e. 

f ~. 

~----

Whal would bo second, In tenns 

What would bo _ttlird. In I_!II_!"S ol 

j . 

Whal would bo second. In tenns ol 

Whal would bG third, In t enns d causing 

' 
FPt. SERVICE REUABIUTY S'TUOY 

.:. 

~ :23 f~ 
PROfiLE MARKETlNO RESEARCH 



/ 34a , 

fo 34b. 

(!_ 35. 

]) 36. 

I I 
I I 
[ 1 
I 1 
11 

EXcru.ENT 
VERYGOOO 
GOOD 
FAIR 
POOR 
UNSURE 

[ 1 EXcru.ENT 
[ 1 VERY GOOD 
11 GOOD -
[ 1 FAIR • 
[ 1 POOR " 
II UNSURE 

II ~ -> P~ s~ --------------------------------

[I NO 
[ I UNSURE 

FPL SERVICE REUA.BIUTV STUDY 



~-. :. ":;;":"' 

/l 

g 7. 

<2 8. 

~ 
9. 
10. 

·f II. 

e. 12. 

Power Quality 

rl 

------
) I J. 

k I 

L- 15. 

I S9 

ule c I 10 10 scale. w11h I 

Vtry Dlsnturi•d Vt ry S•t!J fi td 
I 2 J 4 s 6 

2 ) 4 s 6 
2 J 4 s 6 
2 3 4 s 6 
2 .l 4 5 6 

2 3 4 s 6 

7 8 9 10 
7 8 9 10 
7 8 9 10 
7 8 9 10 
7 8 9 10 

7 8 9 10 

Vtt') Satlsfitd 
7 8 9 10 
7 8 9 10 

I " '1 ' , ' • • ,.. . ... 

F1on d.1 l't•\\c r & l. op ol CuiRIWIY 
fl1SC" Rcvu·\\ ''' I>I\CnhuiiUU S\ ' '"an 
SL1III st RcqucM H ~ k 
Requot~ 4-
Pn,c.s _ J_ vf _j_ 



~. ~ . -· !J . 

B 
Vc~ Ouumnc Very S21l>Ocd 

12. 
I 2 J ~ s 6 7 8 9 10 

(! 
I 2 J 4 s 6 7 8 9 10 

l) 
l .) 4 s 6 7 8 9 10 

(!.. l J 4 s 6 - 8 9 10 

y I 1 J ~ s 6 i 8 9 10 , 

b 
I l J 4 s 6 7 8 9 10 

ff I 1 J ~ s b - H 9 10 

/7'/J 



• ' • ' •' f':'!'; • • • • • y 

BACK-UP SYSTEMS AND pROTECJIYE OEVICES AT TliiS LOCATION/GENERATORS 

j}- 4a 

I I YES -> CONTINUE 

I I NO -> SKIP TO QUESTION 7 

II UNSURE -> SKIP TO OUESnON 7 

-- . . 

/? 4b. 

# 

-
(! 4C. 

kW 

kVA 

D 4<1 

kW 

FPL SERVICE REUABIUTY STVDY PROFILE MARKEll NO RESEARCH 



·o 

c 

8b ~ 

I I 
I I 
I I 

. 
I I 
I I 
I I 

YES 
NO 
UNSURE 

.· 

YES 
NO 
UNSURE 

-> CONTlNUE 
-> SlOP TO ouesnoN ac 
-> SlOP TO ouesnoN ac 

-> CONllNUE 
-> SlOP TO OUES110N 9 
-> SlOP TO OUESTlON 9 

FPL SERVICE REUABIU,' STUDY PAOflLE MAAK£T1NO RESEARCH 



f( 9. 

1 
I I YES -> CONTlNVE 

I I NO -> SKJP TO QUESTION 9cl 

I I UNSURE -> SKJP TO QUESTION 9d 

flJ 9b. 

kW 

c 9c. 

NOW SKJP TO QUESTION tOa 

( I EXTREMELY UKElY 
I I VERY UKEl Y 
I I SOMEWHAT UKELY 
I I NOT TOO UKEl Y 
( I NOT AT All UKElY 

() UNSURE 

FPl SERVICE RELJABIUTY STVOY PROFILE MARKETING RESEARCH 



~ ... . -; .. 
ABOUT EQUIPMENT ON SITE AT JHIS LOCATION 

fJ 10a 

"' \..... 10b. 

D 10c. 

cf 10d. 

~ 1oe. 

Please use a flvo point scale wtlOro a roting of ' S' woYJd indiC3le 'OJCiromety cntlcal' ana a rating of ' 1' 

would Indicate 'not at an cnticaL' You may use any number tram a high ol 'S' 10 a low ol ' l ' 10 do so. 

FPL SERVICE RELIABILITY ST\JDY PROFILE MARKEllNG RESEARCH 



\ .EQUIPMENT INVENTORY I 



. EQ __ U_l.P.M .. ENTINVENTORY c 
a. 100 a. 10c ..9: 1od a. 10c. 

I ALL OTHER I PlEASE LIST BEl~ -"NO -"NS\VER 0. 1Cb-e FOR EACH 
, 

· D'I'N:Wn r - .u.· 
5 4 3 2 1 

' 5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1.-
s 4 3 2 1Af 

5 4 3 2 t t 
s "4 3 2 1 
5 4 3 2 1 
54 3 2 1 
s 4 3 2 ,, 

' 5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1 
s 4 3 2 111 
5 4 _3 2 f 
543 . ~\, 

I S 4 3 2 1 
s 4 3 2 1 

5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1 
5 4 3 2 1 
s 4 3 2 1 
5 1 3 2 1 

t 
5 4 3 2 1 

.!' 5 ' 3 2 1 

~~ 
I 5 3 2 1 . 5 ' 3 2 1 
5 4 3 2 1 
5 4 3 2 1 . 5 4 3 2 1 
5 4 3 2 1 



11. 

e 12. 

c 
J) 

c 

I I EXCEllENT 
I I VERY GOOD 
I I GOOD 
I I FAIR 
I I POOR 
I I UNSURE 

Pleaso rank these In tonns ot your priodly. 
WAllE IN RANK il NEXT TO EACH ITEM BELOW. 

1 .. Top Priority 
2 .. Second Prionty 
3 ,. Third Priority 

4 - La:lt In tonn:~ or Prtottty 

FPL SERVICE REliABIUTY STUDY PROFIL.E MARKEll NO RESEARCH 

<? trf 2.r-



Tho nrct type of experience 10 be dlacusood In dolall Ia 

~ 13. 

I I EXTREMELY PROBLEMATlC 

I I VERY PROBLEMATlC 

I I SOMEWHAT PROBLEMATlC 

I I NOT TOO PROBLEMATlC 

I I NOT AT All PROBLEMATlC 

I I UNSUB_E 

C 14a Please llllnk ai>Oul a ono yOllt pcfiod. 

F 

ONLY A MINOR INCONVENIENCE II ---

l> 14b. 

A MAJOR INCONVENIENCE 

--~ 14C. 

COMPL.Ell Y Ill/TOLERABLE 
, __ _ 

FPL SERVICE AEUABIUTY STUDY PROFILE MARKETING RESEARCH 

q "1 2-s-



$ ____________________ _ 

() 16a. 

Q t6b. 

D 16c. 

r;16d. 

r 16e. 

0 161. 

c::<?.!Yl 
------------------------------------------------
FPL SERVICE REUABILITY STUDY PROFILE MARKEnNG RESEARS H 

/0 '1 'Z,~ 



A Ia. 

!3 17b. 

~. 

. . 
. ~ -

I I EXCEU..ENT 

I I VERY GOOD 

I I GOOD 

I I FAIR 

I I POOR 

I I UNSURE 

wtrt do you say lhat1 ·Airy othof teasons? 
PLEASE BE AS SPECIFIC AS POSSIBLE. 

FPl SERVICE REUABIUTY ST\JDY PROF1LE MARKEllNG R~CH 

I/ 1'2-S 



· . .. 
~ . . .... 

{ ABOUT LONGER POWER OUTAGES AT nilS LOCATION 

A-

c 

13 18. 

, Next, please think about 
any exporfencoa that 

I I EXTREMELY PROBLEMATIC 

(I VERY PROBLEMATIC 

I I SOMEWHAT PROBLEMATIC 

( I NOT TOO PROBLEMATIC 

(I NOT AT ALL PROBLEMATIC 

(I UNSURE 

FPL SERVICE REUABILITY STUDY 

lu we alated belore, let'~ exclude 

.... ,mc:.mn" Andrew. 

wcro oak 1 p;cvlou~ly, but thl:: time they reler 

PROFILE MARKETING AE~RCH 

I ;l... ~ :L.\ 



11 ABOUT PlANNED OUTAGES 

e 19a 

[ 1 YES 
( 1 NO 
( 1 UNSURE 

C;9b. 

[ 1 UNDER 15 MINUTES 
( I 15 MINUTES TO 1/2 HOUR 

( 1 1/2 HOUR TO 1 HOUR 
(I 2-3 HOURS 
(I 4-6 HOURS 
( 1 7-9 HOURS 
[ I 10-12 HOURS 
I I OVER 12 HOURS BIJT LESS iliAN ONE DAY 

( I ONE DAY ADVANCE NOllCE 

I I TWO-Tl-iREE DAYS ADVANCE NOllCE 

( ) FOUR..SIX DAYS ADVANCE NOllCE 

(I LONGER THAN THAT 
(I UNSURE 

FPL S!:.RVICE RELIABILITY STUDY PROFILE MARKEllNG RES~CH 

/3 ~'25 



A 20a 

, __ _ 

e 20b. 

. . . 

c ic. 

A MAJOR INCONVENIENCE "---

D 20d. 

20o. 

COMPLETELY INTOL.E.RASLE "---

p 201. 

FPL SERVICE REUABIUTY STUDY PROFILE MARKETlNG RESEARg:i 

/<( '1 2-S'" 



/r 21a 

DAY OF WEE!< _________ _ 

nME OF DAY ----------

3 21b. 

s _ __________ __ 

DAYOF~EK ______ ____ _ 

nME OF DAY 

D 22b. 

$ 

_________________ c).&M 

FPL SERVICE RELIABILITY STUDY PROFILE MARKETlNG Rt:SEARCH 

/.J '1 "l..S 



t 23b. 

e 23c. 

f 231. 

FPL SERVICE REUABIUl Y ST\JOY 

.. 
~ .. 

PROALE MARKEll NO R~CJ;i 
IJ, -~D -z-<> 



8 23h. 

c 231. 

(J) 231. 

f} YES 
I I NO 

-> 
-> 

I I UNSURE -> 

CONTlNUE 
SKIP TO QUESTION 240. NEXT PACE 

SKIP TO QUESTION 240. NEXT PAGE 

·1 I wrTHIN niE PAST THREE MONTHS 

I I wrTHIN niE PAST FOUR-SIX MON"TliS 

I I Wffi!IN THE PAST SEVEN MON"TliS • ONE YEAR 

I I LONGER AGO THAN niAT 

II UNSURE 

I I 
I I 
I I 
II 
I I 
(.I 

EXCElLENT 
VERY GOOD 
GOOD 
FAJR 
POOR 
UNSURE 

Why do you sat that? Any Olllof reasons? 

PLEASE BE AS SPECIFIC AS POSSIBLE. 

FPL SERVlCE REUABIUTY SnJOY 

.. 

• 

&&t¥1 
PROFILE MARKfTlNG RESEARCH 

17 1 z.<:" 



} 24a 

ONLY A MINOR INCONVENIENCE 

24b. 

24C. 

A MAJOR INCONVENIENCE 

y 24d 

e 24e. 

COMPLETELY INTOL£AA.BLE 

p 241. 

FPL SERVICE RELIABIUTY STUDY 

, __ _ 

II __ _ 

PROFILE MARKEnl'-tQ RESEA.6CH 

IY'7J.'C 



DAYOF~EK
 __________________ __ 

nME OF DAY 

f3 25b. 

s __________________ __ 

.. 

c. 25a 

' DAYOF~K __________________ __ 

nMEOFDAY --------------------

\ 

'D 26b. 

I 
s 

t 

FPL SERVICE AEUABIUTY STUDY 



j) 273. 

13 Z7b. 

{!_ Z7c. 

v Z7d. 

e Z7c. 

r Z71. 

,-----------------------------------------------
1 . ' 

I I FASTER THAN DURJNG PERJOOS OF GOOD WEATHER 

I I SlOWER THAN DURJNG PERIODS OF GOOD WEATHER 

(I or, THE SAME AS DURJNG PERIODS OF GI)()D WEATHER 

(I UNSURE 

FPL SERVICE REUABIUTY STUDY PROALE MAkiU:TING o~ESEARS!i 

,20 '0 DtS 



•: 

/1 29a. 

[J EXCEL.l..ENT 
(I VERY GOOD 
II GOOD 
[I FAIR 
I I POOR 
ll UNSURE 

B 29b. 

FPL SEFMCE REUAaiLITY 51\JDY PnvFILE MARKETlNG RESEARCH 

.2../ 1.,1.~ 



6 30. 

c 313. 

D 3 1b. 

,. 
.: 

() EXTREMELY PROBLEMATIC 

I I VERY PROBLEMATIC 

I I SOMEWHAT PROBLEMATIC 

' I I NOT TOO PROBLEMATlC 
( I NOT AT ALL PROet.EMATlC 

I I UNSURE 

I I 
I I 
I I 
I I 
I I 

I I 
I I 
I I 
! I 
I I 

EQUIPMENT 11iAT HAS LOW TOLERANCES TO POWER VARIATlONS 

ENVIRONMENTAL DISTURBANCES SUCH AS UGHTNING. RAJN, WlNO. ETC. 

ELECTRICAL DISTURBANCES TliAT ORIGINATE WITHIN THE PREMISES. AT THIS LOCATION 

ELECTRICAL DISTURBANCES TliAT ORIGINATE FROM THE UTIUTY SYSTEM 

UNSURE 

EQUIPMENT TiiAT HAS LOW TOLERANCES TO POWER VARIATlONS 

ENVIRONMENTAL DISTURBANCES SUCH AS UGHTNING. RAJN. WlNO, ETC. 

ELECTRICAL DISTURBANCES TliAT ORIGINATE WITHIN THE PREMISES. AT TI-iiS LOCAT:ON 

ELECTRICAL DISTURBANCES TliAT ORIGINATE FROM THE UTlUTY SYSTEM 

UNSURE 

$ ____________________ __ 

FPL SERVICE RELIABIUTY SlUOY PROFILE MARKETING RESEARCH 

P..l- '1 z..r;-



. 
I , 

------------------------------~&~0~ 
FPL SERVICE REUABIUTY STUDY PROFILE MARKETING RESEARCJ!. 

2..:? -1 :~.-s--



~ -.. :=- ..:. 

I I EXCEllENT 
I I VERY GOOD 
[I GOOD 
I I FAJR 
I I POOR 
I I UNSURE 

6 34b. 

I I EXCB.L.ENT 
I I VEfiY GOOD 
[I GOOD_ 
I I FAJR 
(I POOR 
[I UNSURE 

c 35. 

II ~s -> P~s~ -----------------------------

[I NO 
I I UNSURE 

() 36. 

~h IV\ 
-------------------------------------------------
FPL SERVICE REUABIUlY STUDY PROALE MARKETING ~EAR_9i 

~Cf -1 2S 



YES -> COI'mNUE 
-> SKIP TO QUESTION 38 

I I 
I I 
I I 

NO 
UNSURE -> SKIP TO QUESTION 38 

IJ 37b. Please specity In dotaa. 

' 

FPL SERVICE REUABIUTY ST\JDY 

• . .. 

PROFILE MARKETING RESEARC~ 

.z-02.~ 



r 
Gcdium Demond 1996. 2Q96 (11 12296). 7 

ROCESS AREAS 

11 Now. I would like to ask you abou t some specific aspects of the •cr.' lces provided to your 
organization by FPL. For many of the questions. we will be us1ng a rll!ng scale of "Excellent." 
"Very Good," "Good," "Fair," or "Poor." 

c 

PROCESS.AREA: ELECTRIC POWER 

15. The fU'St area is clecuic power. How would yo . 
~ould you say ... (READ ... . . . . .. ~ ..... . 

Walker w.- :mion 01996 
PROPRlET AR Y & CONFIDENTIAL 

Excellent .. . . 
Very Good 
Good .. 
F:ur. o r . 
Poor ...... . 
DON"T K..'\'OW 
REFUSED 

SuongJy Agree 
Agree . . 
Neither Agree nor Disagree 
Disagree 
Strongly D1ugree 
DON'T KNOW . 
REFUSED 

2 
J 
4 

5 
8 
9 

2 
J 

s 
8 
9 



Small/Medium Demand 1996 . 2Q96 {II 12296) · 8 

J'r Sb. 

ROT ATE ORDER-DO NOT ROT ATE ONE. nvo. THREE. FOUR 

1. Which of these four items (INSERT FOUR ITEMS IN THE SAME ORDER) would tx: 
your rop priority relative to the needs at lh.is locatron? REAf LIST BELOW RECORD 
A 'T FOR TOP PRIORITY. 

• 2. Of the remaining thre~ items (INSERT ITEMS). v.h.ich would tx: your ~econd pnon ty~ 
READ REMAINlNG THREE CHOICES. RECORD A "2" FOR SECOND PRlORJTY 

3. Of the remaining two items (INSERT ITEMSJ. which would tx: )'OUr tlurd pnonry' 
READ RE.'.1AIN1NG nvo CHOICES. RECORD A "3" FOR THIRD PRIORITY 

4. i FOURTH PRIORITY BY ·DEFAULT. RECORD A .. ~ ... 

DO NOT ACCEPT "NO PREFERENCE" OR "ALL ARE 11iE SA..\IE" CLARIFY WITH. 
If you had to make a choice In terms o f allocauon of FPL resources. whtch would 11 tJ<:? 

Willer [nform~tion 0 1996 
PROPRIETARY & CONFIDENTIAL 

REFUSED 

.... ":' -



Srnali/Mtdlurn Dclllllnd 1996 · 2Q96 (11 12296) · 10 

A 16b·l IF FIRST TIME ----PEARS. READ FULL LEAD !N. IF SECOND 
TIME. CAN RE~CESSARY OR AS CLARJFU:R. 

c 
l) 

Re gardless of 

16b-2 

( )c. 

( }d. 

Walk~r Informauon ~J s·q6 
PROPRIETARY & CONFIDENTIAL 

DON'T KNOW .................................................... S 
REFUSED ............................................................ 9 

to 

DON'T KNOW... ........ ..... ........ . ............... 8 
REFUSED...... .... ... ......... ............. . <) 

2 ) J 5 !l 9 

2 3 ·I 5 8 9 

,;zc..N.( 

. -.. ..... ":" . 

y ~ 7 
.. 



Smali/M~lum Demand 1996 · ~Q9G 11112296) · I I 

'ROCESS AREA: SERVICE RESTORATION 

!1 23 

C ( )n. 

D ( >b. 

~ l )d. 

I 

Wille~ lnformauon 01996 
PROPIUET AR Y Y! CONFIDENTIAL 

Excellent 
Very Good 
Good ... .... . . 
F.ur. or 
Poor 
DON'T KNOW .. ... . 
REFUSED .... .. . . 

2 3 .j s 

., 3 J s 

2 3 .j 5 

OK 

8 

8 

R. FFl 'Sfn 

'I 

J 

5 
s 
l) 



Willer Information 0 1996 
PROPRlETARY 1 CONFIDENTIAL 

Sm:tii/Mediurn Ormand 1996- 2Q96 (11 12296) - 12 

.... -;. 



0 
'ROCESS AREA: 

t 

SmnU/Mcdlum Demond 1996 · !Q96 (11 12196) • 18 

-· 
0 0.. • • 0 .. • • 0 • 

IJ 21. 

W:Ukcrliiformnlion ~1996 
PROPRIETARY & C.JNFIDENTIAL 

Excelleot .. .... . 
Very Good 
Good . .... . 
Fair. or . . 
Poor ..... 
DON'T KNOW 
REFUSED 

·' ..r..;: 

J 
.j 

5 
8 
9 



• 
PROCESS AREA$ 

'"IC~fC'"~ tff\ f~ 
1'1'1 ~ 

t Now. I would hke to ask you about some spec1f1c aspects of the serv•ces prov1ded to your 

company by FPL. For many of the queshons. we w11l be using scale o f 

·e,..cellent: ·very Good: "Good: "Fa~r: or "Poor: Areas we will 

eB..OCESS AREA: ELECTRIC POWEB 

.iL r 14 .. ,.,,,., ,;,. nlr'IWI>r, How would you 
fd you say ... (R 

/?; 14a. 

SKIP TO 0 . 1 5<·--········---------­
SKIP TO 0 .1 5<---------------------

SKIP TO 0 . 16< .................... .. 

ym•a*'w(SM. 

Excellent 
Very Good 
Good 
Fa~r. or 
Poor . 

DON'T KNOW . 
REFUSED . . . .. 

.:. • 

1 

2 
3 
4 

5 
9 
8 

C onj•d~nnal ~ Propnrt<Jn 
c /Q~< 



;/,5. 

""'qrc~< fin · .. 
111';' 

More specthcally. how would you rate FPL tn tenns o l (A TIR IBUTI:l ' 1\SK FOri l:t.t.tt 

ATIAIBUTE. REPEAT SCALE AS NEEDED 

L 'i13_ G 
2 3 

F p_ 

5 

()K 

9 

REF 
8 

c. 2 3 4 5 9 8 
I 

0 2 3 4 5 

.. : ..• :: 

9 8 

Cnn/hltntt..zl d Prnpnt't.Jn 
~ /U'.I• 



PROCESS AREA: NON-EMERGENCY FIELD SERVICES 

l 23. 

. .. (READ LIST EXCEPT FOR 
• 

. ·· ..... -: ... 

Excellent 
Very good 
Good 
Fa1r, or 
Poor 
DON'T KNOW 
REFUSED 

,tnqiC'''" f,n I \ 
I'N~ 

1 

2 
3 
-I 

5 
9 
8 

C onj td~nwJI & Prornrtar\ 
C I ~y' 



;J 

PROCESS AREA: SERVICE RESTORATION 

SKIP TO 0 .26·1 

Excellent 
Very good 
Good 
Fa~r. or 
Poor 
DON'T KNOW 
REFUSED 

26 • • • • • • • • • • !- • • • •• • • • • 

I EPEAT SCALE AS NEEDED. 

!ROTATE! E._ ~ 

{! ( )a. 2 

D ( )C. 2 

/ c:. ( )d. 2 

;zrn•:s•n(SM. 
... "l . 

Q_ E 
3 4 

3 4 

3 4 

p 

5 

5 

5 

.. tnqrc•J .. fin 1 J 

2 

.: 
5 
9 
8 

1 i•Jt, 

. --

Q!S REf 

9 8 

9 8 

9 8 

'""/tJr,.ual d /'Tt>pnrtu" 
C HV' 



8 

PROCESS AREAS 

URS S 
J•?9J 

Now. I would like 10 ;uk you aboul some specific aspcc1s o f the scf"\ ,.·c~ rrovhkc.l to rou r cornpan ~ ln 
FPL. For ma.ny of the quesuons, we wt ll be ustn& a rattng sc.ale ol · E ~ccllcnt . · Vcf) Good. · Good. 
··F:ur," or "Poor." If you fee l you Ciiii'I Judge FPL on a p:mtcul:u ucm. plcJsc SJ )' " I can't JUdge "r l 
don't know: 

PROCESS AREA : ELECTRIC POWER 

1.1 

E;xccllcm 
Very Good 
Good 
Fair, or 
Poor 

· DON'T K;-.:ow 
SKlP TO Q.l6<------.. •·· ··· ··•····· - REFUSED 

rcJd or hc:ud. ll<l\\ " ould ;.ou rJic 

,J:· I REA{) LIST 

3 
4 

5 

15. More specifically, how would you rate FPL tn tenns of !ATIRIBUTEl' ASK FOR EACH 
ATTRlBU'TE. REPEAT SCALE AS NEEDED 

c 3 .: 5 9 

3 4 5 9 

3 .j 5 9 

·' 

8 

8 

S0~£1.94 QllE 
)Ill .... 

•!J 1994 
CONFIDENTIAL 



0 2-l 

~ 
f) 

7 

!\!y next se1 of quesuons '""''n""• 
l.bm systerru funcuonal :u1d 

SKIP TO Q 25<----- ----------------

,_ 

Exec Ilene 
Very good 
Good 
f 3Jr. or 
Poor 
DONT Kl'OW 
REFUSED 

DR~ IJ 
199J 

rn order ro ~cc;-
3(fccl your comp:1n~ 

hclrd , ho•v " ould ) OU rJtc 

ld ) -'U SJ\ (READ LIST 

J 
-l 

5 
9 
s 

Thinkmg about mainlcn:lllcc ~crvrccs. how would you r31c FPL rn 1cnns <>f t:\ TTRIBUTE1' 
AS K FOR EACH ATTRIBUTE R.EPEA T SCALE AS /'.'EEDED 

I ROTATE! f._ ~ G._ E. !:... QK B..EE 
( )J, 2 J .j 5 9 8 

( }b. 2 -l ~ 0 s 
( )c. 2 J .j 5 9 s 

( )d. ~ 3 -l 5 <j 

SOIW.9< QRE 
3111 ....... 

·t; 1994 
CONFIDEN TIAL 



25 

16 

c 

)) 

, 
CY 

( 

IJRS :~ 

J\NJ 

( . . 

Now. I would like you to th ink about the repaH or restoratiOn ~crv1Cc prov1dcd lly I'Pl. :n 
instances where your company's electnc sen·1cc has been Interrupted. 

or you may have read or heard. how v.ould you 
you ~ay (READ LIST 

E.~;cellent 

Very good 
Good . . 
Fa1r. or 
Poor. 

SKIP TO Q.26·1 < .. - - DON'T KNOW 9 

s - REFUSED 

Thrnking about instances when your 
you rate FPL in terms of ... (A TTRffiUTE)? 
AS NEEDED 

E.. Y..Q. !l. E r.. UK ill 
( )a. 

( )b. 

( )c. 

( )d. 

2.345 9 t! 

2 3 4 5 9 8 

2 3-15 9 R 

1 ) .1 5 ') s 

;;l.Gt-J.3 

3 "3 3 
50REL9o< OR£ 

)Ill~ 

"' 188• 
CONFIDENTIAL 



• 

PROCESS AREAS 

I . 
BRS · 9 

Qtr. 4 , 1993 

Now, I would like to ask you about some spec1fic as peelS of lhe ser.·1ccs prov1ded ro your company by 
FPL. For many of the questions. we will be using a raung scale of "Excellenl. ··very Good.· "Good .· 
"Fair.~ or "Poor.· If you feel you can't judge :FPL on a pa.nicular Hem, please say "1 can't judge · o r 
"1 don' t know. • 

PROCESS AR£A; ELECTRIC POWER 

14. oeriences or what you may have read or heard. how would you rate 
Would you say (R£AD LIST 

Excellent ... . . 
Very Good .. . .. . 
Good .. ..... . 
Fair. or .. . 
Poor. . . . . . . . . . .... . 

r DON'T KNOW . ....... . 

. I 
2 

. 3 
-1 

5 
.... 9 

SKIP TO Q.J6<---·-·-·····-· L REFUSED . . ... .... . . . . 8 

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

.Y.Q Q E f 
c 2 3 -1 s 

2 3 4 5 

d'( 2 3 4 5 

9 8 

9 8 

BUSREI.O'~.C 
t~IOENTIAL 



/1 23. 

I 

8 23 . 

DRS· IS 
O•r 4 , 1991 

(GENERAL SURVlCE ONLY) I 
Next. I'd hke 10 ask you some questions abouc 

E.xcellenl . 
Very good . . . . . . 
Good ....... . . 
fair. or 
Poor .. 

r DON'T KNOW 
SKIP TO Q.25 < ......... _ ....... -- L. REFUSED 

B 
tbe 

(SMALL ONLY) I 

. , --. .-.... ·-· . . 
EXCEPT FOR DON'T KNOW AND REFUSED)? 

Excellent . . . . . . . . . •. 
Very good . . . . . . . . . . . . . . . . ., 
Good . . . . . .. . . • .. . . . . . .. .. 3 
Fair. or . . . . . . . . . . . . 4 

Poor. . . . . . . . . . . . . . . . . . S 
r DON'T KNOW . . . . . . . . . . . 9 

SKlP TO Q.25 <--------- l. REFUSED . . . . 8 

. -~ .... 

3 
4 

s 
9 
s 

·ou rlte 
DUST 



(I 25 

Excellent 
Very good 
Good 
Fair, or ... 
Poor. •••• 0 

SKIP TO Q.26- l (SMALL) ., < ··- r DON'T KNOW 
SKIP TO Q.27 (GENERAL) .J L REFUSED .. 

0 26. Thinking about instances when your 
you rate FPL in terms of ... (A 
SCALE AS NEEDED. 

.E YQ c ()a. 2 

'1) 
()b. 2 

~ ()c. 2 

f ( )d. 2 

Q E 
3 4 

3 4 

3 4 

3 .: 

£ 
5 

5 

5 

5 

BKS · 17 
Q1 r <. 19<.1) 

~ 

3 
4 

5 
9 
8 

J2K llli.E 
9 8 

9 8 

9 8 

9 8 

1 -6 t.-f 
BUSREL~Rf• 

OQ/9f10ENTIAL 



r.JA !OR PROCESS AREAS 

Now, I would like to ask you about ~orne specific aspects of the ser.1ces provided by FPL For 
m:Jny of the questions, we will be using a rating scale of "Excellent", "Very Good", "Good". 
"F:Jir", or "Poor". Please base your answers on your own experiences as well as what you may 
h3vc read or heard. If you feel you can't judge FPL on u panicular item.. plc~e say "I can't 
Judge" or "! don't know." 

,\J.\ !OR PROCESS ,\REA: ELECIHIC POWER 

/1 J.l , 

<.../3 15. 

Based on your .. u.uu.<un 

you rate the 
(READ 

Excellent .... , .. ........ . .. ....... 5 
Very Good . ... . . .. .. .. . .. .... .. . ..: 
Good . . . . . . . . . . . . . . . . . . . • . . . . . J 
Fair, or . . . . . . . . . . . . . . . . . . . . . 2 
Poor ...... ... ... . . ...... . ... . 

r DON'T KJ"JOW . . . . . . . . . . . . . . Y 
SKJP TO 0.16 < ...................... L REFUSED . . . . . . . . . . . . . . . . . . . . . X 

~fically, how would you rate FPL in terms of ... (ATT1UBUTE)? ASK FOR 
~ 1TRIBUTE. REPEAT SCALE AS NEEDED. 

DON'T 
CROTATE> ..E .Y:Q .Q f .E !(NOW REEliSED 

5 4 

5 4 

5 4 

8 

3 2 

3 2 

3 2 

.:..·· 

y 

y 

y X 

10 111112 
CONFIOEN'I ;AL 



/1 

7, 

c 
1) 

C2 

r 
~ 

:3. Next, I'd like to ask you some questioru about 
would be the people who work in the field, 

]4 , 

( )a. 

( )b. 

( )c. 

( )d. 

( )e. 

maintenance crews. 
or heard, 
... (READ 

Excellent . . . . . . . . . . . . . . . . . • . . . . . . 5 
Very good .............. ... . .. .... 4 

Good ..................... ... . ... 3 
Fair, or ............... .. . . . . . . ... 2 

Poor. . . . . . . . . . . . . . . . . . . . . . . . . . . I 
r DON'T KNOW . . . . . . . . . . . . . . . . . . . Y 

SKJP TO 0.25 < ··-.. ·---.. -...... L REFUSED . . . . . . . . . . . . . . . . . . . . . X 

More specifically, how would you 'ITRIUU'Jl~ )'! 

ASK FOR EACH ATTRIBUTE. 

DON'T 

lBQI6TE} .E .Y.G .Q £ .e ~NQW ..82!.: 

5 4 3 2 y X 

5 4 3 2 y X 

s 4 3 2 y X 

s 4 3 2 y X 

s 4 3 2 y X 

MEDIUM CUSIQMERS ONLY 

H ~ )f. s 4 3 2 y X . . . .. 

13 
. ---=- .:... JO 

.0 1882 
CONFIDENTIAL 



25. Now I would like you to think about the re 

/3 16. 

c 

~ ()c. 

in inst company's electric 

Excellent . . . . . . . . . . . . . . . . . . . . . . . . 5 
Very good .... ... ... . .... .. .. . . ... .: 
Good .. ....... .... .... . .. . .. .. ... 3 
Fair, or ......... ....... .. ........ ::! 
Poor ..................... ..... . . . I 

r DON'T KNOW . . . . . . . . . . . . . . . . . . . Y 
SKlP TO 0.27 < ·················-··· L REFUSED . . . . . . . . . . . . . . . . . . . . . . . X 

~ 
ASK FOR EACH ATrniBUTE 

E .Y.Q .G £ .£ 
s 4 ) 2 

5 4 ) ., 

s 4 ) ., 

s .: ) 2 

14 

DON'T 
KNOW REFUSED 

y X 

y 

y 

y 

X 

X 

X 

Q.~N.r; 

3 1 3 
«> 18112 
CONFIDENTIAL 



PROCESS .AREAS 

Now. I would like to a.sk you about some 
orgaruzation by FPL. For miLily of the 
·v 

PROCESS A-REA: Electric Power 

argt C/1 Dtm3nd · 6 2096 I• 122951 · 7 
.---" -----

spec1fic aspects of the serv1ccs prO''Idcd to your 
we Will be usm a ranng scale of "Excellent." 

14. c power How would you rzte the 
you say (READ LIST "''"'"'"'"" 

Walker Information 01996 
PROPRJET AR Y & CONFIDENTIAL 

Excellent 
Very Good 
Good 
F3tr. or 
Poor 
DONT K.NOW 
REFUSED 

Srrongly Agree 
Agree 

2 
3 
~ 

5 
9 

8 

Neither Agree nor D1sagree 
D1sagrce 

3 

Strongly Dt sagree 
DONT KNOW 
REFUSED 

5 
9 
8 

f"lontia I'""" f'< f .•~hl l\tii1J'1all\ 
R•SC f<c, IC''"' pf f>,,,ntllllhHI ~' .. h~m 

\~t il hrKr<I'-'''Aif ~~(/./ 
f(<'<IU<'I _.,( b -9-
I',,VO' /- ·•I ::)_ 

. 
\ 



Laree C/1 Dem~nd '96 2096 <•1 2295) . 8 

/) ' 14a. for 

t? ROTATE ORDER-DO NOT ROTATE ONE, TWO, THREE. FOUR 

.J 

I.......-items (TNSERT FOUR ITEMS IN THE SA}.iE ORDER) would 
~ relarive to the needs a1 this locanon? READ LIST BELOW 

RECORD A "I" FOR TOP PRIORITY 

2 Of the remaining three items (INSERT ITEMS), which would : )'OUr iCCOnd 

prionry? READ REMAINING THREE CHOICES RECORD A · ~· FOR SECOND 
PRIORITY 

3 Of the remainmg two Items (INSERT ITEMS), wh1ch would be your 1h11d pnonry ' 
READ REMAfNlNG TWO CHOICES. RECORD A "J " FOR 11{)RD PRIORITY 

4. FOURTH P~ORITY BY DEFAULT. RECORD AT 

DO NOT ACCEPT "NO PREFERENCE" OR ·ALL ARE THE SAMJ;" CLARIFY 
WITH. If you had to make a choice in terms of a.llocauon o f FPL resources. whJdl 
v.'Ould it be? 

Wil..lkcr lnformauon OJ 996 
PROPRJET AR Y &. CONFIDE/- 1 lAL 



/1' 15 ! Sui 
(A 

(ROTATE) 

ATIRIBtmS 

(}., {)a 

c 

'_]) 

: ' I t 

----

DON'T KNOW 
REFUSED 

DON'T KNOW .. 
REFUSED .... 

Walker lnforr .. &.oOn 01 996 
PROPRIETARY&. CONFIDENTIAL 

LIIC< C/1 Oem,no '96 2096 1• 1 Z295) · 9 

l v Q [ e 12 8.fE 
Q b 

2 ) 4 ( 0 8 

IN lf SECOND 

-
9 

8 

9 
8 



U ttt C/1 Oem&nCI '96 ~C95 (• I ~2951 · 10 

( )b. 
2 3 4 s 0 8 

IF SEIOSD 

. 
. .. --- . . . 

Walker lnformauon 01996 
PROPRI • TARY & CONFIDENTIAL 

2(, o.; 
Cf7l 



L11~e C/1 ::'~mand '96 :?096 (tl 2295! . ) 2 

fl 23 

A 
(ROTA If) 

() 3. 

() b. 

1) () e. 

i£' 23e-l 

f 23e·2 

ATTRIBUTES E Y.Q 0 E P. I2K 

2 5 9 

2 9 

SECONDS___________ ------------­
MINUTES 
HOURS ------------ --------------

DAYS~~~--------------------­
DON'T KNOW .. 
REFUSED ..................... .. 

. 

9 
8 

. ~ . .. . ... -
SECONDS ________________________ __ 
~s ________________________ ___ 
HOURS __________________________ __ 
DAYS __________________________ __ 

DONT KNOW ... 9 
REFUSED........... 8 

& () ( 
2 3 5 9 

Walker !nforma11on 01996 
PROPRIETARY & CONFIDENTIAL 

:._I' 

!.ill: 

s 

8 

8 



/f 

Larg• Cll Otm~"Cl '96 209& ( • 12 29~) • 15 

PROCESS AR£6 : 
: . . 

20 

. 
. : . . . . . . ~ . . . .. . . 

Wall:cr lnform~don 01996 
PROPIUETAR Y 8.: CONFIDENTIAL 

Excellent 
Very Good 
Good 
Fa1r. or 
Poor 
DON'T KNOW 
REFUSED 

1 
3 
.l 

5 
9 
& 

r-20 0 . I 
7 '17 



PROCESS AREAS 

PROCESS AREA: Electric: Power 

14 The first area is electnc power How would you rate 

• by FPL? Would you say (READ L 

- . -EFUSED)? 

Excellent 
Very Good 
Good 
Fa1r. or 
Poor 
DON'T KNOV 
REFUSED 

t'I(>R£9J Fl.\ t ~}!dttttutl 1111d /'ropru ran 
r ,,g, 

2 
3 .. 
5 
9 
8 



14a 

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

c 

c 
y 
[ 

f:: 

1. 'Mlidl of these four Items (INSERT FOUR ITEMS IN THE SAME ORDER) 
would be your top prionty re latJve to the needs at ttus location? READ LIST 
BELOW. RECORD A T FOR TOP PRIORITY 

2 Of the rema1n1ng three 1tems (INSERT ITEMS). whiCh would oe you· second 
pnonty? READ REMAINING THREE CHOICES RECORD ;_ ":?"" FOR 
SECOND PR IORITY 

3 Of the remaining two 1tems (INSERT ITEMS). wh1ch would oe your th1ro 
pnority? READ REMAINING TWO CHOICES RECCRD 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 c.,o1ce 1n terms of allocat1on or FPL resources wh1ct1 
would 11 be? 

I 1'.'1<£ y J Fl.\ 
1 ..,"'''"· ,.,,., , , ,,., , l'•1•r"'""" 

f /'Ill t 



14b 

Large Cll Oemano '95 (11 O• 21!) -" 

N~ 1magine you have 100 points to divide between these same four rtems 
(l f\lsERT FOUR ITEMS IN THE SAME ORDER AS RANKED BY RESPONDENT) 
How would you dlvrde these 100 pomts among these four rtems relative to the 
needs at this location? (READ FIRST RANKED ITEM. ASK FOR POINT 
ALLOCATION. READ SECOND RANKED ITEM. ASK FOR POIN':" .4.LLOCA TION. 
EiTC. TO END.) (IF NECESSARY. TELL RESPONDENT HOW MANY POINTS 
HE/SHE HAS LEFT. MAKE SURE THAT RESPONDENT UNDERSTANDS TASK, 
I.E .. DOES NOT GIVE MORE POINTS TO 4TH RANKED THAN TO 3RD 
RANKED CRITERIA. ETC.) 

(PROGRAMMING NOTE: AS GO THROUGH ITEMS. 2ND li'C:M CAN ONL Y BE 
EQUAL TO OR LESS THAN 1ST ITEM. 3RD ITEM EQUAL TO OR LESS THAN 
2ND ITEM: 4TH ITEM EQUAL TO OR LESS THAN 3RD I TEII.~ ) 

TOTAL SHOULD EQUAL 100 POINTS 

9 
8 

• 1Vk£Y} Fl.\ ( ~(iJ~,,,/ tlrtrl r,apnt'IOr'\' 

•: I ~-J 

dGo. 2-

3'1{ 



Large CJI Oemanc '95 (110.26) -9 

ATTRIBUTES 

I} ( )a. 
2 3 4 5 9 

-· - - -

ASK Q . 15a·1 ·0F CUSTOMERS WHO RATED l 5a ''FAIR" OR "POOR" 

C 15a-1 'vVhy do you say that? (PROBE ONCE AND CLARIFY) 

15a-2 

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

15a·3 . . .. . . . ' 

( 'I {JREYJ Ffl-

DON'T KNOW .. 
REFUSED .. 

8 

9 
B 

be 

9 
8 

.. /99J 



Large C/1 Demand '95 (*1 0428) ·1 0 

( )b 
-~.,.........,..._.... . 

2 3 4 5 9 6 
. -· . . . . 

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

(7.) 15b-1f'vhy do you say that? (PROBE ONCE AND CLARIFY) 

L 

v 15b-3 • 

t '1(11'-EYJ Fl.\ 

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

- --
DON'T KNOW 
REFUSED ........... . 

9 
8 

9 
8 

t Vft/ io/o ,,,.,/ .u1,/ /'tupr, .. •ID" 

r.J HJ 



Largo Cn Oemalld '95 (tJ10428) ·1 1 

( )C 
1 2 3 4 5 9 8 

ASK a. 15c-1 OF CUSTOMERS WHO RATED 15c: "FAIR" OR "POOR" 

15C·1 

( )d 
2 3 4 5 9 8 

ASK a. 15d·1 OF CUSTOMERS WHO RATED 15d "FAIR" OR "POOR" 

D 1 Sd· IFY) 

I I{Jk£9J Ff,\ 

.. ..: -i: 
.:..·· 



Large 1..11 Demand '95 (IIOQII) · 1" 

PROCESS AREA: System Maintenance £ 
Jl 20 

(}; 20a 

Excellent 
Very Good 
Good 
Fair. or 
Poor 
DON'T KNOW 
REFUSED 

PROCESS AREA: Service Restoration 
p 

c 22 

I) 22a 

Excellent 
Very Good 
Good 
Fa1r or 
Poor 
DON'T KNOW 
REFUSED 

t'IVkEYJ Fl.' 

.. 

FPL? 
EDJ? 

t 'on/IJr nHttlond /'rurr,.ron 
I I •vJ 

1 

2 
.3 
4 

5 
g 

8 

1 

2 
3 
4 

5 
9 
8 



23 

( !QR£9J Fl.\' 
j , •• ' 

;)__& 0. 2..-

.. :-: ,f 1) f' 
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PROCESS AREAS 

Now. I would hke to ask you about some spccofoc aspects of the servoces provoded to 

your company by FPL. For many o f the Questoons. we wil l be usono a riltong scale o f 

·excellent. · · very Good. · "Good. · "Fall. · or "Poor .· It vou feel you can ' t JUd!)c F?L 

or a parucular i tem. please say " I can't tudge" or " I don't know. · 

' I 
PROCESS AREA : Electric Power 

14. Based on your company's 
how would you rate the 

Would you say ... IR 

havo read or heard. 
by FPU 

REFUSEDJ? 

Excellent . . . . . . . . . . . . . . . . . 1 

Very Good . . . . . . . 2 

Good . .. . . . . . . . • . . . . . 3 

Fa•r. or 

SKIP TO 0.16 < ... .. 
Poor . .. . 
DON'T KNOvV 

4 

5 
9 
8 

15. 

SKIP TO 0. 1 6 < ... .. REFUSED . . ... ... . 

. -_, _ 

flutu.i:t l't•'t'\'1 ,\_ I ''""hit 't111\l\, lh\ 

I J'"( J<r,ln" ,.f Jh,tnhutt.,'il \ \,h'll l 

\wlf I .t l<cqu. ' ' 

ll t''""'' -·~c,. A.tft~~~0-3 
1·.,,~,, I "' _.s_ 

ti 1VU 
CONFIDENTIAL 

d I? 0.:: 



PROCESS AREA: 

;! 20. 

I 

1 1 

:l 18U 
CO NFIOENTIAL 

o<ro o. 3 
~ UJ3 



;? 

7?) 

"\-" 
r_:. 
~ 

(--I 

12 

PROCESS AREA: _.._, 

22. 
. . . . 

22a. 

23 . 

( J a. 

I J b. 

I J e. 

I J f. 

I J g. 

: 
. 

\ - -- ... 
• ·•• • :• .. .. e · ee• ,.,,., •• I 

1 
7 

Excellen t . . . . . . . . . . . . . . 1 

Very Good . . • . . . . . . . . . . . . . 2 

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

Fa1r, or . . . . . . . . . . . . . . . . . . 4 

Poor . . . . . . . . . . . . . . . . . . . 5 

SKIP TO 0 .24 < .... DON'T KNOW . . . . . . . . . . . . . . 9 

SKIP TO 0. 24 < .... REFUSED . . . . . . . . . . . . . . . . . 8 

(AlTRIBUTEI7 tASK FOR EACH ATTRIBUTE. 

ATTRIBUTES 
f ~ G E 

2 3 4 

2 3 4 

2 3 4 

2 3 4 

2 3 4 

~ . 

~ 

5 

5 

5 

5 

5 

Q.K BEE 

9 8 

9 8 

9 8 

9 8 

9 8 

~ Iii• 

CONFIDENTIAl 

Olr:, o . J 
3 7 j 
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MAJOR PROCESS AREAS 

Now. I would like to ask you about some specific aspects of the servtccs proVIded to your 

company by FPL For many of the questJons. we will be us1ng a ratmg scale of 

'Excelleht, • "Very Good,' ' Good,' ' Fair,' or ' Poor: If you feel you can't JUdge FPL on a 

particular Item. please say ' I can't fudge· or ' I don't know.· 

MAJOR PROCESS AREA: Electric Powell' 

14. Based on your ,..n,mn::~n• 

would you rate the 

may have read or heard, how 

say ... (READ 

Excellent 
Very Gooo 
Good 
Fa~r 

or, Poor . 

SKIP TO 0 .16 < ·-· DON'T KNOW 

SKIP TO 0.16 < ·- REFUSED 

• ' 

FPL? Would you 

.. ' ' .. 1 

2 
3 
.: 
5 

• • • - 0 • • • 9 
•• ' ••• 0 8 

l llif hl.l i'·m~·• ,\ I 1 •Ill ( 'uHlfl.lll" 

I P~<. kt'\ 1("\\ • ·I I )j UlhlllhiU ,, "'rl" 
\~• II I' ' f<r'l'"'' ' 
l~r.1., .• .;c, ~ f!Acl?,., . ..f 0. V 
l'.•rr / " ' y 

~ 111113 
CO NFIDENTIAL 

.;( ~~ 0 I 4 



15. 

(ROTATE) 

AURIBUTES 

( ) a. 

c () b. 

() c. 

~ ()d. 

:; '§$·... . -,. CSM o!l 

--. • ~ •• .;.a .._ • ., • . . 

-~ I 

10 

2 3 4 5 9 8 

2 3 J 5 9 8 

2 3 4 5 9 8 

2 3 5 9 8 

0 1883 

CO NFID ENTIAL 

)(:; 0· 'I 
2vrr 





8 

MAJOR PROCESS AREAS 

Now I would like to ask you abo Lit some spec•flc aspec:s ot !he serv•ces prov1ded :o yo~,;r 

company by FPL For many of the quesuons. we w1ll be us1ng a raung scale of 
·exce~nt; -very Good.' "Good: "F8Jr," or "Poor: It you teet you can' t JUdge FPL on a 
panicular item, please say "J can't judge· or ·1 don't know.· 

MAJOR PROCESS AREA: Electric Power 

14. Based on your N'llmr•::~n,v'c;: AVIr>AI'iAr,,...,c;: 

would you rate the 
say ... (BEAD 

Excellent 
Very good 
Good 
Farr 

or. Poor 
SKIP TO 0 .16 < .... DON'T KNOW 
SKIP TO 0.16 < .... REFUSED 

have read or t1eard. how 
oy FPL? Wculd you 
USED)? 

5 

., 
2 

y 

X 

n~ .. ld.l ,."'"'""' ~\ t , .. ,,,, ._ wt .HI\ 

If'\(" Wn•n .. ,., IJ1.1nhHih•h ,\,lnu 

\1.111 hi K'\.•lue•l .// :. - · .J ~ 
Kr41JC'I p(..(.. /1 f i4Cf7'7W-IV 0 . ..> 

' '·•t:•' L " ' f-
([) I 882 

CONFIDENTIAL -~b o. ~ 



/) 15. Now, thinking about speclfrc 
FPL in terms of . . . (AlTRIBUTE)? 
SCALE AS NEEDED.) 

(ROTATE) 

ATTRIBUTES 

·? 1...-J ( ) a. 

c () b. 

0 ( ) c. 

/ 
~ 

( ) d. 

9 

you rate 
(ASK FOR EACH AlTRIBUTE. REPEAT 

.E YG £.1 f 

5 4 3 2 

5 3 2 

s 4 3 2 

5 3 2 

f .QJ5 BEE 

y X 

y X 

·~ X 

y X 

d0 o. s 
:.< ~ L( 

() 1882 
CONFIDENTIAL 



20. 

B 20a. 

c 21. 

D { ) c. 

e {) d. 

...... r { ) e. 

(;: {) I. 

11 { ) g. 

ATTRIBUTES 

UST EXCEPT FOR DON'T KNOW AND REFUSED)? 

E:l(cellent . . . • . . . . 
Very good . ... .• .. . . . 
Good . .. .. . . . . ... . 
Fair . . .... ... . .. •. 

or. Poor . . . . . . . . 
SKIP TO 0 .22 < .... DON 'T KNOW 
SKIP TO 0 .22 < .... REFUSED ... 

yuu rotc FPL on 
REPEAT SCALE AS NEEDED.) 

5 3 2 '( X 

. .. 
.. . .. 5 4 3 2 y X 
I 

5 4 3 2 y X 

5 4 3 2 y X 

5 4 3 2 y X 

?_ ~ o.~ 

3 ~pr 
~1992 

13 

5 
4 
3 
2 
1 
y 

X 

CONFIDENTIAL 

. -
~· - .. 



22. Now I 
FPL in 

!J, 22a. 

14 

rov1ded by 
::rrupted. 

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

Excellent . . . . . . . 5 
Very good . . . . • . .• 
Good . . . . . . . . . . • . • . 3 
~~ - 2 

or. Poor . 1 

SKIP TO 0.24 < --- DON"T KNOW Y 
SKIP TO 0 .24 < ---· REFUSED X 

23. 

EACH ATTRIBUTE. REPEAT SCALE AS NEEDED.) 

ATTRIBUTES 

I) 
.E ~ ~ F .E .Q!S REF 

() a. 
5 4 3 2 y X 

d' ( ) b. 
5 3 2 y X 

r () e. 5 4 3 2 y X 

(~ () r. 
5 4 3 2 y X 

~ 1892 

CONFIDENTIAL 
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Sm:a~Dem~nd 1996. 2Q96 Cll ln96) · 7 

ROCESS .\REA~ 

Now. I would hke to ask you about some specific aspects uf the scr.·ICcS pro'·1dcd 10 >out 
organizauon by FPL. For many of the questions. we will be usmg 01 ra11ng scale of "Excellent. 
"Very Good." "Good." ; Fair," or "Poor." Areas we will bnetlv cover are: elecuic power. scrv1cc 

Cl restOration billing. customer service. preventative maintenance. des1gn/construcllon. energy 
.--conservation and communications. 

PROCESS AREA: ELECfRIC POWER 

!J~ 15. The fiJ'St area is electric power. How would you rate t 
_.Would you say ... (READ LIST . " ... ~ ~ · · . ..• 

ia·l 

Wa.llcer-ln.formation Ql996 
PROPRIETARY & CONFIDENTIAL 

Excellent ... . . 
Very Good 
Good 
Fair. or .. 
Poor .... 
DON'T K.'IOW 
REFUSED . 

Suongly Agree 
Agree . ... 
:-Je1thcr Agree nor Dasagree 
Disagree 
Suongly Disagree 
DON'T KNOW 
REFUSED 

J 
.j 

5 
8 
9 

3 
.; 

.5 
8 
9 



;'} 

0 

Sm3ll/M l'dium Dt>mand 1996 · 2Q96 (11 12296) . 9 

6. Soli thinking Jbout electric power. how would you rJtc FPL tn tcmu or l A TTRIBUTEI' 
(ASK FOR EACH A TIR!BIJTE. REPEAT SCALE AS NEEDED 1 

DO:-o"T 
!ROTATE) L VG Q_ E.. f._ 1(.\;QW REFUSED 

( )a. 2 J .! 5 8 9 

16a-l IF FlRST TIME TOLERANCE APPEARS. READ FULL LEAD IN IF SECOND 
TIME. C AN READ ONLY IF 

Walker l.nformauon Q 1996 
PROPRlETAR Y & CONFIDENTIAL 

... ... -. 



Small/Medium Demand 1996 • 2Q96 (11 12296) · 10 

16b-1 lF FIRST TU.1.E TOLERANCE APPEARS. READ FULL LEAD IN IF SECOI'D 
TIME. CAN READ ONLY IF AS 
Regardless of whether or 
location. and takin into aC"1::ou1~1 

po"'cr. 

DON'T KNOW ..... .. ...... .... . ..... 8 
REFUSED ...... ................................................... 9 

13 16b·2 Ov . . . ____ ..._ 

<:::) 

t) 

be 

( )c. 

( )d . 

WaH:e~ !nrormation ~ 1996 
PROPR.IET AR Y &: CONFIDENTIAL 

DON'T K.'-IOW 
REFUSED . 

1 3 

2 J 

.. :--:-:. 

R 
Q . ............. 

~ 5 8 9 

J 5 8 9 



A· 

13 

/' ..._ 

J) 

c 

Small/l'vfedium Demand 1996 • 2Q96 (II I 2296) · ll 

'ROCESS AREA: SERVICE RESTORATION I 

2 3 Now. I would like you to tl\!nlc nbout !he repair or restorauon servtce provtdcd b> FPL 1n 

( ) a . 

( )d . 

mstances How would ) ou rate 
IREAD LIST 

Excellent 
Very Good ~ -
Good J 
Fair. or -1 

Poor 5 
DON'T KNOW 8 
REFUSED . 9 

I 

llunklng about instances when your orgaruzation's elecl!lc servtce hu been tntcrruptcd. ho.o. 
would you rate FPL in terms of ... (ATrRIBliTEP (ASK FOR E.->CH :\lTRlBL'TI 
REPEAT SCALE AS NEEDED.) 

(ROTATE) 

w .ill:!r lnformauon 01996 
PROPRIETARY & CONFIDE:-.'TlAL 

3 J 5 

3 .! 5 

3 -l 5 

8 

s 

REf1iSFD 

') 

9 

9 



Sm~II/M~ium Ocm~nd 1996 · lQ96 ( 111 2~96) · I~ 

.!-ld-1 r ouugc be (or ~ ou to con\1dcr 

(!_ ( )c 

SECONDS _____________________ __ 

~----------------------HOURS ______________________ _ 
DAYS ______________________ __ 

DON'T KNOW .... . 11 
REFUSED............... ':l 

SECONDS ____________________ __ 

~--------------------HOURS ____________________ __ 
DAYS ________________________ _ 

DON'T IC'OW 
REFUSED ........... . 

Wal.lcc.r lnforrnauon C> 1996 
PROPRIETARY &. CONFIDENTlAL 

.-. 

2 3 -l 5 

'\ 
Q 

8 9 

I 
I 



• 'RQCESS AREA: 
~ ~ 

Willer -lnforl"'auo n ~ 1996 
PROPRIET.v, ( & CONFIDEN11Al. 

SmaU/Mtdlum Demand 1996 · 2Q96 (11 12296). 18 

ExceUeot .... . 
Very Good ... .. . 
Good ...... . .. 
F:Ur. or . . . . ......... . 
Poor ..... 
DON'T IC.'IOW 
REFUSED 

, ..... . 

:! 
) 

.I 

5 
8 
9 



PROCESS AREAS " 

!\ow, I would lske 10 ask you about some spec1fic aspeccs of 1he serv1ces pro,.drd to ) Our company 

by FPL For many o( the quesuons. we Will be usang ~ rauns scale of "Excellent: "\ ery Good." 

'Good." "Fair," or "Poor. • 

1 

PROCESS AREA : ELECTRIC POWE R 

f1 15 

0 ISa 

SKlP TO Q 16<-------··---------·--· • Excellent 
- Very Good 

Good 
Fa~r. or 
Poor 

• DON'T IV'OW 

SKlP TO Q 17<·---··-----····-······ · REFUSED 

l - - . . . 

MDQRE9JJ WKG 

... 
~· "l . 

8 
<I 

Co-~fid,wal and rroprt<ID') 
C J99J 

. 



16 

( )c 

/ 
~ ( )d 

More specifically. how would )'OU r~te FPL on 1erms of 
EACH ATTRJBUTE REPEAT SCA LE AS NEEDED) 

(ATTRIOUTE)" (ASK I OR 

DON'T 
E._ ~ Q_ E_ f._ &!"OW fl.l FJ.:S..E..Q 

2 J~S 8 <l 

8 q 

J 4 5 g Q 

2 

' 

MDQR £9J.' fi'KG Confidrn t•ol and frop,tta?' 
C/99J 

_,_ 
.:.. ·· 



PROCESS AREA: 

21 How would you rate the overall gualuy of mAIDICDMCC SC(\'IHUCrformcll b)'J:f.J,' Would 

you S3Y (READ LIST EXCEPT FOR DON'T KNOW A~'D Rfft:S[D)' 

Excellent 
Very Good 
Good 
F11r. or 
Poor 
DONT KNOW 
REFU~ED 

MDQR£95~ H'KG 

: 
j 

~ 

~ 

8 
Q 

ConfiJ"'"al .1nd Pr~t"''"'" 
Ct99J 

P. z_ 

31t/ 
:..· 



PRO C F.SS AR£6: S fRVICE RESTORATION ;;: 

,A 23 

8 24 

C' 

T) 

I~ 
& ( }d 

{/ ( )e 

SKIP TO Q 24· 1 <·-······· 

EJCccllenl 
Very Good 
Good 
Fau. or 
Poor 

r DON'T K,\;OW 
~ REFUSED 

Thmlong aboul anS1ances when your 
f"ould you rale FPL an 1erms of 
REPEAT SCALE AS NEEDED ) 

I ROTATE\ E. 

MDQRHJJWKG 

Y.Q. 

2 

2 

2 

. . .. ,. 

Q. 

J 

J 

J 

J 

L r.. 
.j s 

J s 

s 

DO 
bt:!4 

~ 

8 

8 

g 

'T 
\\' B.f.f\..'S EO 

•l 

Q 

.j 

\ 

8 
Q 

COitj,Jtnl t4JI UftJ /''f'l'" r/ tJI"\ 
c : ~~' 

P. 2_ 

L/ 1 d 
;r 



~- . 
PROCESS AREAS 

-.:ow, I would like 10 ask you about some spec1fic aspects of the serv1ces pro' 1ded co > uur corn pan~ 
by FPL. For many of the questions, we Will be uf\ng a raung scale of ·r:xccllcnl. • ·vef) Good .· 
"Good,· "Fau. • or "Poor. · If you feel you can' t JUdge FPL on a pan1cular 11em. please say "I 

' d' • "I d ' I "'- • cJII 1 J u ge or on ., ... ow. 

PROCESS AREA: ELECTRJC POWER 

;J 15 heard. how " oulcJ you 
ld you S3y tREAD 

Excellent . . . . . . 
Very Good 
Good 
Fa~r. or 
Poor 

r DON'T KNOW 
SKlP TO Q. l7< ········---··----· L REFUSED 

3 
.j 

.s 
8 
( ) 

e 16. More specifically, how would you ra te FPL in tenru of . (A TTRJBUTEl1 (ASK FOR 
EACH A TTRlBUTE. REPEAT SCALE AS NEEDED ) 

c 
D 

DON 'T 
f YQ Q E f K."~OW REF\ 'SED 

... :-;:, 

2 3-l.S 8 9 

2 3 4 .s 

3 ~ .s 

2 3 4 .s 

8 

q 

9 

llnntll f'"''C t .\ I 1 •1,1 C \•111p.1ll\ 

I P\« · k c\ IC" .. , ,,, Ut, lnhuHol• "' 'rrrn 

:-.c.olf I 1 Hr<Jur .r p '2. 
Hr<Junr OJ(p ·-..../ 
l'.l)'l'' J '·I ..,! 

IIIIIC 
CONFIDE NTIA l 

. .7 .~ , -



PROCESS AREA: 

;1 21 

5 ,, 

rate the 
(READ 

• 
SK.IP TO Q 23 < · ·······--

Thinking about maintenance 

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

r DON'T KNOW 
L REFUSED 

serv1ces. how would )OU r.ue 

MORS IS 
Qu . 1993 

., v 

or hcud. how "''ould you 
Would you SJ) 

FPL tn 

3 
.j 

5 
8 
9 

terms of 
(A TIRIBUTE)? (ASK FOR EACH A TIRIBUTE REJ>EA T SCALE AS NEEDED ) 

CBQI6IE) J; 

c 
' )a. 

T) ( )b. 

~ {;:. ()d. 

f ( )e. 

6 I )f 

Y.Q 

2 

2 

2 

2 

2 

. -... "t ... 

Q 

3 

3 

3 

3 

3 

E E 

4 5 

5 

4 5 

s 

5 

~·· 

DON'T 
KNQW &.5£ 

8 9 

8 9 

8 9 

8 9 

8 9 

;2..~ P.3 
~o3 

: 111114 
CON FIDEN TIAL 



PROCESS AREA: S:RVICE RESTORATION ( ( 

~ 3. 

0 24. 

~ t; 

, )a. 

D ( )b. 

e: ( )C . 

/" 
1.....- ( )d. 

// .-;.. 
( )e . 

\ 
Excellent ... . 
Very Good . .. . 
Good . . .. .. .. .. 
Fair. or .. .... .. .... . 
Poor . . . . 

r DON'T KNOW 
SKJP TO Q.24-l <· .. ·---· L REFUSED .. ... . 

Thinking about instances wheo your 
would you rate FPL in terms of .. . 
REPEAT SCALE AS NEEDED.) 

E ~ Q E f 
2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 

.. ; . 

DON '1 
Kt:!QW 

8 

8 

8 

8 

8 

..:.. :· 

MBRS . 16 
Qu • 1993 

2 
. 3 

4 

5 
8 
9 

BEEt JSEI2 
9 

Q 

9 

9 

9 

2~ P.3 
3--7, 3 

::'1 1004 
CONFIDENTIAL 



I'HOCESS AREAS 

\fiJRS • g 

' ·'" l I ?'ll 

Now. l would like to ask you about sornc ~pc.:1tic a5pccts of the scrvtccs prov1dcd to your comp:.11Y 
by r:PL. for many of the questions. we wtll he usm~ a mung scale ot Txccllcm. ·· " Vav liv,>d. ·· 
"Good: "Fair." or "Poor.· I f you feel you c.111't judge FPL on a pans.:ular 1tt:m. plc.1~c S3v " I 
c:m' t JUdge" or "I don't know.· 

PROCESS AREA: ELECTRIC POWER 

Excellent .... 
Very Good . . 
Good 
Fair. or .... . 
Poor . ...... . . 

r DON'T KNOW 
Sl<lP TO Q. l7 < --·--·-··-·-·--- L REFUSED .... 

J 

5 
Q 

. s 

.22 16. 
[;-J 

TTR!BUTE)? (ASK FOR 

E .Y.Q Q E E 
~ 3 J 5 

J .l 5 
{ 

I 
J ~ 5 

DON'T 
~~QW 

Q 

R.EE1 1.S~Q 

s 

s 

g 

s..· 1993 
CONFIDENTIAL 

?· 



/ 
7__ 

( 

[-t 

... -
J 

PROCESS AREA: 

' . 

\IIJRS II 
Qu J 1'lq \ 

•• • • • • • • 0 • • • ' • • • 

~~ 

, 
SKIP TO Q.23 < ·······-·-··-

~2. Thinking about 
(ATTRIBUTE)? 

( )tl. 

( )d. 

( )e. 

( )i. 

would 1nu 

\llU \.1~ 

Excellent . . . . . . . . . . . . . . . . . . . I 
Very Good . . . . . . . . . . . . . . . . . . . "' 
Gooe . . . . . . . . . . . . . . . . . . . . . . . J 
Fair. or . . . . . . . . . . . . ... . .... J 

Poor. . . . . . . . . . . . . . . . . . . ... 5 
r DON'T KNOW . . . . . • . 'l 

L REFUSED 'i 

t· 2 

' . 

1 

2 

Q 

3 

3 

J 

J 

J 

E 
4 

r 
5 

5 

5 

DON'T 
KNOW llli.E 

<l 

s 

s 

s 

19g3 

CO NFIDENTIAL 



PROCESS AREA: 

~lflRS · t • 
•)t r 1 1•>~1 

:.J Now, I would like you 10 think about the 

~ 

'' _ ... 

( )3. 

( )b. 

r.::: ( )c. 

( )d. 

, ( )e. . . . : 

Excellenr . . .. .. .. .. . 
Very Good. . . . . .. .. . ... . 
Good ...... . . .. .. ......... . .J 
Fair. or . . . . . . . . . . . . . . . . . . . . . . . -1 

Poor. . . . . . . . . . . . . . . . . . . ~ 
r DON'T KNOW .. . ... .. ... .. . <t 

SlOP TO Q.24-l < .......... ~. L REFUSED . . . . . . . . . . . . . . . . . !l 

CROTATEl f .Y.Q 
., 

2 

. 2 

...... , .... .., 
G 

Q E E 

3 4 5 

.l .j 5 

J .j 5 

J 4 5 

J .j .5 

DON'T 
l:l.l:iQW 

9 

9 

9 

() 

Q 

BEF~ISEC1 

li 

8 

8 

s 
8 

199J 
CONFID EN TIAL 
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1\ ! A 10!\ PROCESS A REAS 

Now. I would like to ask you about some specific :upccts of the scn;ccs provided by FI'J. For 

many of the questions, we will be u~ing a rating scale o f "Excc:Uco!", "Very Good". "Good", 

"F::.ir", or "Poor·. Please base your answers on your own experieoces :u well as wh:lt you may 

h::.ve re:1d or heard. If you feel you can't judge FPL on a p:lrticular item. plc:::.sc S3y "I .:an't 

Judge· or "I don' t know." 

\1.\.IOR k s oCESS AREA; ELEctRIC POWER 

iS. 

Excellent .... ............ ..•. .... . 5 
Very Good ... •.. ............... . . ol 

Good ........ . ................... .1 
Fair, or . . . . . . . . . . . . . . . . . . . ...... .! 
Poor . . . . . . . . . . . . • . . . . . . . . . I 

r DON'T KNOW . . . . . . . . . . . . . Y 
SKIP TO 0.16<-..................... LREFUSED . . .... .. .... ... .. ... .. . X 

.E 
5 

UTE)? ASK FOR 

DON'T 
YQ .Q E E .K~ .B.E.FIISED 

3 ., y 

T) ( )b. 5 4 y 

~ ()c. 3 2 y 

8 

X 

/.IE} 
0 1811 2 
CONFIDENTIAL 

() & r .:..-



c> ( ):!. 

D ( )b. 

;2 ( )c. 

~~ ( )d. 

~ ( )e . 

II 

---. -·- -- --

Exce lle nt . . . . . . . . . . . . . . . . . . . . . . . . 5 

Very good .. ... . . .............. . .. 4 

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

Fair. or . . . . . . . . . . . . . . . . . . . . . "' 

Poor. . . . . . . . . . . . . . . . . . . . . I 

r- DONT KNOW . . . . . . . . . • . . . . . . Y 

SKJP TO Q.25 < ------·······-······· L REFUSED . . . . . . . . . . . . . . . . . . . . . . X 

More specifically, ho·.v would you 

ASK FOR EACH A TrniBUTE. 

..E 
5 

5 

5 

5 

5 

5 

~ 

4 

4 

4 

4 

4 
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Excellent . . . . . . . . . . . . . . . . . . . . . .. 5 
Very good . . . . . . . . . . . . . • . . . . . . . . . ~ 
Good ... .... ... .... .. . . . .. .... . . . 3 
Fair, or . . . . . . . . . . . . . . . . . . . . . . . . . ~ 
Poor. . . . . . . . . . . . . . . . . . . . . . . . . . I 

r DON'T KNOW . . . . . . . . . . . . . . . . . . y SKJP TO 0.27 < ······-·-········-···· L REFUSED . . . . . . . . . . . . . . . . . . . . . . . X 

8 :>o. Thinking about instnnces when 

(_ I 

l) c 

,-;:- ( ) ....:;. c . 
....-r- c )d. 

would you rate FPL in terms ... 
6.EPEA T SCALE AS NEEDED. 

DON'T 
.f .YQ .G E £ t\1'0\V REFi lSED 
S 4 3 2 Y X 

s 4 3 2 
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s J 3 2 
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PROCESS AREAS 

BRS · 9 
Qtr <. 1993 

No\!o'. I would like to ask you about some specific aspccu of r.he servtces provided to )'Our company by 
FPL. For many of lhe questions. we will be using a rating scale of "Excellent. · "Very Good. · "Good.· 
"Fair. · or "Poor.· If you fret you can' t judge FPL on a pmicular item. please say "I can't JUdge· or 
·r don't know. • 

PROCESS AREA: ELECTRIC POWF;R 

14. read or hcud . how "'ould } ou rate 
Would you say .. (READ LIST 

Excellent 
Very Good . . . . . . . . 
Good .. .. 3 

"
1 Fair. or . 

Poor .. . .. 
r DON'T KNOW .. 

SKlP TO Q.16<······----····---- L REFUSED . .... .... . 

s 
. . 9 

. .. 8 

15. 

l) ( 2 

~ ( 2 

W-!!3:ti-8SM® 

3 4 .s 

3 4 5 

9 

9 

., ;,Sh: I"OR EACH 

Bli 
8 

8 

8 

f li)(hi.\ l'n\\C'I ,\ l 1•:h1 ( '.•111p til\ 

f 1'.')(' f<l'\ IL' '.., til ()l, tf1hUthJH .\'. \l("fl\ 

\ttlf ht Kt'4ll<"' l L _ _ J t:) 
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II {GENERAL SERVICE ONLY) 

BRS · 15 
Q <r 4 I I>Q) 

/} 23 . Next. I'd li.l::e to ask you some questions about 

Excellent . . .. .. . 
Very good .. .. . 
Good .... . .. ...... .. 
Fair. or . . .. . . . . 
Poor .. .... . 

r DON'T KNOW 
SKIP TO Q.25 < ····-···-·--·-·-- L REFUSED . 

2 
3 
4 

5 
9 
8 

(SMALL ONLY) 

23. Based oo your company's experieoces or what you may have read or heard. how would you rate 
the overall wliry of maintenance services oerfoaned by fPL? Would you say ... (READ UST 
EXCEPT FOR DON'T KNOW AND REFUSED)? 

:>KIP TO Q.25 < --

Excellent . . . . . . 
Very good . . .. . . 

, 
Good .. . " . . .. . 3 
Fair, or . . . . . . . . . . . . • • . • . • . 4 
Poor. . . . . . . . . . . . . . . • . . . .. ... 5 

r DON'T KNOW . . . . . . . . . . .. 9 
L REFUSED . . . . . . . . . . . . . . . . 8 
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(ROTATE} .E YQ Q 

()a. 2 3 

()b. 2 3 

(}c. 2 3 

( }d. 2 3 

(SMALL ONLY) ~ 
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.j 5 

4 5 . .. 5 
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BUTE>' ASK 
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9 8 
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Thinking about maintenance services, bow would you ratt FPL"s field scrv1~ m terms of 
(A TTRIDUTE}? ASK FOR EACH ATTRIBUTE. 

!;; 

( }a. 

( )b. 

( )C. 

(}d. 

R.EPEA T SCA.LE AS NEEDED 

Y.Q Q E 
2 3 .j 

2 3 .: 

2 3 .: 

2 3 4 
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. 
SKIP TO Q.26·1 (SMALL) , 
SKIP TO Q.27 (GENERAL> J 

• ) 

Excellent 
Very good 
Good 
Fair, or 
Poor. 

< ···· r DON'T KNOW 
L REFUSED 

ORS • 17 
O:r c. 19'Jl 

!. 

3 
.) 

5 
9 
8 

Y 26. Thinkmg about li\Stances when yo 
you rate FPL in tenns of . (A 
SCALE AS NEEDED. 

... - - ··=· 
, h 0 11. ll. o>U!d 
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E Y.Q f.! 
( ) 

()a. 2 3 

v ()b. 2 3 
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\- ( )d. ' 3 
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MAJOR PROCESS AREAS : 

Extremely l•kely 
Very 
Somewnat 
Not very 
Not at all hkel\ 
DO N'T KNOW 
REFUSED 

' ' 

3 
~ 

5 
3 
3 

Now I w ould like to ask you aoout some soec,f•c aspects o t !t'le se<v•ccs o<ov•deo to 

your comoany by (INSERT COM PANY NAME l For manv o t tne ouest•ons .·. c ···"" oe 
usmg a rat1ng scale of "Excellent • "Verv Gooo . • "Gooo • "Fa11. · o< "Poor · 11 vo ... 

reel vou can t 1uoge tnem on a oan•cular •tem. olease sav ·1 ran t 1uoge .. o -, con · 

1<now • 

MAJOR PROCESS AREA : Electric Powor 

10 Based on your 
w ould you rate 
COMPANY ~'~"'·MI: I 
KNO\V AND REFUSEDl? 

I, 

; 
J 

Exceuent 
Very G-:.oo 
Goo a 
Fa" 

o r. Poor 
SKIP TO 0 . 1 2 < .... QQN T KNOW 
SKIP TO 0 . 1 2 < .... REFUSED 

rea a or neato . now 
•ceo D\ INSERT 

CEPT FOFl DON'T 
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J 
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B 
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MAJOR PROCESS AREA 
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Excel lent .. 
Very Good 
Gooa ..... 
Fair • • • • • 0 

or. Poor . ...... 
SKIP TO 0 .20 < .... QQN'T KNOW 
SKIP TO 0 .20 < ·· ··REFUS ED 

~) 19 
./ 
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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 quar~:;_ .: 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 Expectations 

-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 comparative 

position on reliability to other regional utilities I 

- M1 customers have higher satisfaction levels, reflecting 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 



0 
0 
0 
0 
0 
w 

Executive Summary -Recommendations 
• Strong Customer Orientation 

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

• Cost Effective Operations 
- Evaluate current reliability ~tr~tegies affecting customer satisfaction while 

maintaining competitive cost position 

-Evaluate work processes to improve productivity/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 
• Identify departmenVindividual 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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Cost - O&M/KWH (lOU's) 
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Future Regulatory Structure 
• Geographic Monopoly: PSC Re-regulated 

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

• Maintain responsibility f 01 MSset Management Planning 
(ie .. planning maintenance and expansion), emphasis on 
maximizing asset utilization and value creation 

• Maintain responsibility for network operations to ensure safety 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 
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• Benchmarkmg ellor.ls w ill be directed tow ard mov~ng lh_e Distribution b usiness u n it l~s;_quadrant 

· E xpand benchmarkmg efforts to focus on compantes w ith a demonstra ted balance~ <.J 
• By 1998 DIStribu tion cos t per kwh will b e nea r th e bes t In the benchmark group w1 th a focus on improving overall 

reliabi li ty 
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Flond..a Po'"" & Ll,ht 
FPSC Rn1n. of D1t1nbuuon S) stem 

SUitT 4th Sec of Reque.c.s 
J3,cqut.ll <] 
Piic -·-- o7r _l_ 
'- --.--

Q9 Plc::ue describe any underground able in)CCI.Ion etroru at FPL over the pcnod 1992 to .!;!te ldcnllf) the 

responsible org.an1ulion. the annual nmount of cable 1njeeted by type. nnd the II.UOCiated costs 

When the undcrcround cl1rcct buned prinwy C3ble h&J a (a~ lure for the fir51 umc. 11 u repam:d If 11 f;uls a second 

time. a d«rSJon rs made 10 either UIJCCI or repbcx the able Tbu decu1on u b.ued on !he number of sphCC$ If there 

are t\\0 or less. It is injeaed. If I here aR more than two sphccs. 11 Is rcplliCCd However, If there 11 lp.lre conduit, the 

cable rs rc:placcd and would not be considered for lnJCC1JOn regardless or the number or spirea 

Attached are copies of the FPL's 01s111buuon Construcuon Stand..a.rt!J IY'X. Und<t£r~und C•bl< 

Rcplacxmcnl/lnJectl~n pohcy, as wdl as the 199$11996 Underg-round CAble Rc:placco cnt pohq 

Olble injcctlon Is tWvtled through !he Conlr.ICl Admrni$lla\Jon Department 

rnJCC1ron at FPL from 1992 10 dale: 

p.. 13 c 

· '" fol10"1ng table outlines c~blc 

Year f oolatte Price trcr foot Injected 

1992 S34.~S 

199J )80,110 

1994 160,730 

199$ l,OSO 

1996 H 4,606 
1997 J7S,6J8 

r:able on)CCtion Wlll limited In 199$ while a ne" "nO\Hhru" splocc was dt'clopcd and omplemcnted 

CONfDD[NTfAL 
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URD CABLE REPLACEMENT 
A STATEMENT OF POLI CY 

As ol Mey 198~. F"PL adopted a coble-an-conduat polio U'ldt .tDDh~ • t ·~ dll \ HO 

feeder, pramary lateral . secondary , servac e and >tree tiHJI'It < JDI">· lver t l'lc . ~ .. r~ . 

e"stang URO facalatles at F"PL l'lave ranged on desaqn I rom <lar Pc t t>ur. cd t, • .n o.l 

cable-an-conduat system. Oare ct buned facahtaes "' '" l .tu <>~<'< torn r ~"" "'"' 

ultamate ly need to be repleced wath ceb' e-an-c onduat. 4 proccdur<' tor rep lac ement at 

all URO facahtaes Is gaven 1n T 60 Proce d\Jres, Sec tion 2 ~0 7 . 1/.2. 

ror darec t buraed URO Clbles, an allowed numoer o l f aalu res .. g .. en an t'le Cholfl 

below nno an sectaons 2507. 1 ano 2S07.2 o f T60 Proc eou•c• before r• plac t'ment watn 

all cable- an-conduat iS ne cessa r y. A plastac t ag sl'lall be placed ncar the ends ol spl ac: ed 

c ables to record the number o f faalures. (See UV-12) 

F"or URO c aolcs already anstalled ,, conoual or wl'lerc c aolcs art' oarect t>urteo 

wttn spare conouat a vo al aole, cable splac1nq should ne ver t.:~ke place follow an; a d•Q· tn 

or faalu re. A new run of cable should always be ar'lata ll t'O "' condui t 'rom tt'r m1nataon 

to term1nataon after the conduit nu been repaared. 

OCD.LCTRJC F' AILLJU:S 

l.IU) CA8l.E T Y'P£ BUOR.E R.£PUIO:p,£NT 

DIRECT BURIED PRIMARY 

LATE RAL WITH SPARE ~.placl' at r l tst ,. • •lura 

C ONDUIT 

DI RECT BURIED PRIMARY 

LATERAL WITHOUT SPARE: Reolac t •t s~cond r • •Jure 

CONDUIT 

DIRECT BURJCD SECONOAR Y 

/SERVICE LATERAL Reoleco ot Soconcl r oal.,ro 

DIREC T 8URI£D F'CEO£R Rttploce at F"ourth F" oaluro 

ALL C ABLC IN CONDUIT Reo lac;e a t r orot F" 11luro 

C able pullinq pOintS lhO<Jid only b e Installed tor new const ruCt iOn ontJ shouiU D e 

PPI cir-saqna ted whe re n~tceultateo t>y c able pulhnq c onatraan ts . ~ l>u rt •O concr t'te 

pu ll tHJ • snnll be m atallad at theae poan ta. Splices ahould n eve r oe onsta lleo :;, repaar d 

tltg -an or c able la1lure on a URO ceble-1n-conduat system W'lleu t l'le sollcf' ., ,, an 

e.,st1nq PP L pu ll bo• previously du lqnate d aa a cab II' pullanq po1n1. 

STANOAROS 

m<l• l'n"l ' & l.lght L'om p.on} UJJ 
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INTRODUCTION 

An investigation is usu:l.lly necessary before the Company can take a pos1tion of either accepung or 

rcJectmg 01 customer's claJm. It is suggested thnt a umely invesugauon be made m order to take 

advantage of the factu3.1 situation before changes occur as well as pre~rve ev1dencc that m1ght 

o therwise be losL 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 thc1r 

damage. so considerable~ and diplomacy must be used when explaining continuity of serv1ce and 

service irregulatiues even though every reasonable cffon 1s mtlde to ovo1d them. (Rev1ew the Tariff; 

Rules and Regulations to fam ilianzc yourself with FPL's responsib ility to the customer). 

Generally. the goal of conducting the investigauon and building the cl< n fi!:: cons1sts of: 

• Obtaining supporting FPL documents such as CIS printouts. trouble records. crew 

time sheets, etc. 

• Interviewing and documenting conversauons with the customer. ne1ghbors. employees. etc. 

Usc of the personaUphone contaCt memo is useful to record time. dotes. etc. 

• Going to the scene. if necessary photographing property damaged or the cause o f damage. 

Makmg a sketch of the scene and taking measurements. 1f needed. 

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

of the items involved in the claim. 

• Obtaming original invo1ccs. repair bills and estimates from the customer and vcnfymg the 

work and the doll lit amounts with the repair facility . 



Remember. foccs usuoJJy leave o paper croll . •o vonfy every Mlllcrnent or conclu~aon nuuJe 

OccasionAlly. n good idcD 10 help prcvcnc 11 (raut.lulcnc clnlm from bcmg mDde b co \end o "SIAicmcna 

oiCIIlimnnc" form co the individual (nu~~~:hcd ), If you auApccl o clo1m of chi ~ cypc. lhc nu11ce 111red 

on the form may forcwlltn Dny ideo o( (roud 

This collccuon of dClUl, opphed 10 ccnaan Jcaal rlcrnenu \hould provide ccnn\ for 11 fuu r c~u lu1 11111 

10 our customer's concerns. 
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OUR ROLE AS AN JNVF-STIGATOR 

An investigator is n finder of facts: what really happened vs. what someo ne th1nkl happened. 

Below are four basic tenns !hat. if learned. will prov1dc a clear a.nd o rga.n1u:d lhought pnllem to help 

you handle nn investigation involving propeny damage. 

• 3 POINT LIABILITY RULE 

• NEGLIGENCE (DEFINED) (4 ELEMENTS) 

• PROXIMATE CAUSE 

• MITIGATED DAMAGES 

Basically. a.ny liability (defined as justly or legally respons ible fo r a financial obhgnuon or debt) 

involving a claim against a pn.rticular pany c.l/1 be de1enmncd by usmg the 3 Point Liability Rule . 

The rule consists of 3 questions: 

I . Was (FPL) negligen t? 

2. W as (!he customer) negl igent? 

3. W85 (the customer 's) damage proximately caused by (FPL's) negligence? 

Negligence is a subject nboul which many books have been written. Generally. 11 IS a fonn of wrong 

conduct. lf one were to prove negligence .• ceruun "elements" musl be shown. These 4 clemcnls are: 

I . (FPL) owed !!...SIJ!!y to the (customer). 

(An example would be our Tariff: Rules&. Regulations. etc.) 

2 (FPL) violated that duty (did something wrong). 

3 . There was a causal connection between the negligent conduct and the rcsultmg hann or 

damage. 

4. There was an agual los.~ or damage. 

Proximate Cause (in tenns of propcny) is defined as ''tJ1e hazard to whtch 01 lo~ c ar1 be d1rectly 

attributed such as wind, fire . lightning. car. person. etc. 

6 



EXECtrrlVE TYPE CALLS 

COURSE OF A en ON: 

On cases involving customcn who wish to be beyond the reprcscmnuve 

I . Refer to l...ead Person. 

2. Assistant Supervtsor. 

3. Statewide Supervisor. 

On cases that customers may demand immcduue :mcntton. provide the followmg number. 

305 • 552-3552 

Follow thts type of ncuon wtth a "CC.M:ul" note to the As~tstant Supervt~or :~ncJ :1 copy to the 

Statewide Supervisor. 

Under no circumstances give out any phone number other than tt ., one provided for these t~ 

of cal ls. 

8 



A.CC SUB 

CQDECODE 

CLAIMS TRACKING SYSTEM (CTSl 

PUBLIC PROPERTY DAMAGE 

A.CCIDENT CODES A.ND EXA.MPLF.S 
REV 611/97 

00 UNDER IN\'ESTIGA. TlON 

10 • For use on pending claims. where you are not cenaan or the accident type. 

Change to appropriate accident type when investigation has been completed. 

01 CUT-IN-ERROR 

10 

11 

• 

• 

cut wrong customer. 

cut account which should not hove been cut . 

02 DE LA. YED RECO/CM 

10 • took too long to reconnect customer. 

11 • took too long to connect meter. 

03 IMPROPER CONNEcriON 

10 • improper volt.age when connected. 

11 • connected hot leg to neutral. 

12 • connected to wrong equipment or power raciliucs. 

13 • connected high leg to hotleg or neutral. 

14 • improper phase rotation. 

15 • improper service connections . 

16 • improper transformer conn .. ction~ . 

9 



04 EMPLOYEE DAMAGED PROPERTY 

• Non~lectrlaal damages c:~used by FPL employee The type of damage 

usually 

does not fit mto any other c:ncgory. (NO T FOR VE/iJCL£ DAMAGE) 

10 • animals 

11 • driveway/plllio slab 

12 • fcnee/go.tes 

13 • landse:~ping - bushcs/shrubs/Oowers 

14 • mailbox 

IS • meter can 

16 • roof/guncrs 

17 • rutsllawn 

18 • septic tank 

19 • sprinkler 

20 • l~CS 

21 • vehicles (non-movmg damage only) 

22 • window/doors 

99 • miscellaneous 

10 



OS INSIDE TROUBLE· CUSTOMER ADVISED 

10 

11 

12 

• 

• 
• 

damages allegedly caused by FPL. however. 11 was detemuned that .. tnstde 

trouble'' 

was the cause. 

-customer breaker failed. 

• customer fuses failed. 

-customer winng fwled 

·customer equtpment fa~ led. (no cause found) 

customer lldvised mcorrectly by Oistnbuuon 

customer lldvised tncorrectly by CustOmer S -vtcc: 

06 DIG-IN I UNJ)ERGROUNP I&CADON GIVEN ANr> l,QCATJONS GOOD 

10 • telephone/fiber co.blc cui 

11 • water line cut 

12 • sewer line cut 

13 • CATV cable cut 

14 • gas line cut 

15 • sprinlc.ler system cut 

07 DJG-JN/NO UNDERGROUND LOCATION REOUE5T MAOF, ny FPLCOMPANY 

10 • telephone/fiber co.ble cui 

11 • water line cut 

12 • sewer line cut 

13 • CATV cable cut 

14 • gM line CU I 

I :~ • sprinkler system cut 

II 



08 DJG·IN I UNDERGROUND LOCATION 

09 

10 

10 

11 

12 

13 

14 

IS 

• not tlvtn by the requested utility. developer. homeowner. etc. 

• 
• 
• 
• 
• 
• 

telephone/fiber cable cut 

water line cut 

sewer line cut 

CATV <:3ble cut 

gas line cu1 

sprinkler syst,.m cut 

DIG-IN I UNDERGROUND LOCATION 

• markes! !ncorrttt!Y by the requested u• Illy. developer. homeowner. eiC 

10 • tclephone/fibc:r cable cut 

11 • water line cui 

12 • sewer line cui 

13 • CATV cable cut 

14 • gas line CUI 

IS • sprinkler syste;n cut 

OPEN NEUTRAL 

10 • neutral connector failed a1 wealher head A Multiple Calls 

11 • neutr11 open or broken on serv1ce drop 8 Decay/Age 

12 • neutral open on secondary c Salt Spray 

13 • neutral open on tro.nsformer connector 0 Loo!>e Connecuon 

14 • neutral open ms1de me1er can 

12 



11 WJR£DOWN 

10 • wire scrupcd surf:u:c or c:u 

11 • energized wm: downed on buildang or other (3CIIIly 

12 • any dnmage done by a downed w1re 

13 • crew dropped line 

99 • miscellaneous 

12 TREE IN WJRES 

10 • service drop opened 

11 • primary grounded 

12 • primary I secondary cross· phasGd 

13 • hot leg to neut111l. due to tree wcanng off insulnuon 

13 ACTS OF NATURE 

10 • birds. squirrels. other an1mnls 

11 • natural causes beyond FPL control 

12 • extreme wcalhcr related causes 

• humcane 

·high winds 

· lightning 

- tornado 

· heavy rams 

· tropical storm 

99 • m1scellaneous 

14 SINGLE PHASING (FOR 3 PHASE EQUIPMENT ONLY) 

10 • loss or one o r more pha.ses resulting 10 motor damage 

13 



IS SERVICE CONTINUITY 

10 • complete power failure A Multtple Call~ 

11 • paru3.1 power f3ilure 8 Decay/Age 

12 • feeder mterrupuon (unplanned) C S3.1t Spray 

13 • cable f3ilure D Loose Connecuon 

16 TR~NSFQRMER F611.~8& 

10 • d31llage was due to transformer failure 

17 REGULATOR FAILURE 

10 • d.amnge was due to regul:uor f3ilure at substauon 

18 FEEPER REI-A YS 

10 • dAmage was due to feeder relays 

19 CON!RACTOR 

10 • 

20 • 

damage was due to work done by FPL cont ..ctor 

(refer to contract admtntstrator) 

damage was due to work done by Non-FPL indtvidu3.1 

20 OTKER · SEE COMMENTS 

10 

11 

• 

• 

any miscellaneous occtdent types not covered by listed codes 

(expl3in in det3il) 

lightning arrestor (blue bottom) 

21 TRANSPONDER 

10 • type of instrument installed for Load Management 

14. 



22 R01TEN POLE 

10 • damage due ro ronen pole falling 

23 HOTLEG 

10 

11 

• 
• 

trouble ticker may indicate damage caused by hor leg 

damage was due ro hor leg our 

15 



W. FLAGLER ST. (ZIP 33174) 
BOX 029100 

I MV'\MI, FL 33102-9100 
3051552-3865 

ADAMS, R. F. (RAY) A 
JACOB, J. F. (JOHN) 1J 
OL YMPIO, R G. (RICK) < 
PASCARELLA. M.C. (MARK) D 

WATKINS. G. A. 

UNIVERSE BLVD. 
BOX 14000 • 

BEACK FL 33408-:0420 
561169.1-7202 

MANAGER: 
AGENTS: 

SWEENEY, G. L. (GEORGE) 
McCARTNEY. 0 . C. (DAVE) 
SILVESTRI. A. 

WILLIAMS, R.E. (BOB) :J 

FN; K.'IOSBN\CLAJMSICONT _lAW XlS 

OAT£0: 611197 
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RELEASES 

GENERAL RELEASE 

A rcle;uc involv ing propcny damage ts a legal document executed by (or on behalf 011 a person 

c laiming property ¢unage stating that in constderauon of a specified number of dollars. the c l:umam 

agrees to accept that amount of money 10 full satisfaction of any cl11ims he mtght hnv,.; no w or 10 the 

futute and to bring no further acuon for recovery in connection wtth that parttcular clatm. 

CORPORATE RELEASE 

A corponuion. which distinguishes Itse lf from other fonns o f bustness enterpnsc. •s constdercd by 

the law to be a separate legal entity. a scparliiC "pcrwn". Hence. a Corpor.~te Relea.st" •s rcqutred for 

all corporations thnt hold legal o wnership to the propcny damnged by FPL rcgardlcs~ of lhc dollar 

nmount. 

E.'lnmplc: Following n thorough investigatiOn. FPL :u:cepLS responstbtllly for damage tO a 

grinding machine damaged by high vo ltage . The Claimant pAid S325.00 10 rcpa~r the 

equipment. What to do? 

Upon receipt, rcvtew the bill a!wan to see if I ) the btllts reasonable. and 2) thu the 

hill rcprcscnLS only the rcpatr/rcplllCCment of what was damaged 

Note: When dl:lrlage occurs and liability is determined. the rcspons tbt li ty ts to bnng 

the claimant's propeny back to its anginal condition · nOIIO mlllsc it bc!!er than it~ 

odgjnql!y. nus ts known as bettemMnt. 

!Mttennent ts not allowable 10 adJUSttng chums. That ts one rc;uon dcprcctallon 

guidelines were established for the msurance tndustry 
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NO RELEASE OF ANY TYPE IS LEGALLY SOUND UNLESS THERE IS 

CONSIDERATION (MONEY PASSING HANDS) (NUDUM PACTUM (Latin) NAKED 

PROMISE UNLESS BACKED BY CONSIDERATION). 

&ample: The claimant calls you and states he w11l not stgn the release un less the check 1s m h1s 

hand. Wluu to do? Explwn to the: c laimant thnt upon rece1pt of the release . a check. 

properly filled out. w11l be ma~led. 

NEVER mail a check Without n sagned release 10 your h•nd. 

NON·CORPORATE RELEASES 

Any business other than a corporauon faJis under this c:uegory Any cla~m exceedmg S 1000 00 

requires a written release from the clwmant. For example. n sole prop••eto rship. 11 ~:eneraJ pnrtnershap 

or limned panncnhip. This will also mclude bu.smcsses under iCIIII Ou s names 

It is important when oblllining 11 release to cs1nblish the tru~ owner of the property tlamagccl. 

othcrwtse your release may become a useless trD.Ilsacuon. 

AJl checks for non-corporate type chums are suunped on the back of each check by the voucher pnor 

to delivery to the individual. 

19 



Apnl 15, 1997 

Dear Sir. 

Enclosed is a Release for S for darr::ges which occurred ar 
________ _, Fl. Please sign on the hne indica tee pnnt your name and til!e and 

have your signature witnessed by two people. As soon as 1 ' o3 receive !he 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 

F.nclosure 
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Release and Compromise of All Claims 

Date: ------ ---

FPLCLM# _ _ _ 

In consideration of • pa1d by FLORIDA POWER 
& LIGHT COMPANY receipt of which is hereby acknowledge' as the only consideration 

for this release, h1 •eby releases and forever 

discharges the said flORIDA POWER & LIGHT COMPANY fro, n 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. _________ _._._.. 
on ________________ ~ 

_________ H, AVE READ AND FULLY UNDERSTAND THIS RELEASE. 

WITNESSES: 

Title: 

FEDERAL TAX 101 OR SISI --------
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PROPERTY DAMAGE RELEASE 

1bt tba u~ ~of lawful ..... far 101. coo.ad&nbOc 

of ~~~ l 

~M~~--~~~--~~----------~--------------~~----~--------~--~~~ doldoea ~ tmd far IIJy/~ han,~. •dminutra&..ra, , .....,_,,. and ucp.t rti-. acqulL ....S f.......,. clac:har(p 

and Ilia, t..r, u..!r, OT Ita ~. ~. nlataclmat>a, .,.ma. employ- tmd all oUo.r rela.l..d or alllllac.d JXTIOD&. 

firma. ~DaDa or p&nDenlb!pe ol accl &vm any tmd all claim.o. a.ctiooa, ca..- of acao.o.. cleiii&Dda, nch~a. damqoa. CCHil.l, 

loao of,.......,., a..,.._ aDd -psn"·Uoa wbe• '*'. which tba ~ CO'JI' baalbaft or wtud> mey ~ ~~C~C:rCN 

"" a<IIXI'IIIU o/ ot i.o ""7 '"'7 .,_ma out of~ az>d all iaxlwn aDd W>li::DowD, (..-aDd ..war- piUj>P/t)' d.t..m&ro tmd 

U.. ~ tblnof~ or to rwv.Jt from U..- on or ebout tba -------------------------

dey of 18 __.; at or------------------------------------------

IL 11 II.Ddnwt.ood end qJ'Md t.bat thia _.,_. ia the oompo'OIIllae of a d.oul:ld'li.l end diap.u.d ci.wzl, end llw t.be peYIIJIIDI 

.....S. u not ~ M c:GDatnlold u om •dmieejon of liability on tba pen of tba party or pe.nw buwby rti......S. and tbe:l ......t 

,., •• _ dtily liability tberwlar aDCl iDIIIDd ~to nvwt Utlpticm P.Dd buy !her-

n.. ~ turtiMir clec:l.e.n(e) tmd rep1 1.1 ec't(o) tbat 1>0 .,..._.., U>d._,_ or .., _,_, DOt bGwul *'P' otttd 0.. 

bMu mad.e ~ tba ~ P.Dd t.bat thia IWMM ...,.,no tba <mJire qJ'M:DICil 1t-.-. tba p&mal b.teto, and lhat t.be 

IAirml of thia R.IMM ..... -~ P.Dd DOt • =-- recital. 

THE UNDERSIGNED HAB READ THE FOREGOING RELEABE AND ruu.Y UNDERSTANDS rr. 

SicDed . .. .u.cs tmd clall......S thia ________________ day o! -----------------------. Ill----

STATE Of' f'LORIDA 

COUNTI' Of' 

CAVnON1 BEAD BEFORE SIGNING BELOW 

) 

) u: 
) 

------------------------------- ~ 

-----------------------------~ 

n.. fontCOUl( i.llltru.mclt wu ada>owled,r.d Mfore me tlu. c!Joy of _____________ 19 ___ • 

by I }wbo ia pel"'IODAAIy lmowo ID me 2L I Jwb<> b.u prod..-! -----------------

( type of •deauficetiOD) ao lclendAceOCDand wb<> ( )chd I )ctid DOt teka an oel.b. 
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P 0 . Bos 21151. Oeytona S.acn. FL 321:.>0.2851 

May 5. 1997 

CASE# __________ __ 

It= FPL IS FOUND TO BE LIABLE FOR YOUR DAMAGE. FOLLOW THE REQUESTED CRITE~IA 

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

OF CLAIM" AND RETURN IN THE ENCLOSED SELF-ADDRESSED ENVELOPE. 

A). ANY ITEMS THAT ARE REPAIRABLE WILL BE COVERED WHEN PROPER 

DOCUMENTATION IS PROVIDED, INVOICES SIGNED AND DATO::D SHOWING 

ALL MATERIAL USED FOR REPAIRS. 

B). 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. 

C). ALL ITEMS DEEMED BEYOND REPAIR AND REPLACEMENT BECOMES THE 

PROPERTY OF FPL AT nME SEITLEMENT IS MADE. 

ANY PERSON WHO KNOW!NGL Y AND WTTH llfl'ENT TO INJURE, DEFRAUD OR DECEIVE ANY 

INSURANCE COMPANY ALES A STATEMENT OF CLAJM CONTAINING ANY FALSE, INCOMPLETE OR 

MI::.LEADING INFORMATION IS GUlL TY OF A FELONY OF THE THIRD DEGREE FLORIDA STATUTE 

817.234. 

SIGNATURE--------------

SOCIAL SECURITYUTAX lOt!---------

FN:K:IDliBHICLAIMSII'UBCLSTM.WPO 
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SJA TEMENT OF CLAIMANT 

OWNER OF PROPERTY: 

ADDRESS: --------

WORK# _______ HOMEI 

_________ SS# __________________ ___ 

I 
--- ----, 

UJ.PI~A::....--------- i. 
I~C~AS~E~#~----------------- 1 
l .1T..!I:C:.:..:M~S.z.::ll~----------- ! 
' ' L______ _ ___ l 

PLACE OF INCIDENT: ____________________________________________ _ 

DATE AND TIME OF OCCURRENCE:-----------------------­

:SCRIBE DAMAGE FOR WHICH CLAIM IS BEING MADE: ----------------

DESCRIPTION OF DAMAGED EQUIPMENT, IF ANY: 
MAKE: SERIAU MOD£&.1 TYPE: AGFJCOST: 

··----------------------------------------------------------­
~---------------------------------------------------------

4. ____________________________________ ---------------

s. ____________________________________________________ __ 

HOW DID INCIDENT HAPPEN? (GIVE FULL ACCOUNT) 

NAME OF HOMEOWNERS INSURANCE COMPANY: --------------------

'lDRESS: ------------'POLICY# __________ ;PHil -------

AMOUNT FOR WHICH CLAIM IS BEING MADE: ---~;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;==ii 
A IT ACH All REP AIR ESTIMATES AND/OR OTHER 

PROOF OF LOSS FOR THE ABOVE. 

SIGNATURE-------- ------
DATE _______________ __ 

24 
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NOTE: OPEN NEUTRAL CONDITIONS WILL NOT DAMAGE UO 

VOLT APPLIANCES SUCH AS WATER HEATERS, RANGES OR AIR 

CONDITIONlNG COM PRESSORS. IT MIGHT DAMAGE 120 VOLT 

LIGHTS, TIMERS, ETC. ON A 240 VOLT CIRCUIT. 
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CUT IN ERROR 

A cut in error is usually JUSt that ... 

Assumptions. however. can grow from one wrong prece of rnfonnauon h is imperative to venfy 

every swement or ollegauon. As stated rn the rntroducuon. "fac~ usually leave :1 p:~per tr:~rl" to 

verify the happening. lf nol. it should nuse susprcions m the rnves11ga1or. 

Review lhese rmporun1 points: 

• Did FPL foll ow collection procedures · Wll.\ 1he customer cur 1n error? 

• Did collector CUI proper meter number? (Pourbly cro~scd mere~ ) 

• Did customer foll ow exlensror. or agn:cmcnl7 

• Was collec10r at correct address? 

• Was customer reconnected 10 numcly manner? How 10 111 was customer off/ Hours __ _ 

• Did customer tAke any steps 10 protecl his food or propeny? (Mrugaung Damage~) 

• Obtain onginal recerpts if apphc:1ble - meals. hotcb, e re. 

• Requesung a lisl of food spoiled from the customer rs not 11 wrsc chorcc. Typrcnlly rhc dollar 

amoun1 requested will increase - nego11111e and usc good common 'ensc. Some of the food 

quantity supposedly spoiled wouldn't fitrn 3 refngenuors. let alone one' Freid check the~c . 

• All FPL associated cuslomcr/troutle records should be p:m of rhe file . 

• Refrigerator dllm:sgc due 10 sporled food is rare. Any rcfngcrator rumed off wrll smell Be 

careful ! 
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TRANSFORMER EAILURF: 

Transformer failure can be ClW.SCd by m311y ~ns Typacally. the TCMS screen docs not show why 

it failed. It is necessary, therefore. to contact tlile troubleman nnd or rcpnar forcrnnn to obtrun the: 

reasons if known. If no known ~n exasts. rc:vaew these comments· 

• A failed transformer docs not neccssiiilly cnuse hagh or damagang voltage. 

• If necessary. notify the scrvace center to "hold or tag" the tramformer so th;u 11 cnn be 

examined by the Transformer Repnir Fuc.ihty an Maama. 

• Revaew continuity of scrvacc (Tariff. etc.). 

• Use the 3 Point Liability Rule as n guide. 

• Was a contractor perforrrung work? 
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IMPROPER CONNECTIONS 

Occasionally. an improper connection IS mode dunng rep:ur or construction cffons c:tusmg an 

1rregular condition that may damage customer f:te1ht1c:s. 

• Follow the 3 Point Liability Rule 

• Detennine who mnde the error. (Contractor. etc.) 

• Remember, negligence d oes not necessarily mean that liability exists. 

Example: FPL becomes negligent niter 1m properly connecting n ~erv1ce beang rc:pl:teed due to 

age causing dilrra:1ge to 11 condom1n1um's 3 phase elevator motor. 

3 Point U abill ty Rule: 

• Was FPL negligent? Yes. 

• Was the customer negligent? Under the Nauonal Elc .nc Code 620-53.. Electnc Elevntors: 

" ... the customer shall be protected nga1nst 1mproper ph~e rotauon. over current. nnd sangle 

phasing condition for three phtLSe motOrs ... " Now. did the cu~tomcr prov1dc tnts pro~teuon 

equipment? If so, did it work properly? If not. then FPL although prov1d1ng an 1mproper 

connection, would not be responsible unde1 2.5, Continuity of Serv1cc ond Poant 1#3 of the 

3 Point Liability Rule. 
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DIG· INS 

Dig-ins. defined 3.S damage to underground equ1pment nnd propcny D.Q1 owned by FPL arc class1fied 

into three categories m the Public Propcny Damage Claims Trackmg System. They arc: 

I . Dig-1n • No Lo<:auons Requested. 

2. Dig-in • Incorrect Locations. 

3. Dig-in ·Locations Not Given. 

By far. the category "No Locations Requested" IS the largest 1n tcnm of cl31m> J-lllld Nevertheless. 

following the sUIJidard 3 Point LlabiUty Rule is ~till rcqu1rcd. To ll.S)IM m ll.Sk.mg the nght quesuons. 

a comp1lnuon of some arc listed: 

• Was FPL at location of damage on dny and lime of damage '' 

• Did FPL request locations before diggmg? 

• Was FPL given the locations requested~ 

• Were the: locations accurate? 

• Did FPL follow thclocntionss given? 

• Was FPL the only compnny diggsng11t th1s scene? 

• Was the damaged propcny origmally mstalled at the: proper depth? 

• Arc the repairs reasonable nod jultific:d? Request a breakdown of ch::!gcs. labor hours. rate 

of labor. rnaterio.J used. 

II• many C:l.SeS. a Propcny Damage Repon (PDR) w1ll come d1rcctly from the serv1ce center. Because 

11 does. this IS not necessarily admitting negligence, 11 may mean the crew wamed to repon the cut 

line. Also. mnny compnnies will never bill FPL for damages. Don't drum up bmmess by contncung 

comp:~mc.~ Let them do thc1r mvesugauon nod bill the proper pany 1f they choose 10 pursue a cl:um 
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LOSS OF RlJSINESS CLAIMS 

Typ1cruly. when a business IS "shut down" because of a f:ulure 1n conunuuy of serv1cc or some 

wrongfulru:t by Florida Power & Light Company. 11 claim m1ght be )Ubmmc:d for loss of busmess. 

After a complete investigation of the: cause:. you should cons1der: 

IF NEGUGENT, FPL WOULD ONLY OWE THE LOST PROfli. NOT THE BUSINESS 

EXPENSE. 
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CONTRACTOR CLAIMS INVOLVING PROPERTY DAMAGE 

Flonda Power & Light Company. from time to time. contracts work out to others. The agreement 

between FPL and the contraCtor is known as an .lndemnjty Agreement. 

FPL contracts with independent cont[ilctors only. That is. subcontractors are not used. The difference 

is in the control or involvement that the hiring company (FPL) ·~ not vicariously liable for the toru 

(wrong doings) of the independent contractor. 

Under an indemnity agreement with FPl ... an independent contractor promises to "protect. defend Wld 

hold free and hnrm!C$S .... " FPL from any liabilities whatsoever. 

Any damage done by contrnctor to a customer's propeny is to be hMdled between the contractor and 

the customer. The Contract Admin Inspector would only become m· 'Jived if the customer ts 

completely dissatisfied with the repairs done by the contractor. 

The contractor's purchase order specifications states: 

The propeny owner will be notified the same dny of propeny damnge. Contractor will provide to the 

customer. in a letter form. the name and phone number of the contrnctor's ref=-::scntauve who will 

handle the claim. 

Any damages to public or private propeny caused by contraCt crews must be repntrcd tmmediatcly 

and at conlrllctor's expense. If within seven (7) working days (mcludmg the day of noufic~uon) 

repairs have not been made to owner's sat.isfaction. FPL reserves the right 10 repair or have rcp:urcd 

all damages and deduct any costs. includtng but not lumted to administrative costs. 
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SUBJECT: QuestJons 11 26, 1121 & 1128 FPSC Selecllve Management Review 

TO Commission Review Committee DATE MAy I, 1997 

28()-W!O 
TtLUIIOHE 

Attached, pleo.se ftnd 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 Distnbuuon. Also. 

included in these documents :u-e our insliUCtion.s and procedures for the adrrunistrouon of these 

surveys. These documents are proprietary research conducted solely for Flo• da Power Corporauon 

Md nre stamped in red as "Confidential". 

Enclosed. please find a completed and signed confidentiality form. 

I 3 3 3 0 DEC 31 ~ 
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TO: AUDIT loi.UWI(ll .:;IIW="""'---------- DATE: -----

Tilt I!£Cl/($TE0 R£CORO OR OOCUMlHTATIOII: 

Ill Ci( HAS 8([H P!ICMD(Q T 001. Y 

0 CAJoiNOT liE P!ICMQ(O If TM£ llfCl/UltD DATE ~T WU 8l IWll AYAIUIU IT----

fi! AND IN &IT OrtNIDN. rrtadl ;/h·dl·)'iiiWifJ P!IOP!IUAJI T AIID CCIIoRIJ[IfJW. UNU IIRJII&ATl(JI AS OONlliN lU. II'J. 

311.09l, OR 317.1SI. F.l. TO MAINTAW C~ COIFUNTIAliWIDlHI Of l'll. MAI'DIIAL. Tilt U11l/TT OR Ont£JII'DIION loiUiT, 

'l'lllliiN 21 DATI AF1tll TM£ AUDIT UIT CIIRllf:HC£. fU A ~fiJ/fiT FOR CC1fl00111AL CI.AIWIUTIOiof 'l'lllll I'll£ OMSI0/1 Of 

II(COROS AIIO AU'OIITI«i. lltRll TO IIVU &Z%.001, F .A.C. 
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CONFIDENT/ AL 
ComrnerC:.-iaJ e Jndt.OfriaJ ~m~ {)plf'llOn5u.rv(~ 1 

. Fou.rrh Quart-~ I qq 2-

METlJODOLQGY 

The Commerdal and I.adustriaJ Customer Opinion Survey is bucd on JS• telephone 

interviews with small and mcriiwn eacrzy uscn and 152 in-person intaviews wilh i.atze cnerzy 

users, amonc a cross-sectioo of bwinessn in FPC'J servia: taritory. The tow number of 

interviews =mpleud in c::&Ch dlvUion 1.1: 

REJCHMAN·KARTEN-SWORO, INC. 



I2W 
South SWlcoaat 
North SI.UlCOUt 

Central 
Northern 
Ud&t 
IU.d- n ortcia 
!ucara 
l:leadq\&&re&r a • 

Lara• 
£oarcy Ua sr1 

• 
ill 

49 
32 

44 
25 
2 

Saall/Mediua 
£n•rcx y,,,, 

• 
lli 
101 
101 
2:i 

' 6 
53 
5I 
7 

. 2 

Sm.a.U and medlwn slr.cd awomen include those who we 100 • 350 kW per year and 

~e customers use 3SO leW and over per yeu. As a a=c:nJ ' Je, when c:omparin& the 

rcponscs of the tar&c QIS1omcrs to lbc responses of lhe smalllmedl1 ,, customers, a diffc:tc:ncc 

of 9.4 points is cons!~ sw.i.stica.Jiy sicniCic:anL The t.elephone surveys avcn&ed 19 m1.11ut.a 

in le:n&lb; in-penon int.ervicwin& luted an avenae of 43 minuteS. Telephone int.crvicwin& 

SWlcd Octobu 9 and aided Novcmbc:r 3, 1992. In-person int.ervicwin& bcpn October 5 .u~d 

was completed CD NCM:mbc:r 3, 1991. 

Potcnlial JespotM" for ~ i.D·pcrson swvey were sent a 1ene: from JUCS announcin& 

the study. FPC wu ~ u tbc sponsor. Qu.cs:tioruWrc:a for bolb t.elephonc and pcrso!W 

interviews M:n: developed by RK.S i.D d03C CICIUUJ!adon with lhe FPC proj CICl t.e:am. People 

icient.ificd u 111 orpnJz:uioo's "cnet&Y derision maker"' were interViewed for 1JUs survey. 

REICHMAN·KARTEN·SWORO, INC. 
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1993 Commerclal and Industrial Opinion Survey Ruults 

CONFIDENTIAL 

Mothodoloav 

Interviewing for ell five lt\Jdles wu conducted from October through December. 
1993. For Florida Power CorporatJon IFPCI. Interviewing began October 4 and ended 
November 12. 1993. A total of 486 FPC commercial and Industrial customers were 
interviewed. The FPC aurvey waa an update of e alm' er study conducted in 

November 1992. In the prennt survey, 127 large cuatomer were aurveyaJ through 

an In-person Interview, and 253 medium and 106 smell cus\ omers were interviewed 
during a 20-mlnute telephone Interview. The sample waa provided by FPC, and the 

questionnaire was jointly updated by FPC and Relchman-Karten-Sword. Inc. IRKS!. 

who conducted the survey. FPC was ldentl fled as the sponsor of the research. 

11 



1993 Commercial end Industrial Wants. Needs end Expectations Survey Results 

Mothgdo!ogy 

Interviewing was conducted from October 25 through December 13. 1993. In total. 
496 commercial and Industrial customers were Interviewed: 141 Large customers 
were surveyed through en In-person Interview, and 253 Medlu , and 102 Small 
customers were Interviewed during a 20-mlnute telephone lntervle\ The sample was 
provided by FPC, and the quenlonnalre was Jointly developed by FPC and Reichman­
Karten-Sword, Inc. (AKSI. who conducted the survey. FPC was ,d entlfled as the 
sponsor of the research. 

1T 

' 



, 
I 
J 
J 

1 
I 
I 
l 

l) How would ycu assess the qual! ty o! the electric p•>wer 
you receive !rom your el•ctric company at this location -
- that ia, the lack ot chronic voltaqe problema and brier 
outaqea ot leas than l minute -- are you very aatis!ied, 
somewhat aatio!ied , somewhat dissatisfied , or very 
disaatia!ied7 

~ 
Very aatia!ied 54t 
Somewhat sat. J2 
Somewhat diaaat. 11 
Very diaaatiatied - 2 
Not aura 1 

2) How aatiatied are you with the reliability o! your 
electric power at thia location over the past year; that 
is, the job your electric company does in keeping dc•n 
the number ot outaqea laatinq longer than 5 minutes -­
are you very aatiatied, somewhat aatiatiad, somewhat 
diaaatietied, or vary diaaatis!iad? 

U5; 
Vary aatia!iad 65t 
Somewhat sat. 28 
Somewhat diaaat. 5 
Vary dissatiatiad l 
Not aura l 

J) How would you rata the job your electric company does on 
kaepinq the number ot outaqea down -- excellent, pretty 
qood, not ao qood, or poor? 

Excellent 
Pretty Good 
Not So Good 
Poor 
Not sure 

~ 
J9t 
47 
10 

3 
l 



There are numerous questions in the 1993 CI.I Cu6tomar Opinion 
Survey that provide valuable inaiqhta beaid~: those which dire7tly 
relata to customer loyalty. 

Power Quality: 

Queationa and results which relate to the issues o! power qual i ty 
and reliability are: 

1) Compared to a taw years aqo, are the power quality problema 
occurrinq more o!ten now, less o!ten now or about aa o!ten now 
aa they did in the past? 

More etten now 
Leas etten now 
About •• o!ten now 
Not aura 

~ 
n 

::18 
45 

8 

2) How much impact do these power quality problems have on your 
orqanization a major impact, a minor impact, or no impact? 

J) 

Major impact 
Minor impact 
No impact 
It varies (vol.) 
Not sure (vol.) 

(I! "major" or ''minor impact") Have you tried to contact your 
electric company tor asaistance with power quality problems? 

Yes 
No 
Not sure 

1 1 

' 



4 ) And how e!!ect! ve do yo u t hi nk your elec t ric c ompany 1• i n 
tryi nq t o reduce or mi nimiz e these power qua li ty pro blems -­
very ettective, somewhat ettectiva, not too ettective, or not 
at all ettective? 

Very ettective 
Somewhat ettective 
Not too ettectiva 
Not at all ettac t i va 
Not su.re ( vo l. ) 

11 



Reliability: 

Responses t o a couple quest ions o n re liabil ity are ava ila ble that 
were not included i n the CLI analysis: 

l ) Durinq the past 12 months, d id your 
any electric service interruptions 
minutes, or not? 

~ 
Experienced 66' 
Did not experience :ll·-
Not Sura (vol.) J 

organization exper i ence 
lastl.ng longer t han 5 

2) (I! "experienced") Hew e!!ective woul d you say your electric 
company is in tryinq t o reduce and keep down the number o! 
power interruptions -- very e!!ective , somewhat a!!ec~ive, not 
too e!!a~iva, or not at all e!!ect ive ? 

Vary e!!activa 
Somewhat et!ec tive 
Not too ettactive 
Not at all ettac tive 
Not aura (vo l. ) 

~ 
45t 
44 
- a 

l 
2 

IJ 



The 1993 C&I Needs, Wants and Expectation$ Survey, which was 
conducted amonq Florida Power customers only, provides us with more 
guidance on the power quality and reliability tactor. 

Pover Quality: 

l) What impact does (read itom on Lst) have on any ot your 
equipment at th i s location -- a qrea t deal, some, or none at 
all? 

zmpact O! Pover Quality OD Equipment 

AO...OMI s- -IU All 
,......,. 

,,.. ,,.. ,,.. ,,.. ... HO.C ~,t . - HO.C Lt· - HIW Lt· - HIW Lt 
Hlpvo~oo,. .,. • I• .,. 1S. Ull U!l ,,. n• •• ... liS •• 
w.vo~oo,. 40 lt n u 17 )0 n 17 ' ll 12 • u......,. ... ...,... .... 61 .., .. lA lJ I) 1 • I 1 l 0 

... ~_.,..., 
tlioU... S6 J4 " D u lJ 10 • • I I 0 

I.Porllor -.,.. 61 .., 1:1 11 If It IJ I) l ) ) 0 

so. ...... -~--
"'"'"""" ol-
~-·-.. ,_..,......... ... _, ll lO ., n n lJ lJ ,. lf II II • 

2) And how would you a••••• the quality ot 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? 

:i:tlltllll l1I.t:l t.U!ill 
Pure and clean 40t 4lt 21St 
Satisfactory J4 Jl 39 
Subject to 

inconsistencies 19 21 28 
It varia• l 2 2 
Not sure 15 5 5 

14 



J) (It "satistactory" or "sub j ect to incoullistanciea" or "it 
varies" asK) Generally, who do you th ink is responsible !or 
power quality problems? Ooea the problem lie in florida 
Power'• equipment, or does it lie in your equ i pment? 

:ii:X::U.IIll HlM t.U~UI 
Florida Power's equipment 6n 6U 75t 
CUstomer's aquipme"'t 4 J 2 
Both l ll 17 20 
It varies 3 ) 1 
Not aura 9 9 2 

4) What actions, it any, should Florida Power consider to try to 
minimize the et!act ot t .hese power quality problems? 
(Base • larqe) 

S;tsttmtLg. HlM 
continua to research 
power !ailure causes 16' 

Restrict major tie-ins, 
awitchinq conatruct ion to 
non-peak hours 14 

Run an enerqy evaluation 
on their equipment 11 

Intorm cuatomtrs tirst 11 

Not aura '!; 

lH 

15 

1) 

28 

5) What types o! cotSts does your company incur when power 
inconsistanciea such as blinKing, surges, dips or rluctuatlons 
occur? (Basa • large) 

Equipment downtimt 
Equipment damaqe 
!:quipmant start up 
Labor downtime 
Lost production 

S;x:st:omtt.g. 
42_. 
)5 

24 
14 
10 

HlM 
47-t 
J5 
25 
11 
10 

Jj 



6) Thinking about the l a st power inconsistency at your business, 
have you had a cha nce t o compute the estimated dollar coat t o 
you? (Base • large ) 

'lea 
No 
Not sure 

Systtm/Lg. 
15 , 
74 
11 

I:W:S 
l6t 
74 
10 

7) (I ! "yes") What was t he estimated dollar coat to you? 
(Base • large) 

Cost 
Not sure 

Systlm / I.g. 
$6,800 

H 

8) (It "no" or "not sure") Can you estimate the dollar cost to 
you? (Base • larqe) 

Cost 
Not sura 

Syltem/ I.q, 
S2 , JOO 

7 6t 

H.t' 
S2 500 

16t 

9) It Florida Power could quarantee you e lectr~~ service t hat is 
not subj ect to aurgea , dips and !luctuations , and charqe you 
( read !irst item on list ) -- would you be i nterested? (Ask 
until respondent says "yes'' or a ll choices are a sked) 

Syatem HIM Larqe 

2" more t or it 
20t more tor it 
l!St more tor it 
10 , more tor it 
5t more tor it 

Tota l 

No, no t inte.rested 
Not sure 

Jf 



I· 

lO ' And i! Florida Power could otter yc.J aloctric service that 
would be subject to surges, dips and fluctuations, and charge 
you (read ti.rst item on list) -- would you be interested? 
(Ask until respondent says '"yes" or all choices are asked) 

St lass tor it 
lOt leas tor it 
l5t less tor it 
20\ less !or it 
25t lass !or it 

Total 

No, not interested 
Not sura 

ll) Flor ida Power detines power reliability as electric power that 
is tree ot outages, and power quality as electric power that 
is tree ot aurqea, dips and fluctuations. In terma o! the 
impact on your operat ions, is there any difference to you 
between power reliability and power quality? 

~e. 
No 
Not sura 

System 
lH 
29 
39 

J 1 



14) What t ypes o! costs does yo ur company inc ur during an outage 
of five minutes or more? (Base • large) 

Labor dolffltime 
Lost product i on 
Lost profits / revenues 
Equipment downtime 
Equipment startup 
Unhappy clients/customers 
Equipment damage 

Sy:Utm / Lg . 
38<\ 
)l 

2!5 
20 
19 
18 
17 

lillj 
J9t 
)J 

24 
20 
l!:' 
19 
16 

1!5) Thinking about the last outage at your buslness that lasted 5 
minutes or more, have you had a chance to compute the 
estimated dollar cost t o you? (Base • Large) 

Yea 
No 
Not aure 

Systom/Lg. 
2!5t 
6!5 
10 

lWS 
2U 
65 

9 

16) (I! "yea") What waa the estimated dolla: coat to you? 
(Base • large) 

Cost 
Not aura 

Systom/Lg, 
$7,200 

1" 
H.llj 
$6,200 

1H 

17) (I! "no") can you estimate the dollar cont to you? 
(Base • Large) 

Coat 
No t sure 

Systom / Lg. 
$10,000 

55t 

H.llj 
$10,300 

56t 

1 8 ) (I! "experienced outages" and "power is sub j ect to 
inconsistencies") You have mentioned that your vlactr i c powar 
has experienced lengthy outages, as well as bean subj ect to 
surges, dips and fluctuations. Do the outages have ~ore of an 
impact on your operations, or do the surges, d i ps and 
fluctuation• have more impact? 

Outaqes 
Surges, dips ' 

fluctuations 
Both 
Neither 

Compec~c~v• ~arAecLng 

sys ":.om 
47t 

24 
24 

1 

lWS 
sot 

2J 
20 

5 

Large 
54t 

24 
19 

3 

11 



Raliabili ty 1 

l) I'd like to discuss lengthy outages. By outage, I mean the 
power to your rac ili t y is completely o!! !or at least 5 
minutes. During the past 12 months, did your company 
experience any lengthy outages o ! 5 minutas or more? 

2) 

Experienced 
Did not experience 
Not sure 

Svotom 
65\ 
JO 

5 

(It "experienced") Approximately how ru11.ny 
your company experience over the past 12 
impact on your business? 

Mean no. or outages 
Not aura 

Lorge 
72\' 
22 

6 

! engthy outages did 
months that had an 

J) Over the past year, do you r ecal ' how many minutes your 
longest outage lasted? Please do no· include the time it took 
tor your business to recover trom t. ~ outage. (Base • Large) 

Mean Lenqt.h 
ot outage 
Not sura 

4) When that particular outage was over, how long did it take !or 
your business to recover? (B~sa • Large) 

Mean Lanqth 
ot recovery 
Not sure 

Systgm/Lg. HIH 

5) Considering all the outages that you've experienced over the 
past year, is this a reasonable number o! outages in a 12-
month period, or not? 

Reasonable 
Not reasonable 
Not sure 

System 
72\ 
25 

J 

HIH 
69\ 
28 
J 

Lorge 
60\ 
J7 

J 

19 



6) (I! "not reasonable" or "not sure") In youl· opinion, what is 
a reasonable number o! outages lasting 5 minutes or more !or 
a utility to have in a 12 - month period? (Base • Large) 

Mean reasonable 
number ot outages 
It depends 
Not sure 

Systom/Lg. HlM 

7) In your opinion, are these outaqes generally caused by weather 
conditions, Florida Power, your own operations, or are they 
caused by something else? (Multiple responses permitted) 

Weather 
Florida Power 
own operat ions 
Somathinq elsa 
It depend& 
Not aura 

Sylttm 
62t 
16 

1 
19 

5 
4 

H..Lti 
60t 
18 

1 
21 

5 
3 

l.orgo 
52t 
32 

2 
28 

4 
2 

B) On a " O" to "10" scala with "10" maan.i ng vary sensitive and 
"O" meaning not sensitive at all, I'd like you to rata how 
een&it ive your businasa operation• and equipment are to power 
interruptions . You can usa any number !rom "0" to "10". How 
sensi t ive are your business operations and equipment to power 
interruptions on a zero to tan scala? (Base • Large) 

Mean sensitivity 
Not sure 

System/Lg. 
8.95 

ot 

H..It1 
8.97 

0\ 

9) (I! "6 or higher") What equipment is most affected by power 
interruptions? (Base • large) 

Computers 
Equipment/Machinery 
Air conditioning 
Phone system 
Lighting 
Kitchen 

~tem/Lq. 

57t 
47 ~ 

26 
15 
12 

9 

HlM 
54t 
48 
26 
15 
12 
10 

)0 



10) How satisfied ar& you wi th Florida Power's a!torts 
power quickly attar a lengthy outage vary 
ao=awhat aatiafiad, aomawhat dissatlst i ad, 
diaaatia!iad? 

.Sli!:!Um HIM t.CU::SUI 
Very satisfied 59\ 60\ 52\ 
Somewhat satisfied )J ) 2 )7 
Somewhat diaaat. 4 5 7 
Vary disaatia!iad 2 2 2 
Not aura 2 1 2 

to re!. t o ra 
aa tis tied , 
or vary 

11) And how aatia!ied are you wi~h your ability to reach florida 
Power during power interruptions -- vary satisfied, aocewhat 
aatia!iad, somewhat d i ssatisfied, or vary diasat i stied? 

:int•m HIM t.IU::SII 
Very aatia!iad 44\ 4H 4H 
Somewhat aatia!iad 30 28 25 
Somewhat dissatisf ied 11 1 0 11 
Vary disaatiatiad 11 11 18 
Not aura 4 4 ) 

12) And how aatiatiad are you with the information florida Power 
provides during interruptions aa to when power will ba 
restored vary aatis t i ad , aomawhat satist i ad, aomewhat 
d isaatia!iad, or vary d isaatistiad? 

:ili!~UCI HIM I.AtSID 
Vary aatiatiad 3/\ )8\ 28\ 
Somewhat aatis!iad 34 32 )8 
Somewhat diaaat is ! i ad 11 1) 14 
Vary disaatia!iad 11 10 17 
Not sura 8 7 4 

1 J) What should Florida Power be doing di!!arontly during power 
res toration et!orta? (Baaa • lar ge) 

Batter communica tions/ 
inform customers 

Nothing, 
they're doing a ! ina j ob 

Have ~:~ora phone 
line• available 

Spacial phone number t o 
get mora info./24hr. 
emergency coverage 

,Syst:om tt.g. 

42\ 

29 

14 

9 

HIM 

4)\ 

29 

12 

9 

11 



19) Why do you say that? (Bast • large ) 

Systtm / Lg, tilH 
Outaa" 
Shuts down business l7t 
Takes a lonq time 

to recover 7 
Happens frequently 7 

Sura•• 
Equipment damage lt 

~ 
Lost production 5t 

Not sure 46t 

8 
9 

4H 

20) Should Florida Power and their representatives be respons i ble 
tor the electricity that runs through your !ac U iti es, or 
should their responsibility stop at the meter? 

Responsible 
Not responsible 
Not sure 

System 
lH 
!H 
12 

tilH 
lH 
50 
ll 

Lorgt 
J8t 
58 

4 
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Jt1dustr / aJ (}us to mer SDJ-i sf'o._C;hon 

~ea.J- [;nd
1 

1CfCJ3 

CONFIDENTIAL 

Mttl1odoloo: The l.arJe Industrial survey u based on 101 telephone 1nterv1ews 

conducted rationwide. RXS contracted with Equifu Natioru.J Decu10n Systems to provu:~e the 

nationwide sample of leal plants owned by LarJe lndustria.J businesses. 

The samplin& error for the tow L..ar&e Industrial sample is _:.1 0 perccnt.a&c po1nts at S090 

response at 9S" confidence level. To com pan: differcnc s between the Luge lndustri4J and 

RXS' rational C&.I results, a difference of 10 perccnt.a,e points is considered st.ausuQJJy 

si&nificant. 

' 



ec. C:H!"'Atl- r;AATPI- St~PDQ INC CAOQ 1 lOl) 

5 . ! ASK tvtRYOitt) I v ill r ead a liat oC att ributaa o r the aarvic a provided I>) anar<;y auppllara. ror each ona ple••• t a ll •• ho" l•portant It ia when XJlll •••••• the quality ot aerv! c e your lgeal tl•etric ;gcpany provldaa . The t lrat ona I a (llV.O rt JUT ITDI ON l.IST) •• i a thla very l•portant, eoaavnat 1•portant. eo,.avhat unl•portant or vary uni•portant ""e" you •••••• th• quality ot aarvlc• your lpcol elec;rlc cgopanx p(pyldwa7 (R t CORO Dtl.OW •• COI<TlNUt ) 

Ve ry Soaavhat 
rapgcttot Impo rtant 

1. Kaapint; the nuabar ot 
outaqea down .. .... . 

l. Quick r aatoratlon ot 
aerv1ce •ttar 
outa<;aa occur .••... 

), Providlnq t1aaly 
intoraation abOut 
outa<;a raatoration. 

4 . Kaapint; r ataa •• lov 
•• poaaibla ••.••••. 

5. aeinq <;anuinaly 
concerned abOut 
cuatoaar naada 
and probleaa ... •... 

6 . Raepondinq quicXly 
to requaat•· ····· . . 

7 , "•kinq it eaay tor 
cuatoaa r a to do 
buainaaa vi th thea. 

1 . &alnq dependable -­
do vhat they 
proaiaa on tiaa, 
•• a clladulad ••..•.. 

Ind. 
C!I 

Ind . 
C/ I 

Ind . 
C/I 

Ind . 
C!I 

Ind. 
C/1 

Ind. 
C/I 

Ind . 
C/I 

Ind. 
C/I 

tO l ,, .. 
u 

70 

" 
16 
15 

, 
70 

H ,. 
47 

" 
., 
·~ t . Providinq clear and Ind. I• 

ac curate billa •.... C/I 1 0 

10. Providinq intorwation Ind. J5 
on anarqy atticiancy . C/I 55 

11. 

ll. 

1). 

1 4 . 

16. 

17. 

otterlnq inoantivaa to 
cuatoa•r• t or incr•••­
inq anarqy aCticiancy . 
aainq proactive ~~ 

a nticipatinq r.:ua• 
to .. r neac1a .••••.•• . 

Takinq an active rol e 
in the coaaunitiaa in 
vhlch thay operata •.. 

Ind. )I 

C/I 5l 

Ind. 4 4 
C/l U 

Ind. H 
C/I 50 

Ind . 47 
C/I ItA 

Ba inq a a ource ot 
into~tion abOut 
anarqy uae ••••.•. 

8ainq environaa ntally 
raaponaibla • .. ••.... I nd. 67 

C/I 71 Raopondinq knowladqaably 
and co•patantly to Ind. 75 1nqu1ri aa ...••••.... C/ l 76 Takinq innovative and 
craat!va approach•"• 
to provldint; thair Ind . 41 aarvlca .......•..... C/I ItA 

t4A • not aean 

10 l 
1l 

1l 

• 

14 
ll 

n 
20 

51 
] 1 

17 
17 

54 
] 7 

4 7 
]7 

45 
ItA 

lt 
l6 

ll 
ll 

., 
NA 

Soaevnat Very 
Un i mpqrtonb Uot rnpgcto nt 

l 
1 

6 
1 

1 

4 

1 

' ' 
4 
6 

10 
1 

5 
IIA 

1 

] 

ItA 

1 

2 

l 
] 

l 

6 
4 

2 
NA 

II A 

ltot 
Sure 

!Yol I 

_, 
1 

l 
l 

l 
I 

l 

l 
l 

l 
I 

2 
l 

1 
HA 

1 

• 
HA 



Rt iCUtv,H•MBTtlf-SWABQ IHC _,_ 
Cl\.80 1 2Ql) 

' • · How 1 would like t o ask you a bout tlest~ te ppy• r guo ll ty . r1ra t , n ow wou l d you aaaeaa the qua l i k y pC tne al e et • 1e powe r a t tb1 a lpe&t1on cha t you- company ~ •ce ivea t roa tna lo :al a lec~ric coapa ny --~hat i a the lack o t chronic voltaqe probh a a a nd b~ieC outaqea oC lea• than 1 ainute -- a~• you ve ry ea U a C l ad. a03evh a t aat i a tied, aoae vhe t dlaaa tlat l ed , or ve~y d1aaa t1 a C1 e d7 
!.ts I ncl sol C/ I 

II 
Ve ry aetl a tl ad .. .. .... . . .. . 
Soaevha t a atia t l ed . . . ... . . . 
soaavhat diaaa tiatlad .... .• 
Vary c! laaatlaC he! .. . . . . . . . . 
Not a u ra ( Vol. l ....... . ... . 

6b. And vh a n you conaida r a ll oC tn" proce aaaa l.n your coapa ny that rely o n e l ectric e n a r9y. now c r itical l. a n a vin9 e l e ctric pova r tha t n e v e r aurqea , d l pa or Cluctuataa -- l. a l.t abaoluta ly cr i tica l, Ce 1rly critical, ioporta nt b u t n o t critica l o r dea ira ble 7 

6c. I n thinkinq 
t!'l e pae t year 
d~ aaa tiat iad, or 

Lea rod sgl c 1 x 

Abaoluta ly critica l ...•...... I I ra irly critica l ............. . 
I aportant, but not critica l .. 
Oea i rable • .... .. ....•...... .. 
Kakea no diCCe r e nce (Vol.) . . • 
Not aura (Vol. l .. . .......... . 

a bou t the relia b i lity o C e lect~ic pova r a t thia location o ver are you ve ry aat1a t1ed, a oaawn a t aatia tJ e d, aoae wnat v e ry diaaat i a Cie c!7 

Vary aatia tiad ..••........ • 
l oaavhat aatiaC i ad ........ . 
Soae vnat diaaatiaCle d ..... . 
Vary diaaa t h t h d • . ......•• 
Not aura (Vol.) .....•.• . • . . 

!.ta Ind Sal CII 

II 
6c!. How a t Cective do you thinlt you~ e l ectr i c coapa ny 1a i n keep down t h e nllabar o C power inte rruption• - va~y a CCae t lva , eoaavn a t l.ne Ctaotiva , or v ary ine rra etiva ? 

trylnq to reduce and 
ecrae~ ive , •o~avhat 

Lrg Iod 

Vary atCactiva ...... . .. 5l ' 
so .. vn.t ar t a etiva .. . .. 41 
soaevna t inat Cectlve . .. c 
Vary inectectlve ..... .. 1 
Not aura (Vol.)........ 1 

6a . What l.a the a pprox iaa t a coat to your c oapa oy or a qn• bgu~ outaqe 7 

No~ aura (Vol.) .. • . . ..•. l7 ' 6l\ 

' 



-6- CARD 1/2 
6!. In you r opinion. which condition haa a aora aa va r a n a qativ a 1apa ct on you r c oapa ny - - bria ! , aoaantary bl i p • in voltaqa , or on outa q a tha t l aa t a aora thon 5 alnuta a or do ooth condi t ion• h o v e o n e qu a lly aav a ra n a q o tiva iapa ct7 

beg lad $ol Ci t 
Dria ! aoaa ntory powe r inta rrYptiona ......... 1 \ 11\ Outa q a l oatinq aora tha n 5 ainuta a .......... •• JP Doth c o ndit ion• h a v e e qu a lly aavara naqa tiva iap&cta.. ........................ U •• Ilona (Vol.) .. . •• .... ... . ... · · · • · · · · · · · · • . · · • Hot our• ( Vol.) . . . . . . • . . . . . . . . . . . . . . . . . . . . . . 2 

7a . On onothar IYbje ct, h a v a you e v e r part icipa t e d in your e l ectric co•pany•a a n a rqy e !ticiancy proqraaa that nalp you a a naqa a nd control your uae o ! a narqy, or not 7 

Lrq Ind .i~ 
Participa t a d ••. . .... .. ... 
Hot p a rticipa t e d ... .. .. . . 
Hot aura (Vol. ) .. . ..••... I I 

7b. (IT "PAATI ClPATtD" IN ' • •• AU. O'T'HDU SKI P TO U ) And how aa t1aC1a d wu your coapa ny wi th tha in t oraation o r aaa i a t a nca you rac a iva d t ro• your a l actric c oapany •• vary eat i lt i ad, aoaawh a t aat i at iad, aoaa wna t dia aac i a Cia d or vary dhaath ! iad7 

........ , 
Vary aat i • tiad ............. . 
Soaevl\at a a i •t i ad ..... .•.. • 
Soaawha t di•••tilti a d .. ... . . Va ry dil .. thtiad ..•.•.... . . 
Not a ura (Vol.) .....••..••.• 

Lrq Ind $pl C/I 

5 

(H \ ) 
70 \ 
Zl 

• 
1 
2 

Ia . (ASK EVERYOHt ) Wha n you aak your a l a ctric co~any o co•• t o your praai aao to provide a oaa kind ot aarvica , do the y u a u a lly provide tha aa r vlc• Caa tar tha n promiaad, alowar than pro a i aad o r a t e bout the tia• tn• proaia ad7 

raater tha n p r oalaad •..... 
Slower tha n p r oaiaad .. . .. . At about tba t iaa the y 

proa i aad •...•....•. • ... • 
It var i •• (Vol.) .•..•.. . .. Nava r eakad t o r on-a lta 

a a rvica (Vol . 1 .••..••... 
Hot a ura (Vol.) ... . ..•.. .. 

Lrq I ad S1l C/ I 

1J\ 
J 

12 

1 
1 

12t 
5 

70 
1 

' J 

l b. And, wh e n your e lec tric coapa ny p r ov i d aa aarvica to you, do the y uauo l l y • ••t yo ur a xpa cta t iona, uaually e xcaad your e xpa ctationa , o r uaua ily Ca ll ahort7 

Uaually -•t e xpa ct.a tiona ..... Uau a 11y axcaad a xpa cta tiona •.• Ua ua11r tall ahort ••..•....... It var •• (Vol.) •• . •••. •. . .•. . Hot aura (Vol .) .... . ..•.•.•... 

Lrv I nd Sml C/ I 

" ' u 
2 

II \ 
5 
2 
1 

• 
9 a . Ov e r the paa t. year , h a v e you h a d a n y dire c t. conta c t w1t..n your electric coapa ny7 

Lr p Xnd Sml C/I 

Ha v e h a d contact. . . • . . . . . . • • 11\ 4 l\ Ha v a not h a d contact ..... ... 11 55 Hot aura (Vol .)........... .. 1 2 



8t:~KMA~-r~BitH-$W08D INC -!I- CABQ 2 2 0 ]) 

l2t . In your opinion, what l•pact will coape tltlon a nd derequlatlon ot 
e l e ctric utiliti •• h a ve on (Rtt.O 1IRST ITtH OH LIST) -- under coapatitlon and d a raqulation do you a ·pe ct t .h1• wUl tnle 1aprove, a tay tne aeae or v•~ woraa 7 

Lrq Ind 

l. Reaponalvanaae ot elect ric utllltlaa . . . 
2 . Re liability ot electric powe r ........ . . 
3. Power quality ......................... . 
c . Price ot e l ectricity . ....• •..•. ··· .... . 
s. cuato•ar eervice • .••.......... .•..... . 
6 . Utilitiee• willinqnaaa to 

lock the•aelvea into lonv-
teno coaaitaen t e •....•.•.••..•.... . ... 

Ca t 
~ 

Ho t 

ll9 . And how lonv do :·ou thinll it will t a k e bator. you a un to ••• cha nqaa like thaee reaultinv troa coape tition e nd derevule tlon o t elec~&~c utllitiea 7 

-,.....--,.-11!1·~--Lrq Ind - t.varave 

l1h. In a coape titive enerqy e r.vironaent, do you think i t i e aaarter l: try t o a nop around t or the bee t price or i • it eae rter to try to cut • daal wltn the loc&l e upp l i er ot e l e ctricity? 

l•arter t o try to ahop 
around tor beat price ... •.. • 

laarter to try to cut. 
e deal with the looa l 
euppliar ot electricity .•.. . 

loth (Vol.) •.•.•..••.•..•••. . . 
Ne ither (Vol.) ••..•...••••.•.• 
Other ( IPECI I'Y) 

Hot aura /Vol. 1 •... . . . .. .• : : : : 

l2i . And wny do you aey that7 (PBOit rca SPtCiriCS) Any other raaeon7 

!hpp Arpuod Ppr Dtat Pr ist 
l e tte r coa t/price eevinqe .•..•.... . .•.•.•...•.• 
lap roved c:uatoaer eervioe ..•.. ....••. •......... 

ClJt A Dttl 
They a r e k.nown to .. /they neve a proven tre ck 

r e cord / hiatory .. ..• ••••••.......... ..... ...• . 
They are o~o•• by/near ua •.••......... •...• •• •. 
Better ••rvica ••••• •••••. .••.•.• ....... ..... ... 
letter coat/prica uvinqa .. ••....... .. ..•...... 
There ie no coapatition a round . •..••.•• ..... ... 

Leg Ind 

12j. In your opinion, are e lectric utilitlea qanerelly r eedy to coapete in tne e a e rqlnv coapetitive e nvironaent o r ere tney not reedy to coapete 7 

Lcs Ind 

c e nerelly reedy to coapet.e. ....... I 
cenerelly not reedy t o coapete . . . . 
It ver i ae (Vol. I ...... oo .... 00 .. .. 

Hot aura (Vol.) .......... . . ......• 



Fa/11996 Florida Power Corporation 

Residential Customer Assessment CO NFI OENTIAL 

METHODOLOGY 

In total, 620 Aonda Power resrdentlal customers were onter.newed by telephone Novemoer 

1996 The sample for the survey was randomly generated by Survey Samplor.g, Inc lor F!onca 

Power's servoce terntory as designated by ZIP codes. In order ro analyze lour regoons 

separately. an adequate number of rnterView:s were conducted In each 176 ontervoews were 

conducted on St. Petersburg; 189 rn Onando; 120 rn Ocala: Jnd 118 rn the rural area The final 

sample was weoghted by regron to renee! ot's actual propor11on on Aonda :-'ower s custorrer 

base. 

Respondents qualified for participa tion by being a household head over the age of 18 years 

wno receives a Flonda Power electnc boll The average rnterv11w was 15 mrnutes on tength 

"RKS Resurcll 4 Consutring Confidenli•l 



RJ<S R£SE:\R,CH Js CONSVLTING 
.]. CARP I '10 ' 

CAS4a. Now, how sousfied are you wnh the rcll ab•llly of ele<:tnc power supphed by FLORIDA POW'ER ·· thoc " · 

kcep1111 down the number 111d du.rauon of power outA&cs lu tllll 5 m111utu or lonacr ·· uc you very sausricd. som<w naJ 

uusfied... somewhat duutuficd or~ du.utulicd' 

V try UIIIJ ficd 

Somewlut dUJatulicd 

Very dl.uatufied 
Not sure (Vol.) 

FPC '96 

~ 
61 
27 
7 

l 

4b. Alld now, how s.atuficd are you with FLORIDA POWER's ability to l:cep down 1hc number of rnomcourv po"' tr 

interruptions- ones lhatl&st for 10 te1:0Dds or less- arc you very s.atuficd. somcwb.Jt sa1uticd, somewlul diSUusfi~ o r 

very c!Js.umticd? 

FPC '96 

~ 

Somewlw aausticd 

Somewlw clls.utullcd 

Very diuawtlcd 
Not sw-e (Vol.) 

54 
29 
7 
7 
) 

~. Ill (R£A.D FIRST ITEM ON usn- does FLORIDA POWER do an uccllenl, prcny aood. no1 so aooc or poor ;ob' 

(RECORD BE.LOW- CONTTNUE FOR EACH ITE.'-1 ON UST- R£PEA TlNG ALL ANSWER CATEGORIES EACH 

TIME) 

4c. l Restonna e lectric power qu.clcly at\er 10 Ullcrrupuon 
FPC '96 

h 
E..cellcnt 42 

Pretty fOOd 47 

Not so fOOd 5 
Poor 2 

Not sure (Vol.) 4 

4c.1 ProvJdin& 1 reliable supply of cneriY 

E..ccllcnt 

Poor 
Not sure (Vol. ) 

FPC '96 

h 
42 
5I 
4 

I 
2 



• 
"kesidel"l.%10J. ~~-rorner 

Q.u.Q.J ~ r'" :r:. 
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CONFIDENTIAL 
8 . METHODOLOGY 

A total of 500 telephone Interviews were concuctec wrth a rancom·dlgrt-<llal (ADO) sample or 

resrden!lal customers. stratified by Drvrsron. Onenuncred ( 100) rntervrews are conducte:1 '" eacn 
ot !he lour urt:Jan DiviSions and 100 rntervrews are allocated across the three remarnrng Dlv•slons 

(Central. Northern, and Ridge). The total sample rs then werghted to renecttne actual drstnbullon 

ot resrdenliaJ customers across !he enure servrce area. 

Interviewing was conducted from !he Man<et Stra tegres. Inc. (MSI) Research Operations Center 

In Lrvonia. ~lchlgan . Flrst Quarter rn tervlewlng was conducted from FAbruary 8-10, 1992. 

The approximate sampling error tor the total sample and lor me Divisional subgroups as well as 

requrrements tor statlsdcaJty-slgnilicant differences erther among current survey results or over 

lime are shown In the following table. 

Sampling Error 

Statistical Significance@ 95% Confidence Level Tolerance 

Sampling error W for: 
Total sample (n-500) .:.4.5 'Y. 
Division subgroups (n· 100) .:.1 o•;. 

Pereentag&-polnt differences required : 
CompansofiS between n..SOO samples (total sampte) I 6 j::Otn l$ 

CompansofiS between n-1 00 samples (Oivrsrons) 14 pornts 

Febrv• ry 111112 Cvetorn• r Opinion Surv•y 2 
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f<-e 5 , den h a.J c us rv rYl e r up 1 ,.., 1 o,..., 
IJuhf Slullgl ... Inc. G u.a...r-tef"' rrr" I q q 2 

B. Methodology CONFIOENTML 
A total ol 550 telephone inletvlews were conducted wrth a random-dfQrt-dlaJ (ROO) sample ol 

restdenlial customers. stratified by Division. One hundred (1 00) Interviews were conducted in 

eacn of the lour urban Divisions. To provide tor an examination of each of the three remaJnmg 

Divisions (Central. Northam and Aldge), the research design was modified in the currenl survey 

to include 50 inlervlews In each ol the three Division'S (whereas previous surveys have allocated 

100 intetvlews across these combined Divisions). The total sample is then wetghted to renect 

ltle actual distnbutlon of residential customers across the entire servtce ate a. 

lnt':!tviewing was conducted lrom the Market Strategies. Inc. (MSI) Research Operations Center 
In Livonia. Mlclllgan. Third Ouat1er Interviewing was conducted lrom August 13·19. 1992. 

The approxlmale sampling error tor the total sample and lor the Divisional subgroups as well as 

requirements lor stalisUcally-slgniflc:ant dltlerences either among rurrent sutvey results or over 
Ume are shown In the following table. 

Sampling Error 
Statistical Significance@ 95% Confidence Level Tolerance 

Sampling error W lor: 
Total sample (n-550) _:4% 

Division subgroups (n-50) .!.14,.. 
Division subgroups (n-100) .!.1 o,.. 
Division subgroup (n• 1 50) .:.8'Y. 

Percentage-point dltfertnoes required: 
Comparlsons between n-500 samples {tot.al sample) 6 potnts 
Comparisons between n. 100 samples (Divisions) 14 points 
Comparlsons between n-100 and n- 150 samples (Oivtsions) 13 points 
Comparisons between n•1 00 and n-50 samples (Divisions) 17 points 

2 
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CONFIOtNTIM_ 
B. Methodology 

A to tal of t 400 telephone interviews were conducted with a random sampling ot residential 
customers, stratified by Division. Two hundred (200) rnterviews were conducted In each ol the 
seven Divisions, reflecllng an Increase in ltle numoer of rnteMews among Central. North em. and 
Rrdge customers to enhance the analysis of these Di111sions. The total sample is weignted to 
reflect the actual distribution of residential customers across the entire service area. 

Interviewing was conducted from the Market Strategies. Inc. (MSI) Research Operations Centers 
tn Portland, Oregon and South Bend, Indiana from August 28-SeptfJmber 16. 1993. 

The approximate sampling error for the total sample and lor the Divisional subgroups, as well as 
requirements lor statlstlcally·slgnlllcant differences either among current survey subgroups or to 
1992 results are shown In the following ta.bl'l. 

Sampling error W for: 
Total sample (n-1400) .: 3 ~. 
Division subgroups (na200) .: 7 •;. 

Percentage-point difference required tor statistical slgnlflcancL 
@ 95 '1~ conllden ce level for': 
Comparisons between 1992 and 1993 total samples 5 points 
(n•550 vs n-1400) 
Comparisons between subgroup samples 12 pornts 
(n-100 vs n-200) 
Comparisons between subgroup samples 10 pornts 
(n•200 vs n-200) 

2 
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MSI. /!l! tiTJY Ruutcll ' Consul! 11(1 CONFIDENTIAL 
8 . Methodolo;y 

A total of 600 telephone lntervrews were conduded WTth a random umpling of res1denhal 

customers. stratified by regron. Two hundred (200) rntetvlews were conducted rn each of the 

mree regrons. wtth the total sample resu lts berng werghted to rened the adual drstnbuho, ot 
r<!srdentJal customers across the entire setv1ce area. 

lntervrewrng was conducted from the Market Strategies. Inc (MSI) Research Operations Centers 

between August 10 and August 21. 1994. 

The approxrmate 11mpllng error for the .otal sample and for the regronal subgroups. as well "' 

requrrements for statistlcally s~gnrflcant differences either among current survey subgroups or :o 

the 1993 total sample resul1s are shown in the following table. 

Sampling error(!) for: 

Total sample (N=SOO) !. .: ·~ 

Regional subgroups (N•200) ~ 7% 

Percentage-point difference required for statistical s lgnh ~ance 

~ 95% confidence level for: 

Comparisons between 1993 and 1994 total 'amples 
{N=1400 VI N•600) 5 pornts 

Compansons between any two regronal subgroups 
(N a 200 V3 N = 200) 10 POintS 

A upon 19514 Aon<U Poww Cu.romer Opinion Survey 2 
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Rtutaenl/111 Customer Opmton Sutvey. 1995 CONFIDENTIAL 
B. ObJeCtives And Met'1odology 

Smce •IS 1ncept1on 1n t 987. the Flonda Power Corporation (Fiorrda Power) Cus:orrer 
Oosnron Survey (COS) has been provsding the company Nlth regular measures :JI 
res1dent1al customer optntons. beliefs. a tt1 tudes. and evaluations of rhe11 relat1cnst:.p 
w1th Ffonda Power. H1stoncally. the straregscally-locused COS was conducteo on a 
quarterly baSIS from 1987 to 1991 In 1992. the frequency of the COS was chanc;ed :o 
a sem1-annual survey w1th the aodit1on or the operatlonally-rocused Florrda Power 
Serv1ce Ac:.on Survey (SAS). In 1993. the frequency or the SAS was 1ncreased to a 
quarterly measurement lo provrde more regular feedback on operatronal •ssues 
pertarnrng to direct customer contacts . Because only msnor varratlons were obserted ,n 
the COS results throughout 1991 and 1992 (other than those that could be attnbuted to 
seasonal differences). the decrsron was rr.ade ro conduct the COS on an annual bas's 
The August measurement was chosen as the approprrate penod for the ann1..al 
measure of customer optnrons of Flonda Power Th1s report presents the trno1ngs from 
the August, 1995 COS. 

Information collected from the COS 1s used by Flonda Power to estaOhsn srrareg'c 
gears concernmg the overall ·postt1on· ot the company 1n customers' mrnos. and :o 
develop operattonal objectives wtth regard to enhancrng Flonda Powers reJauonsh1p 
w1th customers. Additionally. the survey prov1des racucal marketrng snlormatton wh1cn 
1s used by service, marketmg and communrcations program managers to oes1gn . 
1mplement. and e•1aluate their activities. The survey furtr ·r otters an opportunitY to 
aodress spec1flc ISSues such as customer loyalty to Florrda "Jwer and the t1keilhood ol 
!hell choosing alternative electric utrlitles grven diHerent ra te structures Some "' tl'1ese 
spec1fic 1ssues are addressed 1n separate topscal m1n1-repons. 

A to tal of 600 telephone Interviews were conducted w1th a random sampling ol 
resrcential customers, strati fied by regron. Two hundred (200) •nter11ews were 
conducted 1n each of the three regtons. wJth the total sample results be1ng we1gntec :o 
::?tlec: rhe ac:ual distnbution of resrden!lal customers across the enure sent,ce area 

lnter11ewing was conducted from lhe Market Strategres. Inc. (MSI) Researcn 
Operauons Centers between August 10 and August 21. 1995. 

The aJ:proxlmate sampling error for the total sample and tor lhe regtonal s ... ogrouos as 
well as requ11ements for statistically s1gn1ficant d1Herences either among current survey 
subgroups or to the 1994 total sample results are shown 1n lhe lollow1ng taote 

13 



Res1dt1ntial Custom•r Op1mon Survey. 1995 

• Sampling error (.t:J lor: 

Total sample (N:600) = 4 "~ 

Regional subgroups (N=200) -.. !. I 0 

Percentag&-point difference required tor 
statistical significance 
C 95'1'. confidence level tor: 

Compansons between 1994 and 1995 total 
samples 
(N:600 vs N«600) 6 ;JOII'l!S 

Comparisons ber.veen any two regoona' 
subgroups 
(N " 200 vs N = 200) 10 poonts 

o.: 
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FASTRACK Survey 

Metbodolo&r 
CONFIDENTIAL 

Interviews are conducted by telephone on an ongoing ba.m among customers who have had a 

recent interaction with Florida Power Corporauon. Beg•nning 1n November, 1996, all 

FASTRACK respondents were :uked about the reliability of their electric service and Florida 

Power's ability to lccep down the number of momentary intemJptions. ln addiuon, c~.:stomers 

who called in specifically tO report an outa.ge were asked about their level of sausfaction w1th 

the restoration of their electric service. 

Questions 

How satisfied are you with the reliability of electric power supplied by Florida Power -- that 

is, keeping down the number of power outages luung 5 minutes or longer'? Are you ... 

Very satisfied 
Somewhat satisfied 
Neither satisfied nor dissatisfied 
Somewhat dissatisfied 
V e.ry dissatilficd 
Don't know 
Refused 

And. how satisfied are you with Florida Power's ability to lev? down the numlxr of 

momentary power intemJptions -ones that Jut for 10 seconds or les ! Are you ... 

Very satisfied 
Somewhat satisfied 
Neither satisfied nor dissatisfied 
Somewhat dissatisfied 
Very dissatisfied 
Don't know 
Refused 

W as your power restored when you expected it would be? 

Yes 
No 
Don't know 
Refused 

Afler you reported the outage, how sausfied were you overall with the ume 11 took to restore 

your electric service? Were you. __ 

Very satisfied 
Somewhat satisfied 
Ne1ther satisfied nor dissatisfied 
Somewhat dissatisfied 
Very dissatisfied 
Don't know 
Refused 



Spotlight •• Gulags i 

In chc Occobcr. 1996 c~mon o( F.-\STMCK. we <.umcnc~ chr 

t,,pcn~ncc o( CU1romcn who ClJi rt.l rhc C..uromcr Soluuon l Ccnttr 

Jnt.l spn~c: ""•rh Jn usocurc or used rhc VRU co rcpuu Jn ouu,c 

bcr'\lt'C'Cn Jut ... JncJ October Br;•nnlnJ '" ~o•cmbcr. ctiorn were 

mJ.Jc t'O •nrct ... tcw more ._,wromcn who ~d c.JJlcd Flortd..l t'owcr 

lbouc ln OullJ< >0 ch>e monchly rnuln could be reponed. I~ chu 

edmon. we ...,,IJ lonk Jf rrcnc.b ' " cuu omcN• uruiKt10n wuh rhclt 

o uCJJc rc;1oruns Jnd uuouuon cJ~pcracncct from No•cmbcr 
throush rnc ~~o"Uttcnr monrh o/ j2.nu.vy. 

The :"lowc:mikr·JU\u2.n rtcnd an rhc owcn.JI e:x-pC"tlcncc nuna 

Jmons outlS< cwromcn (VRU lnd l.uocucc·h~n~lcd "5'7: lp· 
P••n co bc.,...wuh Occcmb<r ~.~,.,. orn 

somcwh~r_.du.n rhc November ..core 
l..ooluns u chc fisvrc below. cc u clcr th.c thu ­

on be lttrcbue<d compltttly "' m cna<~ propomon o/ ~ 

.....,.p<ncnCC ,..0n11 IJ•t11 by C\U<Omtn who t<p<>lttd thccr 0\11· 

.1•c wuh Jn uaocurr. Wtufc upulia.nrlr more cuuomcn who r·• · 

pnncd I hear Ou t>S< 10 &n woa•u Ut cht tr tllpcncncc wu­

~n Orcrmbcr ond I"'IUI"f , ~n en No•<mbcr~ 
the propornon ol "cxe<llmc" upcncncc nnnp 11•m by cwromcn 

rcpomns cheer ou<>s • rhro.tlft chc VltU 1\u srodu~llr •••• 

o•c.r ch~ lur rwo moncha.llill•••••• 

r,..,...,- ~~-·­&1'1\...,... ~ ... AMeftrt 0....,. C·1111 • I 

Trt~W~ •t S•Uaf'acde.ft wt111 u.• ~ ,, r ... Flonda 

,...,... •• •••to" P•ww 

The f1rurc 1bo•c thowt •Jur un•f~uon w1th ouucc ·u:on· 

uon nmc- .1m0n1 cusrumcn who report~ 1lU1t our.1cc wuh rnc \ 'RL 

Ot wn.n .1n l .UOCUtC flu fC'~ncd a from ~O•cmocr :o 

).ln~rv. wuh .1 - ucndovcrlll. Howc vu . marc .. ut· 

tomcn who rrp~-'1' wuh 1n .aasocurc He ua utn· 

lacd wu.h rc1cormon ume thl.n C\UtOmrn who reponed rhea ouc· 

l l< chroush ch< VRU. As h•shlc shccd ' " rhc ll&ur< .lbo•c. ·nn pp 

h.u w1dcned uncr :"lo~embcr. 

...., ....... ,.,.,.... ,....,. . ......, .. ·-· ~ .,._,. 
~-~~..,... ......... &M')'~ ....... 

ll ... 

..... 

e~ ... . .. 
·-- :l--·-- l c--o-.- c--o....-.·-·-- ... .__...., .. __ _ 

The: propoNton ot cu uomcn who /rei th.Jt the uJocuu di.J .1n 

"u<rr m cl> sooJ 1<>1>" (9·10 nrcnp) dunnschrcr cona.ct w~• lho 

~ '" Ocumb<r lnd J"'"UJ' rh., en :-Jo•cmber, >Jchoush nor 
\llftclic:;.,rl•... For chc we rwo mondu. ... ( cwtomcn 

h.1vc· (ch rh.u ~uocuu JuJ m · e:.xucmcly aood ,ob'"' dunns rhc1r 

OUl~J:C tC?Ort COftt;Kt. 

When .11k cd wh.1t floud:a Pown could h.tvc done ro m.1 kc 

them h.1pptct ~unns rhc conucr. m .1nv C'UJtOmrn u r rh~1 florub 
Powe-r couiJ lu'c IJ"'Cft rhcm .1n c1nm.nc of when rhcH po- .. r 

- oufd t-: :cuorcd. 

Nn ons lU FA.STR.ACK ('\Utomen tnor f\IU rhotc who Clllrd (0 

report .1n O~o.lll JC), .aJmow rune .n ten '" 7~» ur wuticd wuh Fiend~ 

Power's 1b'l'ry tO k.tr,J down the numb-rt ol power ouu1u !.a .. n ,ns 

""' m•nutC"t Ot lonJ«. Two-rh..rW ''1Gt:J Jtc u.=t ~autC'd Onh o;.., 
of >II F.-lSTR.\CJ.: cvuom<n >r< dcw nslicd w trh Flondl Po...,, • per· 

formUtct '" thiJ .UU~ SltNl.llh, SJ~ U'C uqvd wteh the Compln~ ·, 

JblliC"'V tO keep down the number 0 1 momrnUf'Y JntCtt'lJ_ptlOnJ (10 ICC~ 

onds or Jn J), w,ch 6J~ ~cry t.Jruf•td l.nd onlr ;"' Ju ...... uuacd 

0 FLO RIO.\ POWER CORPOR.\TIO~ 
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RESEARCHSPLUTIONS from 9 Florida 

Performance Goals for 1997 \1·•• :1 Power 
···=···"!•t~-Tho January FASnV.CK tiCWIIenu rcY!ewal bow the 1997 performance ....,.- CORPORATION 

goah !hat &rc bued on aurny rcsu.IQ &re tct. lhe goeJa.,. naluatcd apiru1 cbc 
cumubavc ocore u the end of 1997. T1W oc-wUmcr rcpom raula from Fcbru· 
ary intemcwing and prcscna cumulaan rear !0-dJia cotah dw indude an/or-
mation from both the January and F~ IUlW)'I CliXI!p&Rd ro the1996 llmch· 
mark (the year-end cwnulatln KOR &om I"'>· 

n:D lftT . 

Eneqy SolnUoaa-Goal 

Eneru SoladO~ SCores Goal 

Overall Contact Experiericc-

CONFIDENTIAL 



• Energy Solutions '"' Stores 

The follow!oa ccmmaua .Uwuuc dla ,_,. bdund a.aom­

cn' u ri• Iamon or di••ria&crion with their oYU'&II cxpcricnct: 

• 

• 

• 

"T1H-t - _., 1flu-poilu. 1Wy IMJ IOift#OIN 10 w, 
"'' with th• lA~. to b.ft, 11tttkn1Md bow tiN •lectnc 

<Qmp.vty worh 'llmw _, " s~ ~#rw lltlllll· 

llbl• to Hlp tnur.J.:. tiN "'~ to -llbottt ~ 
"'Y •ddtus. I Wftll tit Ott 11 Frilllry,IINl tiN 1ta1 dly, tiN lttll 
...., c.b .. J owr ;,. "'Y MW ~ • {10 rw:tr"C} 

'lnry -.. wry pltaU~tt. TJrry r'Hfnl ,_ IIU ,_­

th• ottly OM thry....,.. duli"' with. • /10 rw:ti"C} 

"I wu tofJ th.n •o,..thmr wotJtl ~ ....J rt Jitllt't. Af· 
tn I tali.IJ With tb.,. tJJttl thry ccp/tliiWd/t,- _,. •bl• to 

wor• o,.t 11 ,..,,..,.1 "~"'""'"'· It~ dNrw U.O.fJ N­
loutrON to dul utUlt FloritJIII'own. • [9 ....n..rJ 

".4 uro, b«..wu of'-=ut«U, IINl" ta '*--u tiny rot 
Jo.u wh•tl ~ thnro to do. 1Wy cJ.MpJ "'7- /fH 
"'' ·but /tiN ,.,_..,,.,,;w} _, 1rut rrod.. I toJtlliwr I~ 

ro cb.Jt,.,,.., 1141ff•, liNI tiN /IUt too.l,.., ....m.p lluJtu 

0 .. 1 of,., hiiNlliNI Jitllt't..., ~to-. SAo. too.l tiN 
111fo- of,' of 11, ....J tHr. roua/ rJN uni{luu l»d Oft 

th• cormtn; •"" Jidlt 't..., lllrfiJMr 111.U. S.to.loo.lnl.r , , 
wbm - ...,. dolt• . lib ...., - I .rill~ ,,.., • 

Is "'''"" 

8 noRIDA POWER CORPORATION 

· Customer Solutions Center 

~~~ commcnu a.ll.--dla rut0n1 bchlod wa:om-
~ « dj- oofac on Wltb thcu O¥Cr&IJ u:pc:ncna; 

!
,,.,. owml u.u of,,.. ...... ..aiOit-" «>VVd,..,. bu11 

: ~ ,.,.. di{fiQJt. W1M:t ,OtJJ...,. """ • ,.,.;,1-piHPt• 

u/1 apmnru _, • 01111<411 apmnru. • /10 ""''"~~ 

• &ua.u tiN ~ wry poliu, IINl.t.ww ...NJ .IN ...., ut•'"t 

ilbotu, .,.J pw - b11<U 000 how 10 - '"'Tf, liNi too.l 

• 

• 

tiN tl1ft• to IUISUI#r "'Y qw•11101<1 a..tiH pbo"•· /told hn '"' 

_, _., IH/pfwl. •"" I IIPfH'KJIIUJ it .• I I 0 "'""11 

'TJrry ,.,, ...,.J "'Y qwntrOitJ. apliu...J "'I prob/.,,., E.Jt • 

pliu1.,J to "''how to ,..,J "'Y "'""· C<1w trp1 ooo how 10 

Jo-r,., br/1.- / 10 ltlllfft/ 

'ltbo.,lttrlt• l•flot I JpoU wrth _, 1bort tUtd to tiH 1'0'"'· 
SIN rJidlt 't '""' to N wry polrt• oriHipf,.L I -wJJ J..w 

•Pfl""UUtlrf •"• totdd J..w fOM 1"10 "'o"' t/n,.,l .. bo.:t th• 

pown corrrpolrJ. / 'w l"'tmowd hnw /rom North C..rolo1111, 

liNI I'm " ot ,,.,,,,., wrlh th• •l«rnc <OiffP""III. 1 f• lt lh• 

cotdd IMw ""'- lftOIW 111 11bnfy to dua.u 1J1rf fWOMOI JO,..} 

or •P"Jlll 1111u offnwd for ctuto"''"· • /6 ""''"~~ 

'111 ..... .,pfoy•n JhorJd b. ,.,.. pro/•urOIWl "' hliM/Jr"t 

crutOM#'f c.ompliulell. l..ud IH rrpru41t1611W 10 """U)lff·· 
bt..J, o..tto tYIIId th• ,.,,.. Sh• uitl tb.t rt did lt04 ,.,,nn 

Mlhnhn -- ._, Otlt to ,..,J tiN ,...,.., or , or, tiN 

.,.,,., wo/1 ""Y .,.. tiH br/L" ( J ,..,,rq) 



' ' 

Spotlight . 
Ownership Index for Customer Solutions Center . 

W~ lu.ve ~rlodically rmcwcd the "'wntnhip Index" for 
th~ Customer Solutions Ccnrcr. Thia il a combill~ m~uun of 
six "•rmbuccs. • whlch arc CUJU~mcr pcrapaoru of how well !he 
associate thry in~Zna with &bowl cooarn &nd "amndYC, co 
whar dciP'•• they fuJ the ua.ociacc il helpful and knowJcdJt" 
able, an aruwcr quadoru aad followa duouP, 

-.,. 
- ., -. • --' .......... - , --- -- , -- -- - '-.. -.. -. ... t . --· . 

.;:a 
. ;;/ 

Waii<-Thru Ene rgy Audits 

walk·r:hna CnusJ' audit In the 
month of tbdr overall 
cx~ri~ with wu Over die lut 
h.Uf of 1996, chis mcasun ~ vuy liaJe, bur chc February 
raona ia ~ &om chc Janu.uy racina (bod> the 
1996 cum~a &nd the wcr·c41·1 

Wbcn rarina the auditor the cnc<J7 audit 
in thcor home, a autonm'Jintemewed 
in the lint two audil:or did an ••• 

In February, atmbutc racinp ~d lrom a low of-for 
-,haw~n1 concern" m a lulh of- for "foUOWinl duwlh. • 
ThtJe raonp rcprcunt the perctl\al'f of cuatomcn who feel 
the aasooatc thry onttt~~et~ With did an "cnremcly_IOO<i iob" 
on that ortnbut~. The yut-ro-<!uc index •anda ~ n~ 
Owncnlup lndu wu-for July • O«<mbcr 1996, aa ~ 
pon~d in the s~mi·Ann~Rno~ Cla&u~ S). 

• 

igh Bill HancWng .' 

Phone Resolution 

-...,a...-..... , ...... 

FLORIDA POWER CORPORATION. 



E"ncrgy Managemcn 

Field Coordinators 

A lower volwnc of contaea for me rnonlh of Fcbnury d~1 
nor allow .a ro report rhe rannp. however, rhq wtU be reponed 
at me end of me quan:cr. The foiiOWtn& =mer cornmcna 
allwcnre d!ear lcvd o( arubcoon wtrh thcv onnll cxpenencc 
•n duhna wtd! En~ ~Unqcmcnt Field Coorduuton• 

• 

• 

• 

• 

"EwrythiKf""" au/11111. 14-ry h<owuqubl•. wry - u 
qwt~lifi<d.. • {l 0 Nla"') 

·sn, """"" A·pllll o" .JI a>-u. SIH """f'Wilt -/IWI)m· 
mnul h,-bithl,. SIH ...., • pro{usio~M/, toMI"fiOtl.l P"JJO'· • 

110 fl1tilq} 

"&uMU o{lhf l tml II roolt{rowt IN mitM/ uJJ W thl 111111 

it too• th<m to u1l- btad .Ad uJHJMU tiN llppo<lft,.,.t. 
T1wy UlfU tua <lbofa two _ _., 4rn tN ·~1ft 11ft ...U 

uhea•.t•d. Nul u-. tlwJ - t.u. • 17 rali"'} 

'11t1Y Mwr {olloUMtJ llfl· TN {Irn P7 Ulfll otd to uufHct 
thl 1044 ~ .,,.,..,,0 4nlrlfti1t• if tbtrt ...... 
prob/,... 1H:t WOII owr JO d.ttyt lifO, fna 100 OM btu ull<cJ 
or c.o"" 111 u. do tiN ....:ri. • 16 I'WtJJC} 

Commma from CWU)ft\Cft cooc:cm.ina whar thq (eel could 
han bttn done rh.u woald han lch cbcm more suulicd onnll 
indudc: 

0 FLORIDA POWER CORPOR.AnON 

Contradors 

....... a.-........... 

The followtnl comments all.....-uc cunomcn· u otl&enon 
Wid! Flond.o Power cononcmn: 

• 

• 

• 

• 

'17tf'Y-,..,. 71wy ........ bnw Oil ,_ad wry ... ow~~­

.JJU. ttNJ offrrwl- trp. ad atl.nu 011 .-y~ to ,..., rt IJ/•. I 
,.,.}ly •Pfi"KYJea tbtn. Ht ....., C-OIIUamtaONL • f 10 ,..,,,.&( 

'17tl pro{two,../ t->PI•...,.. wry ,.,.t. Tbry wv. 
C.Ot<r!IONI 1110d lfiU. Vtry {nmcJ/y With ""'-""1 a/1 '/11<1· 

tiOIU. Whtlf thl tmtlt ....... Clllftl 0111 to...., homt. , .... , 
•bl1 ro tttUwn qvntaOIU bl{orr I #W" INd t h< cha~• to 

..,.... H•....., ..,., ,.,.,,, uwl ..,u,,, to ""'aw?..., "'""1 
q~U>tJCHU u I h< Hu hospa14/ay....., IIIOCtrl a10d ""'"""- • 

I 10 rr1t11C 

"Ht prowtpt}y .,.._,.,d _, ""'""'· c.,,. ,,., 4rl0tr. Ht 

.....U rr <IU'/ for '"' ro ,.c~~.......a wbot ....., 10•101 010. v,,. 
UZU{ilcJ Ulllh th1 UMIJ(I. Tbry dJcJ II to ...., C01fW701111U. 1001 
Uurn. 7111 Job......, c/0111 quldly.,a •lfi<~mtly. • flO l'rltm&f 

-n,, IV'1 who um1 0 111 -.., ., th< fnmdllnt pnso .. "' th• 
worlJ. Ht tluJ lm tob .,d...., wry pro{<mo,.,/. , .,, ~tor tul 
po.--.bl1. • I I nta"') 

"No problnru wttlt F/oruJ, ~ ltwt I.....,...,, Hppy wtth 

tiN amr..aor. Ht dtd a fi,., Job, bwt....., "or wry p~rsott· 
.b/1. H1 did 1001 IA'1•"1tht"l· • 17 nlll"'} 

' 
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RESEARCHSOLUTIONS from · 9 Florida 

Performance Goals for 1997 \!l tiJ Power 
Th~ 1997 ~tformanu Goa1J bued on FA.STRACX IIUYcy raulu arc lilted ~:::' CORPORA 110N 

in th~ abl~ bdow with me current year-co-claa: (YTD) ~d 1996 lbenclunatk 
scores. All th~ c;urrcnt ycv-co-datc JCOt"CS arc above their 1996 bcnchmarica. 
Go.W uc o.uencd apinst the cumuladve scon u dM CDd of 1997 . 

• 

Overall Contact Experience 

CONFIDENTIAL 

The pcruntap of CUllOm~ who uy the employe~ or con· 
cnaor chcy dult with did an ~ fM 
chc month of Match, undtana-J from the lcvd in Ftbruary. Tho 
ycaMO-datc =ployec ruin& b-



Customer Solutions Center 

More than wren in ten (73 .. ) custOtnen i.atuYl~d tn 

M.ud1 who bad oonm=d chc esc («) their owcrall apcn~nu 
wid! Florida Power wu ·co=u~nL • Tbouah noc .... r;.,;,.,ny 
lipi&anc, thia u an inc:reaK of fin pauntap poin1:1 from the 
FdJnwy rarins of 68.._ The~ nnplorn pufotrnancz 
nDDa is ar 80%. uncher J 1 from febnwy. 



High Bill Ha,..,dling . 

Field lnves1igations 

y_..r.o... 
f:n ... Jwllllil,.: -

Phone Resolution 

..... ~'-' ........... ... 

Energy Efficiency Programs 

Walk-Thru Energy Audits Dud Test & Repair 

r - • 
I ,,.---- -.., .. ( - -- ) 



Energy Efficiency Programs Energy Management 

Insulation Upgrode Support Stoff 

--..... --

Energy Management 

Contradon 

-::x::=-==--==-=-=-::• --- - • =· . 
In March, I CUROmnw rcpon ha•1n1 

~dan J ---~·m~.._ ~~ ~~~~ ro-r In 
UJtlt t<e~nc ontVliQJOft wnu m -w ,._ __ ut c:oncn.c· 
ror, droppin1ro nearly the wnc ICftl u rtpOtttd in ]aniW')'. 
The aurcnr ycar· ro-dau employee ratinc hu teaa4ll. 

- tluouahouc rhc ftnr quam:r of 1"7 and cuncndy "8'Wi'CCI .._ 

• FLOIUDA P01V'£R CORPORA nON 

• 
Field Coordinators 

• ••••• cwromen who bad cnt1J7 IIW\&IC' 
mmr work pcrlormcd by a field coocdinator In r:hclr home on 
rhc fint quancr of 1"7 CONiclcr rhcu oYft'a!J experience With 
Flonda ~ (0 ..... been nu. u-than 
1996 ycsr end~ Cononuln1 ~"1 Ul rhu 
lim quarrcr, rhc employee r&rlllf .._,, wu at rhc 
end of 1996). 

' 



•••••••••••••••••• 
RESEARCHSOLUTIONS from 

Performance Goals for 1997 
The 1997 Pufonnanc:e Coals baaed on FAITRACK survey re­

sults are lined in the cable below wicb the current year-to-dare 
(Yl'D) and 1996 bendunatlc scores. AU the current year-to-dare 
scores are above their 1996 bendunatb. Cow are assessed ap.inn 
the cumul•rive score at the end of 1997 . 

Florida 
Power 
CORPORATION 

• 1TDII97 

EDau Deltra7 Golll -...: . .• 

Focus on Moss Morl<cts 

This month we foalS on the Masa MarUa division 
ro provide some insight inro opponunities to improve 
their auromcr tranSaetioDJ. ~ April. me number of 
times we have comroDc:d auromen oo Energy Man­
agement has incrc:asc:d signi6c:andy. Hence, it is impor­
ant to examine how we handle me cooacu char are 
associated with this new conrrol sttattJY. 

The volume of calh to the EncrJy Manaaement Sup­
po" Staff has incrc:asc:d subsa.ntially since January, due 
to customers calling about beina conrroUed. Concur­
reo t With dus there has been a decline in customer satis­
faction with the employee with wbom they deal fo. 
cusing on the foUowinJ four amibuJa should help to 
improve the overall employee ruin~ for the conr:acu 
with this group of people: "handllna your oced.s cffi· 
' .cndy", ~showing concern about you", "beina anc:n· 
ove to you and your needs", and "being helpful ... 

There are also opponuniries to improve our re· 
sponsivene.u ro cunomen when they deal with us for 
llD Aucfjr or they lpeU with an En•.-.v M•ns•·rmf'n r 

raddCoormn~a~t~or~.~~~~~~ii!i!!! 
er, we can cus-

tomer a specific: rime ar whic:h ro expect someone to 
come out ro their home for the Energy Management 
work.. We can sho"en the arne it takes to ger some­
one out ro rhe home for thu ·.vork. F'mally, our per· 
fonnanc:e for on-rime arrivah for the Audit c:an abo 
improve. Focusins on emproveng our resporuevcncu 
in these siruarions should resuh in improved scores in 

rhe furure. 

CONFIDENTiAL 

I-:;.,.. ..-. ..,. 



Performance G oals by D epartment · . 

:::IEir - ·- - I 
=.r --- I 

'fmTo 0... 
fa;' ....... -
-~~ =-:r - 1 =L__ . 

Walk·Thru Energy Audita 

100 . --- ----- -. 

Customer Solutions Centar 

_.,'-.......... -. 
100 ~~~~~~= 

~fO 

c:ii:J70 

High Bill Handling Phone ~UUon 

_.,c.._ ca.,. .... -. 
100 , ·- ' 



Streetlight Problems - contanued 

3 . How do these customers rate the experience? 

~shown in the figure below,~f the customers who called with a streetlight problem rated thm 
experience a 9 or 10 on the 0 ro 10 raring sale. rated era poor experience. Not surprisingly, 
customers who have their sueedight fixed within 72 hours are sigrufic.tndy more posiove about the experi­

ence with w. 

~-AU. Ail ICIIfll»-:;:::===----••os I·---:.::::; PI ----·-·._.,..., ""'" 

Are our scores be/ng/nfluenced by customer perceptions of us as a company? 

Thi.s has been a frequent queltion in liP,t of the 
negative press we have been n:ccivina about the out· 
age at our Crynal River Nudear Plant. This iJSUe iJ 
often raised because the Overall Experience rating is 
often lower than the Employee raDnJ. 

A:J mentioned in last month'• newderttr, we have 
added a question to specifically a.ddn:ss this iJsue, and 
we will report on it in July. However, in the meantime, 
there is some informatjon we an share on this topic. 

Tr.nda In f-10 Sc:ot. fw FwonabU!ty, 
Ovetall !xperience, Md !mployM Rdng 

As shown in the figure at rhc: l>orrom left, the very 
h ve remained .. continuing 

to inaease from I umber of 1996. The ume is 
true of the softer 6-11 positive racings. Hence, at least 
ye-t, it does not appear rlut these eXternal events are 
having an impact on customer perceptions of thei.r 
experience with w. It may also be the case dut their 
good experiences are helping to positively influence 
their perceptions of the company u a whole. Previ­
ow research hu shown that good customer contact 
experiences do have a posiove impact on percepnons 
of dee company. 



luut 10 l>~y 1997 

The 1997 PerformAIIce Goals bucd on FASrRACK survey re· 
suits are lined in the table below with dM a1rrent ye.ar·to·datc 
(YT'D) and 1996 benchmark scores. All the current year-to-date 
scores arc above their 1996 benchmarks. Goals are aueucd aaainn 
the cumulative score at the end of 1997. 

CORPORATION 

Focus on Customer Solutions Center 

Af= several months oi JtOra in the 
the employee rating and the overall c:xpcricnc:e rating for 
the esc~ a snrisrioJiy sianifiam 2mOUnt in 
May. In this issue of the F.A..S"mACK newslct= ~exam­
ine some of the I'CISOilS for these dedincs. 

Although there may be several &aors impaaina cus­
tomer opinions, one recent chanae in bow we are doing 
business with cwtomcrs wben they caiJ us sccms tO be 
playing a role in th~cvels of s.atisfacrion. Spe­
cifically, CUStomers wbo called ua in April and May to 
report a power outage wen able tO experience me new 
automated outage resu>r:uion syncm. ~shown in the 
figure at the right, in April and May more esc callers 
rccaJI completing an automated O"'IISSCtion before speak­
ing \vtth a representative. 

The volume of calls to the esc regarding outages 
was roughly equal in April and May (and higher than an 
March). Me-re callers an May were repeat callers from 
April, and thu may be rcsu.lring in-levels of saris· 
faction. 

,._., 1n cac C'· ,,, ••• Who~"" 
Auton .... TJ•d•oUoft ....,.IPMtdnt.., I 

l'lep-•11111•• (Q)CJ 

CONFIDENTIAL 



Focus on the Customer S~lutions Center (cont.) 

It is also the c:tse that~stomers who called 

us in ~y about an outage rate the representative they 
spoke With and the overall experience very posiuvely 
{a 9- 10 rata ng on the 0-10 rating scale), as shown an 

Figure A. 
l'lgure A 

1 -~...,-~-1 

The verbatim comments of May CSC callers as 
well as those who only used the VRU shecfsome light 
on customer conc:erru regarding their recent c:aJI. No­
tably, some customers report being quored long res· 

toration rimes. Omen report wanting to lc.now why 
the power is out. Examples of some customer com· 
ments are: 

"Becauu of rln phone mUI. The first time {I 
called}, a penon told me it would tiJJu 24 hour1 to 
get pown- rutond. .. 

"With pown- out three timu in one wed., IOrM· 

thing should haue bcnr ®nc mon quicJrly to pt ur• 
vice bacJt on. One sitU of tM stred umu to haw t~ 
probltm, while tbc other IUU is lit. It's discourag­
ing. I called the nQd J.ry. Tiny said it would be on 
at 9 o'c:loclc. They told tlH Mighbor 10 o'c:/odc. It 
came on at 2:30 the following morning. I asiud why, 
she said, 'I'm not an clee:tt'kUuf. •• 

"Because you have to lcup dUJmg until you get a 
compute voice that gi11u you an tufl~ Yo11 arnr't 
told why then is an 011t11p. Tlwy told nu it had 
bnn r«porUd,. thc comput1r voice, bllt ruwr ® I 
spcalc to a human being . .. 

8 f1.0RIDA POWER CORPORATION 

Industry rcsc;~rch shows that many cunomers who 
deal with thear electric company about an outage siru­

a rion express a desare to know why the outage oc· 
currcd. According to ~rkct Strategies, Inc. (MSI), 
customers arc •com(oncd" to know that they are part 

of a problem that IS affecting many customers, no: 
JWt them. 

The Mlly data aho suggests that numerous cus· 
tomers were calling us back (presumably to get a res· 
tor;nion update) this month, more so than m the past, 

as shown an Figure B. 

Figure 8 

.. ..-ot C· I .., 1 llMMt One Cd..,.,.... 
Twa or .......... 1M CIC lot 1Nir "-""*"" 

w Q! II I >(QoUC) 

Further, the survey data also suggesa that overall 
CSC CUStOmers may be reacting to some of the nega· 
rive press we have been receiving with the largest de· 
cline: in Favorabiliry toward the between 
April and M ay. Notably, there was a 
in the 9-10 Very Favorable response orne. 

While the find ings suggest that esc callen were: 
reacting to the: new automated outage: rc:storauon sys· 
tern, they may also be reactang to eKternal company 
.cvenu. We will contmue to examane these findings 
jn the next few monrhs and update you on wh:lf we 

learn. 
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AI ol elM June, 1997 _,, ww havuocnplmd OM year'• 

worth of ill rc~YWWU~~ co tnldc our~ .,...WCp#. 

nae 1996 1urvey .aivicia focwccl on provldina an unci.,.. 

IW'Idlnl of how our a&acomcn CWTtndy rinw c.hdr conCKD 

wtth Ut, ldcndlyula amon Kept co cab co lmpfO'It cwc~r 

radnp. The 1991 NtV.Y Kdritla ha.- foeuled primarily 

on aaddna our p.riormancc, • wdl • ldanilyU, how vari· 

ouracul'lric~ ww an uoclcn:aJdnl a.rc alhc::daa cwcomn op&n· 

1oM o( Florida Power. 

-~~---.... 

AI o( the mlddlc o/1997, w. have alnady mn our aoal 
for 1997 (or fMrv Sol ~~doc~~'"' and Encrv Sollldoell* Srota. 

We uc very dOH (within one poilu) ro m«dna our Cua· 

comer Soluuom aod. On elM M.au Matba and EnCJV 0.· 

I• very ao.W we ate nakina aood proput. 

coNFIDENTIAL 

CORPORA nON 

Tbc c:hal.lmp for ua u we asrcr c.be MCOnd hal( o( the 

yur will be 10 ClOOtinuc 10 &bow prosral apulll our JOals ID 

IJahr o( chc faa char we a.rc now m~ our hi&b cl«tneiry 

IIMCif I1IDC ol year. l'unbcr, c:xrc:rnalfvn:a (q, CtyaJ River, 

pre• c:ovcn.p, m:.) will conGIIuc 10 au.U w woric hard ro 

keep OUI KOtcaluah 10 dw we 1DC1Ct our I 997 JOal.s. 

The followiq chan abowt dN Employee Jl&ci.ap for all 

depanmcna f01 quarur orw and quancr rwo, ta4bd on 

me dUlcre:ncc becwecn the rwo quarrcn: 

Overall £xpc:ncna rcnnp ere Lllwtnrcd (or all dcpatt:rmna 

on the (oUOWU1J paps. 



Department Re~lts . 

O t loU acaw ____ .. _ 

~ ..... ... ----.. ... 

l!nergy l oll Ill ana•-­
Uihyment .................. -. •• ==~~~ 
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High IIID Handling FWcllm 1 tlgltlon 
~--a- ........... .. 

The dose rcl.atioruhlps amona che !1-1 0 tcOm on che 
Onrall Expcrienu, ~ployu and Favorabwty taiU\P coo· 
dnua ro aUt. OYu ch• pall yur, chot Emplorcc !Wina has 
ncnc~ die ()ymUJ Expcrlcnct JlannJ. In 
addition.~)'HIW1t\ahas~ 
me Favorabili. Rarilli';wtt chc Onrall ~nna 
has av•rapd Favorabllity R&una. 

W. connnuc ro up ore chc rclaoonshlp bclwec.n perccp­
ooru of CUJtOmer cont&CU And overall &vorabillry 10 deter· 
mine their Impact on overall pcroepcioru of chc compAny. 'W<r 
will have more to repon on thu 11\thc July FASTRACX. 
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for Energy Solutions5M Stores ~ 

The June FAS'TRACJC IIUYty fwund quaOonl dnip1td 
ro aucss whctbu Solutlon~M" Scora' cunomen uc 
inrete~ted in It also 
included EncCJY 

There il CUROmcr willi.opaa ro peylbcir Florida Power 
bill at oc:hu convmiem locadoos, primarilyu a aupetUWkn. 

8 FLORIDA POWER CORPORA nON 

Cuaromen '!Rre also aalud ro evaluate the convenience 
o( our o(6ce ho~ 

8 6% of non·bill paTina vwron and 77% o( bill paytnJ 
Yiairon uy the currcnt offia hours arc convmlenr (or c:hcm. 
Thole who ltC noc Uli&6ed wich the rurrmr bouo WAIX ua co 
ay 

fot DIOR u.to.-m.OOG, plUM COCIUd 

Marhd.q Stratqia D«panman 
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lnlfiY Will 1ne• 

-~-- .... -100 

-=I::III::III::IIIICIK:IIIICIK:II 
::Kr -- - -- ' = - -- J 

• llle acora for ffisb Bll1 He llins ban been fluctualina 

Iiiia m. ~ oll917. "- 0\'tnll crcnd._._.ho •• •••• ""a· 
- U) ~ u tbc c 'Wiauft lOOn: ... 

FoUOWUtJ th~ in tbc OftftLI experience and '"m­
pl~ nlinp on May,-bn!=iluttwo mootba • 
so dur our year-tO-date ICOrc · for mcctins our 
ycar-u~d En«'J)' Soluoolll'"" 

• n.ecora for Walk·Thna Audia ban been aiplifiandy 
~~for two IIIOC'Itba in a row, malans tbc aunulmve 
ICD~dwlor wu u tbc bcsiruunJ of tbc 
)'CaL 

Tbc Cuaom« Solunona Ccnru KOra bav~or 
two moodu in a row, foUoWUII the Maytllljij -

• The KOrc for the EnUJY Manqitawnt Conttaaon hu 
been rcluivdy .. for thnt montlu o.n a row. 
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~ll:liiCIICIICIICI 
Z' --- - -----

-=c::lc::lll:ll :z---
Focus on High Bill Customers 

Focus on Outage Callers 

La fuJ,; - loobd u dae calllaa p&aa"DJ of ouap C\IJtOftl· 
tn to 1ft il dwy II'C c:allitlt more dwl oao<. Hue '• what w., 
fouDd about chc U 7 ouap curvncn ~ inu:rnrftd: 

• Matt (77) called ooe am.. 
• Many (41) aJicd cwica; 27 ol m-'"" 00 rhc - d.ay 

and 14 wvc oa a cl.ilfa'CDr day. 
• 1S a6d .) am.; 9 011 die - dory llld 6 011 a diBamr d.af(s.). 
• 14 called 4 lima, wid! J oo dae- d.ay and 11 oa a 

dllfa-mt d.ay(t). 
• 4 called j lima, all 00 • dilhtcut dayC.). 
• 4 eliDed 6-. .- 011 die- dory llld J 011 a dilfaalr day(a). 
• 2 called • lima, all 00 • diffvmt day(J). 

'lit rook a look u dae • • en and bow ch.y rapoodcd 10 

dla -.11 l1lliql and tbe ~ ruinp. What - fou.od iJ 
dl.- fw tbe w on wt.o c:alled J « mon amea. fewer of 
tt..l ant vay potili-re oa me rwo by _....... 

E ·--·-.. . ' ·- - .-.- -

lA add!rioa, -loobd ar CU~tMWn who ..cd chc VRU 
mel tared oa dM pboac to calk wich a rep. Hue arc some of 
cha - wby chay dld cbil: 

• 

The lllmmcr ICIIcnlly mcana lUper biJ.I.a for our • 
c:wtOmC:n. SiDa che ownll l'1llizla il abowiq a dowuwanl 
crcnd, we foau oa cbae CUROmcn to dacnDiDe bow- CUI • 
improve on out performaDc:& 

Thqwmu.cl to bow tbe CIIIM ol dx OUtap (duJ La tome­chin.- - a I Of chae da " pa.nicuJarly in non-norm 
*nuicvw). 
n.,. waaud 10 Mit~ ana, IIIUally about why it iJ 
c:ald.aa 10 !oat to racon aw power. 
n.,. wusced to DOdly 111 chu chc J'O"'"f coma on aod 
.,. ott api.n. 

When Q!IIOmctl feel they haft dealt wich "'!!!MIM! who • 
is bdpful and cbcit hi&h bill problem u raoiftd.-P"ID 

They chink tbu tallaac 10 a penon will pta bm>er raponM 

or EMu tcnicc. 
a 9 or 10 ratins- When dthu of rhae or bodl are nor 
aa:omplisbcd, they sift a I~ l'1lliui- For - ol d.. 
cwtomen wb.o pn a 6, 1, or 8 nriJ11 oa dldr ~II 
it won not for cha Florida Powu rep who bpc ayiaa to 6ad 
a solution, chc IClCft mJsbt han bccD klwu. C11-.n who 
live 113 a 0 10 4l'lllizla -ny _, chlr chaw b8a bem oo lollow­
dtro~~P OG IOIDCOQC c:omizl& oat to check cDc -, IX DO 

solucion hu bcm propowd. The fo1Jowia1 quoa:t Wuarul 
cuasomcn' fcdinp: 

-n..., -.4 ~ ....W, th. f1I'Obl- tiNtt I Ml fr, 
0 ""' J -u THy ditJ tiM rudbtp ...... ., Mid., -u 
tmd th,y ditbr't ,;w •• [Gaft 10 r8liqJ 

~ ~ \ 

lD looldns u daa Juwary·JUDC, I 991 dua, J~ of oul:aiC 
ca1lcn who wed tbe VRU flnl - • chcy a,.cd oa daa liAe 10 
rpcak wilh a rep. We abo icDow chu &111001 esc oua,e call· 
ut wbo dld nOf UM daa VRU lim:, daa maiD reuon (for J 1 'HI) 
is dut chcy •ju.t W&llatd to tpalc to a penon. • Anorhu IS 'HI 
.., chay wa-c IW.'marically cn.asfctnd 10 a rep wbllc u.&iJis 
daa ~ CJcariy, tbae Ia a Iars• tqUICilf of oua.p caiJcn 
char waar daa c:om.fon ol taJJd.oc wtch a rep abour their prob­
lem. Hownu,- doo't lr:now il rhit II becauae put upm· 
eoce •a 11 chcy set Ilea. --.e doiq ao, or tl chcy timplr 
dl&iJie or doa't 1r11R tlaa VRU. We pl&a to cxami.oe rhit fur. 
cher chrouch daa --r aDd tomc i.aa:nsal aoalyw of rhc our· 
... cbae Qllto!Da'l haw. 

n.oRIDA POftB CORPORA nON. 
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"The Chicken or me Egg": Which 
Coma Flrst? 

In prcvtow cdinona of the F~~ ~«.we luvc 
mcnaonnf that we laaow chc:te &a a rclalionahlp bcrwccn cus· 
comer opuuona of w aa a company &lid me pcrcrpooru chey 
have of our MrYkt when ~hay ban a ~on wnh us. In 
lhc July JUI'Yty, we obc:wwd- addlaona1 t.nfomunon that 
will Ulut Ill in undcn:wldint diU tdarioll&hip. 

The foUOWUIJ JRpb lraldl me ptrea1f of ll·l 0 ICOtn for 
the o verall apcrimce miAJ, the emplo7" ra0111 and !he 
favorabiliry racinJ for cwmmcn each moodL W• no dec thac 
!he J K orea O'Cnd qulw doeelr whlc.b munJ rhcre 11 tome 
rclanonshlp amonJ them. 

his inrcmdnJ to ooca char ill July, wb.llt the overall rat· 
iiiJ d«liiltd by 4 poina, me 6nwabillry ruin~ only dcdillcd 
ooc point. One pollihiUry Ia dlar pmnlpawpdo;icu of the 
company may haft bpt me~ l"&&iJJt frocn clcclininJ 
more. Anodlcz II dJ.I1 mc employee aziaa acayft! IIJ'OaC, IC· 
nWJy lncraai.aa ODe poW. md dMftbr boldiq up me OYU'­

a1J favorabiliry ~ 

T,.,.ln 1-10 Ia a • for '~lty. 
Overalll!xperteo:t,..., entplay. fltatlng 

The rnajonry ol aiM: ,...,. ,.. die man apcncnce lowu 
chan they race the employee. Some ta10111 few dUa include: 

• They bl.unc the company for cmployea who arriYC !arc 
or nor at alL 
They arc dlsa.atidicd with cbt JJWDbcr ol oaapa or the 
lcnJth of !he ouapt. 

• They dWikc lhe --·red IDqlbooe rywttm. 
• They bl&mc cbc compatty foe employ.. who doo't do 

what iJ n«11cd cbc 6rR UlltM, ~ &DOCbu pft'IOD 
to JCt Involved. 
They dallh mimaud me= rndinp. 

Uwally, rustomm arc plcued with tbc ta. cmp&o,ft cbrr 
du.lt Wlch. Funhcr, eome of tbc chiD~~ me., blame cbc compeny 
for arc out of the ~a'OI ol from l.iDe ~~- Howrtel', 
orhcn .,.. noc. such • cloiDc the waft riJbr me lim am.. aad 
arriYula on amc or call.ina when dw ia IIOf pwaablc. 

0 FLORIDA POWD COJU'OJlAnON 

What About favorabUity? 

At the run of the aui'Yey u ch cunomu ratttthetr overall 
opiJUon o f Floncb Power on 1 uro to ten favorabwry K.&!c. 
T1us qucmon 11 datJIItd co mt.;.;urc rhc11 OYuall "sue" rcac· 
ooo to the company. However, a.mon1 cusco mcn who c<:~n· 
Ill('( ut, chttr opuuont uc heavily tnflutnud by thttr rttcnc 
~· If we aurtey cuscomus Atlar&e. wtthouc n«n· 
aanly luvilla• r«ent conaa, thc11 optruotll r.end to be Itt~ 
focused oo cxpcnmca. We know this from prcYlOUS raurch. 

In the July AUVcy we uked CUJtomcn the re&l<)n lor the11 
favor&bwry ranoJ. 

bcuonll'or GMitfl G f. J 0 Vet)' l'cwotable 
•• , .... Top MentloiV-. 

~r. ~n polite, rucc. couruow, fncodlr (mcnconed 
br l"' of tbo.e II'IUII' '·10 raDII&) 
l'roc:opc ---. r-.pond f-. done qutdtly (2.$ .. ) 
\lrry bdpful. coopen.ovc, went out of the war (I,.., 
Wort! Wlcb J'OU 00 m. boll. pcymcnt ata\DO(U (12 .. ) 
Ncnr bed a:rr problaru 11<*1 

hiJ101 .. 1'of GMng G U Somewftclt 
fgawable 1c r• I Top~ 
• hople arc CIOUnltOIU, plcuun. ••rr p111r-al, 

fnmdly, cffiamt ( 11 .. 1 
• NrtU b.ad a pnlblc:m (l "'I 
• More expalti•e. bW II too hlP (13 .. ) 
• Took a lona ~to corM our, d<:ln'r pt '- 111<1\1&11 

Mrf'ic:e (II .. ) 
• Snonca 11 ..,...S. the)' did chclt JOb wdl, d>cy"rc 

dcpodel.fc (11 .. ) 
• A I« of powou ~have &.quent P.:cha (10..) 

..... l'ot GMt , G 5 Nftutral 

6aflttg...Top Menf ""'·-

• Race~ rata 100 lUi!» (lN) 
• Slow to racon powou (ll .. l 
• Noc I&!Wlitd wnb thea~. corporanon nccd.a omptOYcmcnr 

(13 .. ) 
• Briel uttc1T\If'UOBAo turps. numcrou.a O<ltap"l (II .. ) 
• Rather tallt with a penon (I<*) 

IN 10M r-or GMntJ o 0-4 U••#aii'Ofable 
6aflttg...Top Menffof.,_, 

• IWcs In 100 tup. pnca ....&11 (2.6 .. ) 
• !'own aoa .- ooa a wade, 100 -r oucapo (l.S .. I 
• Taka tbcm a whaM to p1 powou bedr o n (13 .. 1 
• O&SMn.t6ed Wid> bs!JJ.nc proctdwel ( ll .. ) 

Survey Information , ...... 
• 1 ,,, • 1\1""" o,, I , t, •l•'totlot o t oi 'o ,., •• I • f '""'''''I J.,l y -,. 

' 
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With only four mootbJ left iD 19'17, as a company- an 

on W'JCI Wltb m«Ma our L997 pl. Alru a aipli""''. 
.. in July in the EnUJ)' Solutiocu"" KOre, we have .. 
...... 10belp us maina.itl our ovualllnd of pcrlot· 
mance api.nsc the yur-<nd aoal. 

Of ronc:cm, bowrter, ia dM findlna tbac rwo ueu an 
facina dWlmaa u we-dM IMt quancr of !he year. The 
Mau Mukea CJoap ha, t. rwo 11100du LD a rbw, b«n raud 

tomnwfw lo:Wtf"' ~tmou. paiocb. A. • raub, lhia 
lfOUp ia atiiJ rachl.na ID )'eat-<nd JOal. 

Almovab n 00( rHea the lnua1 Solutiona"" ovnall 
~Cf17 Ddlvay ~ cumulaon ocorc of 
~ year-<nd aoaJ ~ TIUa buaioess unil 
baa a •px)d moom• foUowcd by a DOC 10 aood month• whtch 
mc:am tbar !be acora IICI'Oel the year bare b«o csaenoaUy 
flaL Wirb cbe Oaobcr FA.STRAO:: autYq- will launch ad· 
diaonal mr:ernewa foe a.cb of cbc operaana cenrtn co i.solare 
tome of cbe crwomer apecwiona rrprdina JCTYice rWabLI · 
icy aod rmorarion. AJ r rau.lt, Ennv Dclinry""' bctttr 
focw UDOGI oo putt o •hr lnYice aru where we arc not 
m«ttttl cunomer ~ • wcU u - ahould. 

Performance Against 1997 Goals 

CONFIDENTIAL 
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Department Results · 

Energy Management 

The !)<rformancc for tlle tllrec drpamncna we uack arc 

very different from one another. Wbllc rhe ovcrall cxpen· 

cncc unna for the ContnetOn has improved each month on 

onc-poont tncrcmena since ApnJ, rhe KOI'tl for the Support 

Sail u.d the Field Coordlnaton connnuc to boWicc around. 

Currently, tlu: Fidd Coordinator ICOt'CI at:·~ •••••• It 
man in July, while the Support SraH ICOt'CI rrmain within a 

&.irly tU.tTow n.nae o or rhe ovtnll rauna. 

8.ucd on the proportion of lea man politivc scora, then u 

room for improvement on "followinc mrou,h on wlw they uy 

they will do" for the Support Sraff and rhc F"ldd Coordlnaton, 

and "hancilina your needs cffiacmly" lor rhc Support SWI. 
Due to rhc faa that mae ICfYicc uucncrioou often an· 

volvc more rhan one aroup of c:mployealconmacron, - n«d 

ro keep tn aund that automcn cxpea c:onaimDcy from us. 

The foUowins comment iUumata tbiJ poinr: 
"B«~~uu thry wnm't prwdu. I ult.J, tmJ tb. {im ,_.. 

ron rq""d "" ro 11 s• cond ~n, tmJ t~Hn a third pn1on 

rrf..,.,.,d"" ro ,.~nuy f>"SO"· to rd/,. th.- thilct riH (rnt 

pc-Jon rold lffL Th• first I>'"Oif Jbov/d Jt..w burt mformuJ 
~owrh ro h4n41• my proburru. • 

~a 
::11: --- ---

_.., .... . 

Walk-Thru Energy Audits 

rhc Au~ ovcr11J 

apenc:na due pnnunly to cw-

romen rcporuna difficulties ' • visit ~cd (alan a• 
whik for oonwonc: ro c:aJJ rhcm ro Khc:dule) or W>inna a 

while for AD auditor ro comt our to rhc home. AddiDDnal analy· 

us of the W&lk·Throu&h Audit ftn4tnp aho- rhar: 

• 

• 

Compared ro cbe fint .even montlu of rhc yeas, many 

more audit automcn uy nc.ook a & or more for 

eomconc ro c:aJJ them to >Chc:dulc the audic ahc:r thetr 

LnitiaJ contact with the company. 

Onl ( /oupuc cwcomus uy they were very 

ulisfic:d Wlrh • c tunc they wa.ced lor someone to all 

them 10 >Chc:d C the VUJt, COm pascO W1th a an 

prct'low monua.s. 
From rhc poont chcy Khedulc:d the vunco when someone 

c:amc ~uc, ~more cwtomcn 111 Auswc u y 11 cook 

more ~enenoon. compu~d W1th­

prcVJolllly). 

We'U cononu< co mon11or cha~ tindonp tO IC< o( we asc 

abl~ co bcner mccc cwcom~u· KhcJulona n..:ds tn th< fururc. 

--nvv~-..... ,c-............ 

•• 
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FA STRACK . 
' . ' 

• • • • 
. · ........................ . Cl u 17 . . . . . . . . . . . . . . . . . . . . . . . . . . 
:Q&A 
• 

Ev<r noti~ bow you r<m<mbu tinl< fuu that you hear on pm< 5how• la.ltt J•opudyl Th< rtuon llth&r wh<n you • 

• hav< to a.nswtr 1 question and dUnk about it. you rend to reull th< answer lonser. Here u • •hon quu ro rur your • 

• knowleda• of bow we hav< done ov<r th• put year in rerrru ol our paformancc on FASTRACK. 
• 
• 
• 
• • Ql. 
• 

• 
• 

a. 
• b. • 

c. 

. Q2. 

• 

.. 
• • • 
• • 

b. 

c. 

d . 

• 

The yc:aMCHiatc cumulative overall cxpuimtc 
ntin1 for EDav SolucioDJIN is aarmuJy ar 

- Wbar wu the stattiq point for dw 
nrin1 in Aupt 19961 

I 
When we look ar rhe tread in Favorabiliry, the 
Ovenll Expcrieutc Rarin1o aDd rhe Employee 

RatiJJg, which of rhtU naummts is auel 

The Favorabiliry rating which reflects people's 
g.cneral opinion of Flo rid.l Power iJ very 
different from that of rhe Overall Experience 
and Employee Raring bcca~ these meuurea 
are not related 
The Favorabiliry rating iJ higher than the other 
two ratings 
The pattern of scorca for the three ratings u 
very similar; they rend to move rogethcr . 
None of these arc rruc 

caa. 

a. 
b . 

c. 

d . 

•• 
f. 

Coruiderin1tbc rauJu (or all tbc dcparnncnu • 

toa.-:<her, wbat is the number one rca~oo fo r 
aanomcn givina w a 9 or 10 rarin1 on their : 

overall apcrimc:e with Plorida'fVwcr? 

Our peop. .,.. nia:. cz:JUrtCOUS, polib: &Dd fnmdly : 
We arc very fut, efficient. and :tre there when • 
they need UJ 

'IXIc arc helpful., Ulow coucan, arc coopcnove, 
and go beyond the call oi duty 
We tili care of everything and do the bear 
we can 
AJJ of · ·,. above 
None ! the above 

• 

. ................................ .. .................................. 
' 

0 FLORIDA POWER CORPORATION 



BROAD 
••••••••••••••••••••••••••• 

,-----JU_N_E_ N_EW--
5 

-
8

-R
1
-E-FS- RESEARCHSOLCJ.~IONS from 

1-:J..ti\ Florida 
• Suapic:i001 Confirmed - Pap I 

• 

• 
• FPC CAS Sc:orecud - Pap 2-3 

• 

FPC' s ovenall perfonnlllC:C mdlcawr lalawD u the 

•

Aqeqmmt Socn (CAS) bu-.. 
sUlcc Fall o f 1996, wbeo a~ 
survey amooa 620 Florida Power rald.c:DtW 

customers wu conducted. 

• \1'!.~1 Povver 
S e •• • COIU'O"AnOH 

•• 
The overall CAS ICOI1I iJ a weiJhtcd iodu of four 

performance ea.:ton thal bavc a alptlc:&Ot impact on 

ovcnll CUIIOillct .. ..,.,eots. Tbc c:lwlac bctwc= F~ l 

1996 111d June 1997 iJ ~UJ to FPC ~iVIDI a 

.Z: from customen of~ the Fall &lid a ,ndc of 

~ tU praeat 11U.dy. 

June's tclcpbooe J\11\/C)' wu conducted amona a aou 

a::aca of Flonda Power raid.c:Dtial custom en from lUIIe 

I I to 18, I 997. In toW. 250 iotc:rvicwa were cood:ucted. 

alazullcaotly cbaoac. 

· ······ ······ ·•····••····· ···· ·•··· ···•·••··• · ·•••······ ·· ·• ·· ··•·········· ········· ··· ..... ..•.......... 

' 



BROADCAS 
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Thu score 11 dctermmed by customer mpotue$ to 

four related questions: 

• Operatmaln An Open Alld Hooest Man.oer 

• 

• 

• 

Consistency ln Word And Deed 

Ens= a Fururc Eoera:r S.Ue~ 

FPC's Mwacma~t eoa:.pffi'll<=c 

On each 
dimen.s iQn, 

Jincc Fall 1996 - DOW ·-x~iilill 
7 -

The U.S. &~~d South Atlantic CAS oormJ are estabUa.bcd 

by tbe RKS :'IJatioaaJ Rcsldcada.l CUJtomcr Al.leJszncat 

Survey. This semiAI!llual ~ iJ c--ondnctod amooa a 
cross scctroo of U.S. n:sidcalial electric: cw:10111crs. 

consistma of 2000 or more interView~ of boulebold 

head.t each year ( I 000• illtcrviewa per wave). 

JUNE 1997 
Page2 

Four Factors Impact 
Customer Opinion 

uscasma~u 

Uocv - ua 
useumcat. Wormato improve a CAS factor worlcs 

to tmprove c:wtomer opi.oioo ovcrw.JI. 

······ · · · ···· · ·· ·· ·· · · ····· ··· ·· ··· · · · · · · ····· ·· · ·· ···· · ·· ·· · · · · ·· · ·· ~·· ···· ··· · ·· · · ·· · ... .. . . ...•....... 



BROADCAS 
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- ·~· . -Research Solutions Provides Monthly Insights 

BROADCAS summ.anzcs majot ftndinp t1owinl &om a 

acw residential monthly tracldziJ IIUW)', commiuloned by 

E.acri)' Solurloaa ... thJs JWie. ThU edltiaa i1 the 11m 

publilhcd acwllcner of the ~·· ftndlDp. Otbo:r 

·cdluoa• wtll follow oa a monthly buu . .. 
Research SolutioD.J' ,aal for 8ROAI>CAS i1 to deliver up­

to-date, acuoa•blc i.zuiahu rcprdlnJ FPC'a ratdaula.l 

customen. 

JUNE 1997 
Page 3 

·-

······· ·· ··· ·· ·· •••· ···· ·· ·· ·········· ·•••·••·• •··· ·· ·· · · ······ ·••······ ··· · ······ ·· · ·· ············•····· 
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ENERGY MANACEMINT 

BRJIIJIS 

ergy Management 
Customers 

RESEARCH SOLUTIONS from 

Florida 
Pov.~er 
CORfiOUTlON 

Program Communicates 
Concern to FPC's Custpmers 



BROADCAS I 
••••••••••••••••••••••••••• 

EneriY m&naiemcnc cwtomers arc a!Jo more lllcely co 

feel thai FPC is CODCC%tled abouc !hem u i.adividual 

customers lh&D DOD -p&rtic:ip&D 11. 

Concern 
eo. ...... .... ..... 

.. - - -
- -

JUNE1997 

Page2 

Interruptions Get 
Noticed 

··················•••••······•·•···•·•········•········· · ··· ······•···•·· ··· ········ ··· .. •••..••• ••...... 
R«UA.IICIIS~OI<S-

, v ESl 



BROADCAS 
••••••••••••••••••••••••••• 

Interruptions Customers 

o­. .._ 

Tolerance of Interruptions 

Increases When for Common 
Good 
Keepi.oa electric prices down for all automen Ia a 

stTOna incentive for IICCeptinJ more i.olenupticms, 

accordina to many customers (66%) . 

Energy Management P~le 
Energy manaaement COl! omen i.o th.il m.oa.tb 's sutVey 

ac:ncnJJy: 

• 
• 
• 
• 

JUNE1997 

PageS 

TDey shan: the I&DlC profile u rbetr non-load 

manaaezn=t c:ounterpaZU 011 all aspecu except aac. 

EnCI'JY m.anqcmc:DI pro~B~JJ panici~ts arc 

~y five yean older. 

Energy Management 
Baseline 
A.. pan of JUD.D'J monthly tradci.lla rurvey of residential 

CUIIODUft., tddidcmal ilmfviewa of fPC'J CIICfiY 

•· m_,..... 1D4 DOII-alCI'JY manaaem=t cwtomcn 

_.. cxwufut:ttd J UD.e'l IUtY1!)' IDcludod a nmdomly 

IOICIC*f umpJo o/ 137 CCCI'JY maoaaemc:DI CUitOmcn 

iz1tcrviewed bcnnal 1 UZ1e II and 18, 1997. CAS scores 

were devc.lopod for both CUitOIJJer lfOUP'· EoeTaY 
manaaeznc:DI propun particip&lllS wen: abo u.ked a 

ICriea of quc:uiOGJ rdadtll to prosrw.m a•lafaaioa and 

tolcnmce of prosnm chaup. Theao da&a will CNbUah 

a buellno of CUitOmer opl.nioo amana enerar 

maoaaemc:DI and nora-c:r:u::rJY manaa.czu cwtomcn 

that can be ll'1lc:bd owr time. · 

. 
~ lFOR.MORBlNFO' MATION ropnfina 

lbOC#IC4S 1btllw ar w!ZUXItbly l"ttSide.ltiaJ 

•· ~·· : trwclrinr ..me~: ~ OOIIlad 

Mr. Sill CaJ!oat 231-4!598. · 

. ...........•. .• ..•..•••••••...•••.••••..•.•••.•••.•.••.••••..•....... . .. .. . ..... ..•.•• •·····•··· ·•· ····· 
RUU.CRS~o.¥1-

, .s;; 



BROAD 

• 

• 

• 

• 

Customer Opinion 

RestcknuaJ customers in 
Ovcnll Customer Assessment 

The CAS is c weiahted inde~~: of four performance 

factol'1 that have a eaJ!au~t impact on ove~ll 

c:ustomer aucumenl.l. 1'!e hJafJCl"t score poss1ble ts ~ . 

whJie the lowest iJ I . 

Tbe clwl1e belwecn JWJo and July ia antloaous 10 FPC 

receJvUI-"'l.d4 &om t:UJiomen o. ln Junt: 111d a 

smle o~m the ClltT"enl srudy . 

July 's survey wu c:ouducted amoaa a l"lllldomly 

Klected ao11 sectioo of Flon~ Power restdcnual 

automen &om July I to 3, 1997. In tolal. 100 

iluerviow1 averqi.DJ 10 m.i.outcs wcrc conducted. 

Eaullenl or Proccy c-d 

....•. .•.. ..... ..•...•......•.•.•.. .. ...•.. .... ... .. ...... ...... ... ..•.... ...... ... .... ....•.••. ......... 

~ONFJOENTJAL ' R£S£<.tCHS·o~ 



BROADCAS 
••••••••••••••••••••••••••• 

June's results. 

Perceptions of Customer 
Concern--

Oil PPC ' • Cul«<mer lDteractloa 

JULY 1997 
Page2 

Customer Loyalty 

opjDJ0111 oa each most-
c:nstO!Der coucern. 

~oa ocher key auessmcnu . 

..._._-1have--liahtly 

Four Factors Impact on Customer Opinion 

Overall customer 

FPC's performance . .. 
LDflucnced by fc>ur Specific f•ctors of 

Del1fnrnuntoe factors lhat has a 1fic:an1 

······ ·· ··· ················ ····· ·· ····· ········ ······················-····· ·· ······ ···· .. . .• . ...•.... .... 
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JULY 1997 
PageJ 

··················· · · ··· ········· ····· ·· · ··· ·· ·· · ···················· ~ ············ ·· ··· ...••.••. .••...... 
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• 

• 

I!IRDAD 

CAs-' Scores Return to June 
Level 

Ul one 
With I 

(dlowo on pqc 3) 

M.u~·s JUIVC)' wu cxcyluacd llllOII& a ,.,&xn!y selected 
crou S«:ttiOI of Flond.a Power rcs1dcnual c:wtomen it om 
A.ulult I ID j. 1997. to lOt&!. I 00 llltCrVIC'WS a vuaama 13 
miDuu:s WCR conducted 

...... .... . .. ..... ..••••.•. ....•.... •••••.••... .•..... .. .••. ........... ... .. ... .. . ..... .... . .. .... .. ..... 

CONFIDENTIALIOIS.;:i 

I 1 
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August 1997 
Page 2 

tinues to Fluctuate 

AuauJt lht.n 1.0 Jut~ 

l1xn: 11 a1Jo &II UICI'C&Sina trend for c:w~nn~n 

raz:IOnd dw FPt.' s ra~ ., 

PIRCII'TION or [LtCTRIC RA TU P OSITI\ [ 

..................................................................................... R~
,;;.~s~·,;.;.: 

' .s;; 



BROADCA$ 
........................... 

Four Factors Impact on Customer Opinion 

ovenll CUIUlmU use:s:smaz 

,, ... .. .. 
. ... .. 

'! ;, ~·~,._.. FOR MORE INFORMATION rwgardlng FPC BroadCAS or 

the monthly 19aldentlal tracking .rudy, piN .. contact 

Mr. Stu Cagle at 220·2441 . 

.. ...... . ..... ... ..•. ..... ••....•....•.•••••••••••.•••..•••••.•.. •... ......•.•..•...... ..•• .••••.• ..• .. .. 
RD&4«>~Seii 

' 



BRDAD 

• 

• 

Customer Opinion 

September's ()\la'all CAS aad &aor JCOrC:S ., 

00[ ~nsrically dif!i::rmr fi'om Auausr' s resulu. 

PrDWid' l •\11' 

• ' " ., .,. n t • 
" '. u. '".,.., ..... .. ,_ ,,..,,...,,.. .. 

019 

s 

--: 

\ 

The c:lwlae lxttwcen.aad Septcmbor ia llWoaow w FPC's rccc1VUli a jp"'&dc from c:ustomm o. 

August and a arado o die c:um= audy. 

September's swwy wu mnctuctrd &IDCIIII• raodomly ldecud c:ross sccnon offlonda POWI':r rcs1dcnnal CUS'tOITicrs 

from September 2 Ul 5, 1997. [a Ulcal, 100 im.c:rvicwsavetqina 10 nu.autcs "'-ue conducted. 

·· ··· ··•··· ·· ··· ··· · ·· ·· ·• ···· ·········• ····• ·· ··· ·· ··········· · ·· ··· .. •.......••...... •.. ...• •• .. .....•. R&udotSes 
CONF~OENT~fl .:_ 
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Opinion of Power Restoration 

September 1997 
Page 2 

from tbc Aupn readin&,-of 
in Scptcmbc:r say lhai m 

cxcclla:ll job of =nne !heir doccriciry qWcJdy. 

AJ !be aumber of reponed owqcs dccrcue. cxccUa11 

ratmp af bow quicl:ly FPC I'CilOTCS clearic:aty after an 

CJUta&'e UICt'CUC dBmaDWly 

·- ~-- ··-· .... ... . 

'" 

Awareness of Deregulation Continues to Increase 

Comi.rtcm with tbo ,....y1mrjal lrCDd a.aam•lly, c:u.rtamcr awan:ocu 

of clearic iDdumy ~ a:rnm•n cu u.:r-: 

OvenU awan:ucsa at daqllla!joo IDCUIIl1ld dnu &r in 1997 amooa 
FPC'II'Clldcmial cwta_, (34% 111M chtouab Scpg:mbcr) CIIIIDD­

un to be sllaJnly below the U.S. avcnp (40%). 

A...- ot ,., 1'1111 Allo.,. 
eeclrlc CompM*' To Comp-

'" 



BROADCAS 
........................... 

September 1997 
P•ge 3 

Four Factors Impact on Customer Oplniun 

Customers Consistent 

, FOR MORE IN FORMA noN reg•rdlng FPC 

- Bro.dCAS or tl'le monthly rw.tJ!dentJ•J 

tnlck/ng llbldy, piN" com.ct 

Mr. Stu c.tlle., 220-2441. 

•••••••·••··•••··•············ ···············•·· ••.••.•.••........ 
Ra&A.tafS·= 
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8·157478 

111-160225 

918197 
··Rope; 

-· .. - - - · ·-- ---·····---·-·• ... ~"'"' "'"'''"• r ENERGY OEUVERY YEAR-T().()ATE REPORT 1997 

•.... 

I Coo~~ lnillll 5eMce 
S«<OID A ttf.ct Delay In 
I eov-oec:ttng lnillal SeM:.o ·· - SeMC. 

AREA OF INFRAcnoH AVOIDABLE/ REPU'EO BY hESf>ONSIBilnY YESMO 

Aptw*• . 

I 
Apopka t: " ' \ 

I Apopka F & n 

I Apopka E & o 
I 
ApopkaE&O 

E&O 

Buena Vlsla E&O 

Apopka E & 0 

N 



··- .. . - --- --· . • · - - _ _ .,......,......,_._,,un u .. uUln t " " II VII T 
ENERGY DEUVERY YEAR·To-DATE REPORT 1997 

AREA Of' 

14·118313 
OellndE &0 

165325 

35· 167791 

l.1a11r.eS6oown E & 0 

I JanllMiooown E & 0 

•• Repe. Pa\14 

--- -- ------



103-1824 11 

109-183071 

1· 153809 

110.183211 

178954 

178956 

181782 

, 
13-154063 

24·162093 

918197 
·· nepe; 

rLvntuA t'UtsU\,; ~tHVlCE COMMISSION INQUIRY ACTIVITY 
ENERGY DEUVERY YEAR-TO-DATE REPORT 1997 

ROOEDbY 
AREA OF IHFRACTkY.4 AVOIDABLE/ 

RESPONSmiUTY 

,,. r &0 
--~--------~------~~------~ 

I lake Wales f & 0 I O'ke WA"'!> f A 0 N . 

E&O Uoai!Oidablo 

N 

l.kla~ 

E&O 

N 

E& O 

Pat)C 



~ --- - - - - ... ·--·--·- •• n"'uutn' A\, I lVII T ENERGY DEUVERY YEAR-To-DATE REPORT 1997 

AREA Of' itU=RACTlOH . AVotoABL£1 bY RESPoNslallJTY YESINO 

E&O - --
E&O 

N 

N 
87·119653 

14·155634 

97- 181854 

69- l m'YJ 

918197 
•• 1'\epe? 
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918197 
.• Rcpco 

--- -···· ., .. _ ..... . CUSTOMER SOLUTIONS CENlER YEAR-T()...[)ATE REPORT 1997 

BILLING 

N 

·. 

-- -------
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foiOHTlt RCVO 

2 154148 

15638'J 

156639 

157881 

11 · 1Sn4e 

19· 160673 February 

· 1616011 February 

918197 
.. Rept" 

CUSTOMER SOLUOONS CENTER YEAR-TO-OATE REPOm 1997 

CUSTOMER tiAJ.IE coMPUIIT TYP£ 

CREDIT 

Q1ldil 

Ctecfl 

Cfedit 

ueOol 

jCledll 

I 

N l.lnavoiiWlle 

N I,NQdable 

N IJM-•WJ!e 

N \Jnalloldable 

N Una~ 

N ''"""'.,......, 

N Una\'\ llllaiWE! 

N 

Y·2!HI.020 



51 · 172476 

117- Q4361 

., 

918197 
•• Rcpe 

- ------- ---·-·--·-·· .... ·--···· ""''',' ' ' CUSTOMER SOLUTIONS CENTER YEAR-To-DATE REPORT 1997 



15- 1592i8 

55· 173738 

181767 

Fl.ORIDA PUBUC SERVICE COIIIIISSION INQUIRY ACTlVJTY 
SOLUTION STORES YEAR-To-DATE REPORT 1997 

, .. ~ •, 

AREA Of COiiiPl.AM TYPE 
CUSTOIIEit NAME REPUEDBY 

a.ilg Related: Not Dileo Sebl1r9Cal Clr/ 
~-

~
SeM:e Reiaiect tway~ 
~J!''ll!! ~-~~!« SeM:e Relll«t SeM:e 
~ ~ ISc*lllon saores 

.__ ____ .__ ___ __,_ _______ _,_ ____________ --- --··--··-· . -

, 

918197 
" Aepea• 

1"0'1<)1) 

FPSC'S I AVOIDABLE/ 
IJNAVOCDABL£ 
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' 
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70- 175357 

, 

918197 
" R(!pelll 

FLORIDA PUBUC SERVICE COMMISSION INQUIRY AcnVTTY 
CUSTOMER SOLUTlONS CONSUMER AFFAIRS 

YEAR·TO-OATE REPORT 1997 

YESINO 



' FPSC Infraction Report - January (1996 Rulings) 

Com 

Complaint: Customer says the following: 

1. She has been complaining for several months about her meter not being 

read. 

2. She continues to get estimated bills tor different months. 

3. Due to the continued estimated bills, she wu being undercharged 

according to FPC. 

4. On May 29, 1996, her meter was switched. She called the company and 

asked why? .... the reuon she was told was "they placed a new meter that could 

be electronically read from the street. • 

5. June and July's billa still were estimated bills. 

6. Customer called the company again. She was told the scanner was not 

prcking up the meter reading. 

7. On October 14, 1996, another meter was pU11n place. 

8. Customer received a call trom the company stating that she had been 

undercharged. She would get an adjusted bill which refleC1ed the amouni :hat 

she had been undercharged. 

9. Customer wants a break down of charges of the ac· raJ readings and not a 

lump sum charge. 

1 0. Customer can never get a clear anawer as to her billa. 

Summary: ~eterwu estimated from September 1995 to 

February 2, ~btalned a good reading. FPC Installed an EAT 

mater on May 29, 1996. Unfortunately, therw wu a malfunctioning chip In the 

newly Installed meter reaultlng In additional estimated bills for the months of 

August through October, 199e. The EAT wu cha,~ed oU1 on OC1ober 13. 1996 

and a rebill was sent to the cuatomer on October 18, 1996. On October 30, 

1996, FPC received the FPSC Inquiry. 

Rule VIolation: 25-6.100 (3) & 6.099 • "When there Is sufficient cause,' 

estrmated bills may be submitted provided that with the third consecutive 

estimated bill the company shall contact the customer explaining the reason for 

tna estimated billing and who to contact In order to obtain an actual meter 



reading. An actual meter reading must be taken at feast once every stx months.· 
and "Unless special circumstances warrant, meters shalf be read at monthly 

intervals on the approximate corresponding day of each meter-reading penod: 

Complaint: that his service was disconnected toc~y because 
the company ested servtce disconnection. He says 
that he applied rea we,ekS ago and paid a deposit and he wants the 
service restored lmmedlately. 

Summary: Customer called Florida Power on November 26. 1996 to advise that 
service had been disconnected per the previous occupant's request (the builder). 
A new account wu estabUshed tor was billed and a 
reconnect wu laaued tor the following back and 
advised Florida Power that they were IMng and needed servtce 
immediately. She said that she called on November e. 1996 to have service 
placed in their name on November 21, 1996 and that 
performed and the deposit wu waived. An lnVIItStloat:Jon 
..-.eport reveals that Florida Power did make an In qui 
m9'6iliid according Ia tor the 
Although FPC hu no on Nnvoornr•oo 
service charge and lnitlal ae;:x>am 

Rule Violatlon: 25-6.020 • Record of Application or Service. "Each utility shalf 
accept and keep a record of each application tor service wtthln its service area. 
The record shall show the name and address of the ~:;licant, date of 
application, date service Is desired and. In those mst< 1s where servtce is not 
Initiated promptly, the reason for the delay. Such rec 3 shalf be preserved 
until service is made available or as otherwise pro'IIC9o under Rule 25·6.015(2). • 

Complainant 

ComplaJnt: Customer says she reported her ;e::unty light out on December 26. 
The light has not been repaired yet so she call~o FPC this momtng and was told 

It would not be repalred today. 

Summary: Recorda indicate ;.;orted the street light outage to 
Florida Power on December 26, 1 and ac;:: · '" December 31. 1996. Alter 
receipt of the FPSC Inquiry, the light was re::. :d 

Rule VfofatJon: Company Polley· Florida ? ·;·:. &r responded in a manner that 
was not consistent with company policy whtc:-> ;:ates "Replacement of lamps of 

' 



Company maintamed fixtures will be made by the Company within 72 hours after 
the Customer notifies the Company that the lamp is bumed out. • 

Complainant: 

Complaint Customer said that the company loat her November 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 wu 
dlsconnec1ed. Customer called from New Jersey and wu told to start the 
process over again as the company could not find her taxed copy of the check. 
Her mother had to search the home In lhe dat1< tor the check and go to a 
neighbor's home to refax it. Customer wu told that there would be no 
reconnectlon fee charged. The $336 credit showed on her bill but then the 
company added in the reconnectlon fee. Cuatomer believes 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 tor the holiday food that waa lost In 'her refrigerator. She was rudely 
treated and no one ever apologized for the mesa made of her account. 

Summary: On November 15, 1996,...-.led FPC to advise she had 
mailed her payment. The representa~ payment WIUI 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, 1996, neither payment nor a copy ot the 
canceled check was received so service was dlsconnec1ed Ill 9:30 a.m. -
__..lied FPC at 6:00p.m. The IFltpresentatlve laauet a reconnect and 
requested a faxed copy of the check. A copy of the check v•us received at 6:42 
p.m. on December 3~wu restored at 7:00 p.m. that evening. On 
December 4, 1996, ~!acted FPC and reques1ed to speak to a 
supervisor. The FPC supervisor explaJned that the payYBent was mlsposted to 
the wrong account and WIUI Immediately transferred to ~ccount. 
She also apolog!!i.ted f e Inconvenience and offered to ramoved the $27 
service charge. calved her November bill on December 16, 
1997 which included the $2 service charge. The service charge was removed 
on December 23, 1997 and the f.PSC Inquiry was received on December 30. 
1996. 

' 



Rule VlolatJon: 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 blll including separately: (9) Past due balances 
shown separately.· 
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CUSTOMEh .JNTACTS 
COMPLAINT RESoLUTlOH- AUGUST 1997 

Melissa 

Kimberly 

Melassa 

Caro4 

Ca.o4 
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----

No 

Yes 

IS Mlnules No 

10 Minutes 

IS Mcnules 

Yes 

Yes 

No 

No 

Yes 
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EXecunve uFFt< ..ETTERs- 1997 
7/ f,? 

No. Recetved Issued To: 

A wold? 

60 

-.. Carol 

a.,g 
-~ 

_JLIJ_1197'_~__J~~~~----

u, ... ,., Sue Cleary 

......... Oulage Catol 

8fiW7 

65 8fll197 ---- Carol -----

67 - - 8f!.!!!!_ _ .. M II 

~ - ~..:...;.;.;:.:._+---'=::.._-f.~ 
68 

... -· ---
10 

72 , 

--
7 4 812.5.'97 



t:JU:CUTIVE OFAC .ETTERS ·1997 

No. Aecehred luued To: 

eo 

--~~------~------~------~~--------------~-------+-------
83 

--·-1 ---

85 

86 

------1--------1-------- ----- -----
87 

88 

---- --- ---
89 
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