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CONFIDENTIAL

i AUDIT FINDING NO 1

SUMMARY The scrlpt given to FPLES representatives who offer products and services
to FPL customers does not require the representative to say that they work for FPLES.
When calls were observed by Public Service Commission staff the representative did
say that she worked for FPLES

9 The way the question is phrased when providing the confirmation number and offering .
‘o services insures that the customer has to answer yes to the questlon if they want their
« confirmation number. The confirmation number should be provided before they ask the
2 customer if it is alnght for them to offer other servnces

STATEME-NT OF FACT:f

33 EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED ThlS finding does not
3y impact the general Iedger

35' EFFECT ON FILING IF FINDING IS ACCEPTED - This audit does not have a filing.

CONFIDENTIAL
) f



AUDIT FINDING NO. 2

SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard,
Power Surge and Surge Shield Protection. A customer may belleve FPLES is the
regulated eleotrlc company. : :

S ATEMENT OF»FACT:_” '

nese programs are-for Utllity

“Guard insurance; Power Surge insurance and Surge Shield Protection. Utility Guard is

insurance for protection of water lines and electric lines and it’s offered to the customers
when the call is transferred to the FPLES. representatrve Also, FPLES. includes billing
inserts for Power Surge and Surge Shield Protection in FPL’s utility bills: Power Surge
is an insurance to provide protection for.the customer’s electronics and appllances It
reimburses the customer for repair or, replacement for covered. losses, up to the
maximum of their policy - Surge Shield Protection protects the applrances before surges:

enter through the customer’s home s electric lines or other vulnerable points of entry.

Surge protectors are rnstalled on the meter and are monitored by FPLES.

When offering the Utllrty Guard Plan the representative says that the services are
offered by FPLES. The billing inserts included in the electric bills shows that the Power
Surge i insurance and the Surge Shleld Protectlon plan are being offered by FPLES, an

affiliate of FPL. \DE_H T\N‘

Customers may not be aware thﬁ@ on- regulated company. Havang FPL in
the name may:imply to the cust that FPLES is the regulated utility.” A rule.
proposed by staff on March 24, 2000 related to Chapter 25-6 for a Code of Conduct for -
electric companies. This rule was never approved by the Commission. However, it
stated that “A utrllty shall not give the appearance that the. utility speaks on behalf of its
affiliates or visa versa or that the customer will receive preferentlal treatment as a
consequence of conductlng business with the affi llates A utility many not promote or
advertise its affiliate’s relationship with the. utility nor allow the utility’s logo or name to
be used by the affiliate in all forms of media unless it is accompanied by a clear written
or audio disclaimer that states that the affiliate is not the same company as the utility
and is not regulated by the Commission.”

EFFECT ON GENERAL LEDGER IF FINDING lS ACCEPTED: ThlS finding does not
impact the general ledger.

EFFECT ON FILING IF FINDING lS A.CCEPTED: This audit does not-ha\rea fillng;
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CONFIDENTIAL

AUDIT FINDING NO. 3

; FPL has a confidentiality policy for infermation
entered on Its website that says that FPL does not reveal the customers confidential
lnformatlon to third parties, including other subsidiaries of the FPL Group The ‘
Commxssron has a rule establishing a Code of Conduct for gas companies that
disallows the transfer of confidential information between affiliates. A rule written in
March 2000 was proposed to provide standards for the electric companies on handling
the confidéntial information between regulated electric companies and affiliates. The
proposed rule for electric companies was never approved.

 STATEMENT OF FAGT:

2{
2S
A
27

2Y
29
- 30
3
32

33

FAl

38
36

3¢

FPL has conSIstentIy throughout the years applled for confidentiality of customer’s
mformatlon such-as customer’s account number, name and address.

Even though once the call is ended the screen is erased the FPLES representative still
receives the customer's [nformation at the start of the call. If the customer verbally
agrees that FPLES can provide further information, this information is also retained in
the database system. |

FPL’s Privacy Policy on related to its website says “FPL does not reveal any personal

information that is provided by our customers through our Web site to any third parties,
including other subsidiaries of the FPL Group, except when requested to do so by a
governmental agency havmg jurisdiction, or by a court of competentjunsdlctlon or other
operation of law.”

Commission Rule 25-7.072, 2 (b1) which is the Code of Conduct for gas service, states
that the company “will not disclose, or cause to be disclosed, to any marketer, broker or
agent, prevrously non- publlc [nformatlon about a customer without that customer s prior
authorization.”

37 Thisisarule for gas service, but it appears reasonable that FPL should not disclose

any customer information to any affiliate.

5 P>



A Commission Rule was proposed by staff on March 24, 2000 related to Chapter 25-6
-of the Florida Administrative Code for a Code of Conduct for electric companies. This
rule was never approved by the Commission. Although this rule was never approved,

_ the concept may be relevant to this issue. ltem 9(C).(1) states: “Utilities may not
release any proprietary customer information to any affiliate without the prior written
consent of the customer.” .

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING IS ACCEPTED: This
finding does not impact the general ledger.

EFFECT ON FILING IS ACCE‘PTED: This audit does not have a filing.
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| AUDIT FINDING NO. 4

2 SUMMARY: The FPL call care representative obtains personal information needed to
3 _establish electric sérvice from the customer before the callis transferred to FPLES.

INo time is allocated to FPLES for obtaining this information.

B R R

11 From the observatlon of new service. calls it was determlned that to gather customer's
12 information takes from 3 minutes and 18 secg ds to 7. mi tes. and 44 seconds

(3 depending on the type of call,
¢4 Some of the information obtaine

y FPL Is a benefit to
/S STATEMENT OF FACT: FPL's representative obtains customer information such as:
/& name, social security number telephone contact, whether the person.calling is the

(7 owner or the renter, current power status, ¢losing date, billing address, email address,
/¥ deposit information and verification of information. The computer does: a credit check -
(9 based on this information. The time it takes to process each call is ranges from 3

25 minutes and 18 seconds to 7 minutes and 44 seconds. (See attached summary of calls
21 observed). The cost for the time it takes to gather this information is not charged to '
22 FPLES. FPLES is not only benefiting : from the transfer call but also froi

23 information without havmg to spend addltlonal timeto obtain it ¢ on thei

2y
5
2L

2{/ EFFECT ON THE GENERAL LEDGER: This flndlng does not affect the general
2 Iedger ‘

27 EFFECT ON TH'E'F'IL_ING: There is no filing related to this audit.

CONFIDENTIAL




SUMMARY OF CALLS AND TIMES

1)

.2)

3)

2)

6)

7)

NEW SERVICE CALL
This call lasted 4 minutes and. 20 seconds from the time the customer called up

to the time.the FPL representative transferred the call and ‘spoke to the FPLES
representative.

During the request for new service the customer requested the bzlllng statement
be sent to a different address. This added time on to the catl

NEW SERVICE CALL ‘ '
This call lasted 3 minutes and 18 seconds. The customer's billing statement was

sent to the customer's address.

NEW SERVICE CALL
This call lasted 5 minutes and 16 seconds. The call was made by a friend of the

FPL customer. The FPL representat[ve gave the confirmation number and the
call was not transferred to-an FPLES representatlve because the cailer was not

vthe customer.

NEW SERVICE CALL :
This call lasted 4 minutes and 18 seconds. Dunng the request for new service
the customer requested his billing statement be sent to another address and thls

added time on to the call.

NEW SERVICE CALL
This call lasted 5 minutes and. 21 seconds. During the request for new servnce
the customer asked for the billing statement to be sent to another address. She

also asked if the name on the bill should be under the person renting for the -
- landlord which increased the Iength of the call. The customer seemed confused

as to why the FPL representative was transferrmg her to get her conflrmatlon
number. :

NEW SERVICE CALL -

Thls call lasted 4 minutes and 51 seconds The customer seemed confused ‘

between the confirmation number and the account number.

NEW SERVICE CALL

This call lasted 7 minutes and 44 seconds. The person calling was not the
customer. The FPL representative gave her the confirmation number instead of
transferring her to FPLES, because she was not the customer.
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| AUDIT FINDING NO. 5

Y EFFECT ON THE-GENERAL LEDGER: This ﬁnding does not affect the general
5 ledger. o ' :

> EFFECT ON THE FILING: There is no filing related to this audit.

1
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I AUDIT FINDING NO. 1

-\ SUMMARY: The script given to FPLES representatives who offer products and services
to FPL customers does not require the representative to say that they work for FPLES.
When calis were observed by Public Service Commission staff the representatlve did
say that she worked for FPLES.

The way the question is phrased when providing the conf" rmatlon number and offering

services insures that the customer has to' answer yes to the question if they want their

confirmation number. The confirmation number should be provided before they ask the
~ customer if it is alright for them to offer other services.

STATEMENT OF FACT:

%% EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not
2Y impact the general ledger.

%S EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing.

CONEDENTIR-
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AUDIT FINDING NO. 2

[ ——

SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard,
Power Surge and Surge Shield Protection. A customer may believe FPLES'is the-
regulated electric.company.

STATEMENT OF FACT:

I These programs are for Utility

uard insurance, Power Surge insurance and Surge Shield Protection. Utility Guard is
insurance for protection of water lines and electric lines and it's offered to the customers
when the call is transferred to the FPLES representative. ‘Also, FPLES: includes billing
inserts for Power Surge and Surge Shield Protection in FPL’s utility bills. Power Surge
is an insurance to provide protection for the customer’s electionics and appliances. It
reimburses the customer for repair or replacement for covered losses, up to the
maximum of their policy. Surge Shield Protection protects the appllances before surges
enter through the customer’s home’s electric lines or other vulnerable points of entry.
Surge protectors are installed on the meter and are monitored by FPLES.

When offerrng the Utrlrty Guard Plan the representatrve says that the services are
offered by FPLES. The billing inserts included in the electric bills shows that the Power
Surge insurance and the Surge Shield Protection plan are being offered by FPLES, an
affiliate of FPL. .

Customers may not be aware that FPLES is a non-regulated company. Having FPL i rn
the name may imply to the customer that FPLES i is the regulated utility. A rule :
proposed by staff on March 24, 2000 related to Chapter 25-6 for a Code of Conduct for
electric companies. This rule was never approved by the Commrssmn However, it
stated that "A utility shall not give the appearance that the utility speaks on behalf of its
affiliates or visa versa or that the customer will receive preferential treatment as a
consequence of conducting business with the affi liates. A utility many not promote or
advertise its affiliate’s relatlonshlp with the utility nor allow the utility’s logo or name to
be used by the affiliate in all forms of media unless it is accompanled by a clear written
or audio disclaimer that states that the affiliate is not the same company as the utlhty
and is riot regulated by the Commission.”

EFFECT ON GENERAL LEDGER IF FINDING IS ACGEPTED: This fmdrng does not
impact the general ledger.

EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing..

- © GONFIDENTIAL



FPL has a confidentiality policy for information
5 entered on its website that says that FPL does not reveal the customers confidential

¢ information to third parties, including other subsidiaries of the FPL Group. The

7 Commission has a rule establishing a Code of Conduct for gas companies that

¥ disallows the transfer of confidential information between affiliates. A rule written in

4 March 2000 was proposed to provide standards for the electric companies on handling
o the confidential information between regulated electric companies and affiliates. The

11 proposed rule for electri¢ companles was never approved.

/2 STATEMENT OF FACT:
/3 =¥~

/¥
Ay

|
{7
t¥
/9
A0

22 FPL has consistently thrbughﬁut the years applied for confidentiality of customer's
23 information such as customer’s account number, name and addre’ss

24 Even though once the call is ended the screen is erased the FPLES representative still
26 receives the customer’s information at the start of the call. If the customer verbally
2L agrees that FPLES can provide further information, th|s information is also retalned in

#7 the database system

FPL’s Privacy Policy on related to its website says “FPL does not reveal any personal
information that is provided by our customers through our Web site to any third parties,
including other subsidiaries of the FPL Group, except when requested to do so by a
governmental agency having jurisdiction, or by a court of competent ]unsdlctlon or other

operation of law

Commlsslon Rule 25-7.072, 2 (b1) which is the Codé of Conduct for gas service, states
that the company “will not disclose, or cause to be disclosed, to any marketer, broker or
agent, prewously non-public information about a customer without that customer’s prior

authorization.”
This is a rule for gas service, but it appears reasonable that FPL should not disclose

any customer information to any affiliate.

)



A Commission Rule was proposed by staff on March 24, 2000 related to Chapter 25-6
- ( of the Florida Administrative Code for a Code of Conduct for electric’ companies. ~ This
"I rule was never approved by the Commission. Although this rule was never approved,

- the concept may be relevant to this issue. ltem 9(C) (1) states: “Utilities may not
release any proprietary customer information to any affiliate without the prior written
consent of the customer.”

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING IS ACCEPTED: This
finding does not impact the general ledger.

j 'FECT ON FILING IS ACCEPTED: This audit does not have a filing.



g SUMMARY: The FPL call care representative obtains personal information needed to
3 estahlish electric service from the customer before the call is transferred to FPLES.

L'

’ s- n Ly o) - - -
\ b No time is allocated to FPLES for obtaining t

"\.7:7

2

g

(b

/¢ From the observatlon of new service calls it was determined that to gather customer’s
/Z  information takes from 3 minutes and 18 seconds to 7 minutes and 44 seconds.

/5 depending on the type of call.:

¢ Some of the information obtai

!

/ff STATEMENT OF FACT: FPL’s. representatlve obtains Customer lnformatlon such as:
/L, name, social security number, telephone contact, whether the person callmg is the
,'7 owner or the renter, current power status, closing date, billing address, email address,
¢y deposit information and verification of information. The computer does a credit check
/9 based on this information. The time it takes to process each call is.ranges from 3

20 minutes and 18 seconds to 7 minutes and 44 seconds: (See attached summary of calls
21 observed). The cost forthe time it takes to gather this information is not charged to
Zz FPLES. FPLES is not only benefi ting from the transfer call but also from obtaining this
23 information . without having to spend . additional time to obtain it on their own.

2y

2‘(‘{ EFFECT ON THE GENERAL LEDGER This fi f'ndmg does not affect the general

2 ledger.

% EFFECT ON THE FILING: The're is no filing related to this audit.
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UMMARY OF CALLS AND TIMES

1)

2)

3)

NEW SERVICE CALL

‘This call lasted 4 minutes and 20 seconds from the time the customer called up

to the time the FPL representative transferred the call and spoke to the FPLES
representative.

During the request for new service the customer requested the bllllng statement
be sent to a different address. This added time on to the call.

NEW SERVICE CALL
This call lasted 3 minutes and 18 seconds. The customer’s billing statement was
sentto the customer’s address.

NEW SERVICE CALL

This call lasted 5 minutes and 16 seconds. The call was made by a friend of the
FPL customer. The FPL representative gave the confirmation number and the
call was not transferred to an FPLES representative because the caller was not

~ the customer.

4)

5)

6)

7)

NEW SERVICE CALL

This. call lasted 4 minutes and 18 seconds. During the request for new service
the customer requested his billing statement be sent to another address and this
added time on to the call.

NEW SERVICE CALL

This call lasted 5 minutes and 21 seconds. During the request for new service
the customer asked for the billing statement to be sent to another address. She
also asked if the name on the bill should be under the person renting for the
landlord which increased-the length of the call. The customer seemed confused
as to why the FPL representative was transferring her to get her confi rmatlon
number :

NEW SERVICE CALL
This call lasted 4 minutes and 51 seconds. The customer seemed confused
between the confirmation number and the account number.

NEW SERVICE CALL

This call lasted 7 minutes and 44 seconds. The person calhng was not the
customer. The FPL representative gave her the confirmation number instead of
transferring her to FPLES, because she was not the customer.
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AUDIT FINDING NO. 5

EFFECT ON THE GENERAL LEDGER: This finding does not affect the general
ledger.

¢, EFFECTON ;I'HE FILING: Tijere is no filing related to this audit.
CONFIDENTIAL
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—2*} J : Florida Power & Light Company
; Docket No. Undocketed
FPLES Service Connect Process Audit
Audit Request No. 1
Page 1 of 1

Q.
- Set up a-meeting to discuss; )
. ' 1) Which affiltates received customer information.
2) How the confidentiality of such information is maintained by FPL and the affiliates.
3) Is there a customer agreement allowing use of such information?
4)Is any of the information obtained by non-affiliate companies?
5) What is the purpose and how is the confidentiality treated?

Clarification was: received for parts1 and 2 from. PSC, Kathryn Welch in the 12/8/05 meeting:
1) Which affiliates (all FPL affiliates) received customer information.
2) How the confidentiality of such information is maintained by FPL and the
- affi lliates (all FPL affiliates). :

A.
Meeting logistics:
" " Date: Thursday, December 8th
Time; 1:00.PM to 2:00 PM
Location: GO room 5123

1} Only FPLES. (This is a follow-up response from the 12/8/05 meeting) '
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Pcmapues Y ! v
RCA: #05-285-4-1 TUndocketed :

TYE: 12/31/05 ~ - L/
w00 M2n, | /%f Jog

! COMPANY: | FPL
2 TmE . MEETING RELATED TO THE FPL SERVICE CONNECT PROCESS
CLARIFICATION OF COST ALLOCATION RATE
2 PERIOD: 2004 AND 2005 .
Y AUDITOR: GABRIELA LEON Cﬁ*%\

The rates provided in DRR#5 are applied to.FTE.

6&7(&1/



X

AT S RS AR e e

ﬂ&lél'{ #!?

20

21
2z
23

2y

o2y

7’ 26

27

RIS~ N ey~

o

»

RCA: #05-235-4_1' Undﬂcketfd . M\\b\)@ C /\D:{ifllhl{)

TYE: 12/31/05

\BE“‘\\ Florida Power & Light Company
\ 0 \ Docket No. Undocketed
’ ' FPLES Service Connect Process Audit
’ . Audit Request No. 9
‘ Pagelofl

Please afrange for me to observe one of the FPLES! representahves that answer the transfer calls

- at thelr workstation.
Date: December 28,2005
Time: 2 00 t0.3:00 PM
" Location: 3
Security Access: arranged for Gabby Leon and lliana Piedra

Meeting Location:

Cell Phone Contact: Mana Besada 305-775-8865
Maria Besada will meet you in th
call.center loGation

nd direct you to the

LFO Address:
LFO Map: -

Flease note that-éll-auditor‘s notes will be dééignated as confidential.
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SUMMARY L TR

jorida Power and Light has a confidentiality policy on their

STATEM ENT OF FACT:

. website that’ says that FPL does not reveal the customers confidential information to
third parties, including other subsidiaries of the FPL Group. The Commission has a rule
-establishing a Code of Conduct for gas companies that disallows the transfer of
confidential: lnformatlon between affiliates. A rule written in March 2000 was proposed
to provide standards for the electrrc companies on handling the confidential information
between: regu!ated electric companies and affiliates. The proposed rule for electric
companies w!as never approved

T ppL has consistently throughout the years applied for confidentiality of customier’s

z3 ' -ihft)rmatio'n‘ s'uch as CUstomer"s account number, name and address.
2o T Even though once the cal! is ended the screen is erased the FPLES representatwe still
25 receives.the customer's information at the start of the call. [fthe customer verbally

% agrees thatFPLES can provide further information, this lnformatron is also retained in

27  the database system.

2y <Florida F’o_wer and Light's Privacy Policy on their wébsite says “FPL does not reveal any

- 29 personal information that is provided by our customers through our Web site to any third
%0 parties; including other subsidiaries of the FPL Group, except when requested to do o
i "bya governmental agency having jurisdiction, or by a court of competent jurisdiction or

%2 other operatlon of law.”

33 . Commnssron Rule 25-7.072, 2 (b1) which is the Code of Conduct for gas.service, states
3y that the company “w:ll not disclose, or cause to be dlsclosed to any marketer, broker or
35 agent, prevnously non-publi¢ information about a customer without that customer’s prior

3 adthonzatlon
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This is a mIeA for gas service, but it appears reasonable that FPL should not disclose -
any ( customer information to any affiliate or any other vendor for which they.sell
serwces

A Commnssxon Rule was proposed:- by staff on March 24 2000 related to Chapter 25 6
of the Flonda Administrative Code for a Code of Conduct for electric companies. - This
rule was never approved by the Commission. Although this rule was never approved,
the concept may be relevant to this issue. ltem 9(C) (1) states: “Utilities may not
release any proprietary customer information to any affitiate without the prior written
consent of the customer.” s

. EFFEGT ON GENERAL LEDGER IF SIGNIFICANT FINDING 1S ACCEPTED ThIS

ﬁndlng does not lmpact the general ledger.

EFFECT ON FILING 1S ACCEPTED This audit does not have a filing.
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Company: FPL

Title: ~ Summary of FPL care representative training
on finalizing New Service Orders

Date: ‘3-Jan-06

Auditor;  Gabriela Leon
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Company: Florida Power and Light W\\\{’
Title: Notes from the FPLES training manual 4 9

Period: 2004

Auditor.  Gabriela Léon

f
[A
3
¢ Date: 5-Jan-06
5
b
7

23
29
rAg

2L Askwhat does. it mean "NEVER CLEAR THE SEREEN IF YOU SPOKE TO.THE CUSTOMER"
2> 1did seein the observation that the screen was erased, but don't remember if she erased herself
Zb/ or if after the ¢all the screen is erased automatically. '
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Florida Power & Light Company
- Docket No. Undocketed,
FPLES Service Connect Process Audit
Audit Request No. 4
Pagelofl

Provide a copy of the script used by FPLES to offer services to customers.

Attached are the sctipts used by FPLES fo offer Connect Serwces to customers. The scripts : are,
numbered to provide a general idea of the flow of product offerin iring. the. call.}

Please note that the scripts are considered confidential for competitive reasons.
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Service Connect Process
RCA: #05-285-4-1 Undocketed
TYE: 12/31/05

- C e fudd e | @Q\x\a\ﬂ\a
! ,AUDIT%INDINGNOA @7%&6/‘1/@,(/ AY;

SUMMARY: The script glven to FPL Energy Services (FP‘LES) representatwes who

"2
3 offer products and services to FPL customers does not require the representative to say
q. that they work for FPLES. When calls were observed by PSC staff the representative
g did say that she worked for Florida Power and Light Energy Services (FPLES). '
7
¥
s The way the quest:on is phrased when providing the conf‘ rmation number and offering
to services insures that the customer has to answer yes to the question if they want their
¢! . confirmation humber, which they need. The confirmation:number should be provided

iz before they ask the customer if it is alright-for them to offer other services.

. ] _
/3 STATEMENT OF FACT:

% EFFECT ON| GENERAL LEDGER IF FINDING IS ACCEPTED This finding does not
30 lmpact the general Iedger

_ 3/ EFFECT ON FILING [F FINDING 1S ACCEPTED: This audlt does not have afiling.
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Florida Power & Light Company
Docket No. Undocketed

. FPLES Service Conuect Process Audit
Audit Request No. 3
Pagelofl

Q. . .
1) Provide a list and a description of all the services provided by FPL to FPLES

2) Explain how it is determined that FPL is fully reimbursed for all expenses incurred on behalf of
FPLES. Provide any related company procedures. .

s

A. .
1) General services that FPL provides FPLES Include accounting, financial, consulting, human
resources, systems and programs, education and - training; land management, legal, payroll,
management and administrative, computer services, printing and duplicating, -physical facilities,
software maintenance, license fees, and aviation services. These services are primarily billed to
FPLES through the Affiliated Management Fee (AMF):

In addition, FPL provides specific servlceé to FPLES as listed in the table below.

Specific Services FPL provides FPLES. Basis for charge . . _

1. Bill mailing and payment processing | Actual use - direct charge: fully loaded rate
2. Product line item billing ~ |Actual use — direct charge: fully loaded rate
v3.  Call handling - ‘IActual'use ~ direct charge: fully loaded rate

4 Creditchecks v . “IActual use = direct charge: fully loaded rate
'+ 15, Field Operations management ____|Actual use — direct charge: fully loaded rate
5. Information management ’ “|Actual use — direct charge: fully loaded rate
7. Legal - lActual use — direct charge: fully loaded rate
. 8. Marketing . . Actual use — direct charge: fully loaded rate
«+ 0. .  Product development ~ |Actual use — direct charge: fuily loaded rate’
10. _ Office space, furniture and equipment _ |Actual use — direct charge: fully loaded rate
11.- long distance telephone ] Actual use — direct charge; actual cost
12.  Materials and supplies ctual use — direct charge: cost plus FPL
‘[Stores loading -

2) FPL directly charges FPLES for speciﬁt: services and any related- expenses .incurred. FPL
payroll charges, for both ‘direct charges arid those billed through the AMF, are fully loaded to
capture indirect costs. See attached excerpts from the Cost Accounting Manual provided by FPL.

Piease note that the ekcerpt's from the Cost Allocation Manual is considered confidential.
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FPL 1.7

s L - ice Connect Process [
L. . RCA:#05-285-4-1 Undocketed }‘G /
: TYE: 12/31/05 / 2
NINEES

B o DLLAFE Y LY
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il ! ) \\ Florida Power & Light Company
l . “\ Docket No. Undocketed
3 \D FPLES Service Coninect Process Audit
q 0 Audit Request No. 6
< Page I of 1
‘. o. _ |
7, ] 1) "Provide training materials for the customer care representatives and the FPLES
¥ representatives. Highlight the training related to confidential procedures.
% 2) Which companies does FPLES offer to connect to by area?
0 3) What commission does FPLES get for the connection?
" 4) Does FPLES offer its own gas service?
. 5) Does FPLES offer other gas company services?

1) See attached files containing training materials covered with the FPL Representative during the
service connect process. See training book submitted that contains training material covered with
- the FPLES Connect Services Representative. Customer confidentiality is covered in FPL’s Code
of Conduct {page 14), which is avallable in attachment in response to question #10.
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JFlorida Power & Light Company

Docket No. Undocketed
FPLES Service Connect Process Andit
Audit Request No. 8
Page 1 of 1
Q. _ L .
1) Describe how FPLES Connect Services signs up customers for other services as telephone or
cable

2) Provide procedures.
3) List all companies that FPLES attempts to offer services to new.customers.
4) When FPLES addresses the customer, what companies do they offer connection to.

5) Also determine how FPLES is.reimbursed for offering services of other non-affiliated
compames

6) Provide procedures.

1) See the FPLES Representative training material submitted in response to quésfidn #6.
2) See the FPLES Representative training-material submitted in response to question #6.

3) See response to question # 6 for a list of all the FPLES Connect Services servipt_a providers.

4) See response to question #6 for a list of all the FPLES Connect Services service providers.

6) See response to question #6 related to the feis received by FPLES. -
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- FPL
R . Service Connect Process
RCA: #05-285-4-F  Undocketed
- TYE: 12/31/05

we DL -

Q.
" please provide a copy.

2) Has the conipany updated this study?

A,

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 12

Page1ofl

1) The answer pi'ovided in Documént Record Request #5 was based on a study/studies; if so,

1) The document provided in response to request #5 contains any studies conducted.

2) The document provided in response to request #5 is the most updated analysis at this time.
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Service Connect Process -
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RCA:#05-2854-]  Undocketed

TYE: 12/31/05
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Florida Pawer & Light Company

] ) :

(2 Docket No. Undocketed -
3 _ -‘\ A FPLES Service Connect Process Audit
y ) F\\D Audit Request No. 11
5 G Page 1 of1
L .
2 Q. .

What commission does FPL receive for the connection to FPLES?
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Florida Power & Light Company
Docket No. Undocketed
FPLES Service Connect Process Audit
Audit Request No. 14

Pagelofl

CONFDENTIAL

1) Are the only calls transferred to FPLES for new service?
2) How many calls are fransferred in a year?

3) Provide the number of calls for the years 2003 and 2004.

3) See response to #2 for the specific amounts for the years requested.
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Servite Connect Process .
Jdocketed

RCA: H05-2854-F U«

. TYE: 12/31/05

Florida Power & Light Company
Docket No. Undocketed .

FPLES Service Connect Process Audit
Audit Request No. 16

Pagelofl

Q.

Does the customer information get entered into the FPLES database system?

A.
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Florida Power & Light Company
Docket No. Undocketed
FPLES Service Connect Process Audit

-Audit Request No, 19
Pagelofl

CONFIDENTIAL

The attached trainihg given to FPLES representative under Critical Elements it says "Never Clear
the screen it you spoke to the customer”.

1) What is the representative supposed to do?

2) My understanding from the observation at the care' center-was that the customer's information
is erased from the screen once the call has ended. Where does the customer information go?

3) Is it kept in the database at FPLES?

at
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A Sexvice Conneet Procass

¢ RCA: #05-285-4-1  Undecketed

N——r TYR: 12/31/05

AUDIT FINDiNg NO.4 C@\L@L&W

' SUMMARY: The Florida Power and Lightall care representative obtains personal
information from the customer before the call is transferred.to FPLE

‘No time is alfocated to FPLES for obtaining this information.

|
From the observatzon of new service calls it was determined that to gather customer's

information takes from 3 minutes and 18 seconds to 7 minutes and 44 sec
depending on the type of call.

Some of the mforma’uon obtained by FPL is a benefit to FPLES.

STATEMENT OF FACT: FPL's representative obtains customer information such as:
name, social security number, telephone contact, whether the person calling is the
owner or the renter, current power status, closing date, billing address, email address,
deposit rnformat:on and verification of information. The computer does a credit check
based on this information. The time it takes to process each call is ranges from 3
minutes and j8 seconds to 7 minutes and 44 seconds. (See attached summary of calls
observed). The cost for the time it takes to gather this information is not charged to
FPLES. FPLES is not only benefiting from the transfer call but also from obtaining this
information Wlihout having to spend additional time to obtain it on their o

EFFECT ON ITHE GENERAL LEDGER: This finding does not affect the general
ledger.

EFFECT ONiTHE FILING: There is no filing related to this audit.

UapZ



'SUMMARY OF CALLS AND TIMES

1)

2)

3)

4)

5)

2

7)

1 e

H . eeConnu:thc&

! S 2 H0528541 Undocketed
| = TYE: 1231105

i,
| T ‘9 oltefo7-

NEW SERVICE CALL
This call lasted 4 miriutes and 29 secornds from the time the customer called up
to the tlme the FPL representative transferred the call and spoke to the FPLES

' representatlve

Dunng the request for new service the customer requested the bI”Iﬂg statement
be sent to a different address. This added time.on to the call.

NEW SERVICE CALL

“This call lasted 3 minutes and 18 seconds. The customer’s billing statement was

sent to the customer’s address

NEW SERVICE CALL : :
This call lasted 5 minutes and 16 seconds The call was'made by a friend of the
FPL customer. The FPL representative gave the confirmation number and the

call was not transferred to an FPLES representative because the caller was not

the customer

NEW SERVICE CALL

This call lasted 4 minutes and 18 seconds. During the request for new service
the customer requested his billing statement be sent to another address and this
added tlme on to the call.

|
NEW SERVIGE CALL

"This call lasted 5 minutes and 21 seconds. Durmg the request for new service

the customer asked for the billing statement to be sent to another address. She
also asked if the name on the bill should be uhder the person renting for the
landlord which mcreased the length of the call. The customer seemed confused
as to why the FPL representative was transfernng her to get her confirmation
number

NEW FSERVECE CALL
This call lasted 4 minutes and 51 seconds. The customer seemed confused

between the confirmation number and the account number.

NEW SERVICE CALL
This call lasted 7 minutes and 44 seconds. The person calling was not the

'customer The FPL representative gave her the confirmation number instead of

tran'sferring her to FPLES, because she was not the customer.
|

i
|
|
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EFFECT ONTHE GENERAL LEDGER: This finding-does not affect the general
ledger. .

T a4 eN

'EFFECT ON THE FILING: There is no filing related to this audit.
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;_STATEMENT

. ; W
AUDIT FINDING NO. 2 _ f}\\

SUMMARY: 'FPL Energy Services offers several programs to FPL customers such as
Utility Guard, Power Surge and Shield Protection. A customer may believe FPL Energy
Servnces is the regulated electric. company. .

hese
tility Guard insurance, Power Surge insurance and Shield Protection.
Utlllty Guardj is insurance-for protection of water lines and -electtic lines and it's offered

- to the customers when the call is transferred to the FPLES representative. Also, FPLES

includes bllhng inserts for Power Surge and Shield Protection in FPL’s utility bills.

Power Surge is an insurance to provide protectlon for the customer’s electronics and
appliances. It reimburses the customer for repair or replacement for covered losses, up
to the maximum of their policy. Shield Protection protects the appliances before surges
enter through the customer’s home's electric lines or-other vuinerable points of entry.
Surge protectors are installed on the meter and are monitored by FPL..

When offenng the Utility Guard Plan the representative says that the servnces are .
offered by FPL Energy Services. The billing inserts included in the electric bills shows
that the Power Surge insurance and the ShlescLProtectlon plan are belng offered by FPL

" Energy Serwces, A~ OWQ % =

Customers may not be aware that FPL Energy Services is a non-regulated company
Having FPL in the name may imply to the customer that Energy Services is the
regulated utility. A rule proposed by staff on March 24, 2000 related to Chapter 25-6

. for a‘Code of Conduct for electric companies. This rule was never approved by the

Commission. However, it stated that A utility shall not give the appearance that the
utility- speaks an behalf of its affiliates or visa versa-or that the customer will receive
preferential treatment as a consequence. of conducting business with the affiliates. A
utility many riot promote or advertise its affiliate’s relationship with the utility nor allow
the utility’s logo or name to be used by the affiliate in.all forms of media unless it is -
accompamed by a clear written or audio dlsclalmer that states that the affiliate is not the

. same company as the utility and is not regutated by the Commission.”

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not -
impact the general Iedger

EFFECT ONi FILING IF FINDING IS ACCEPTED: This audit does not have a filing.

CONFIDENTIAL
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FLORIDA POWER & LIGHT COMPANY

PAGE 002 Z
ON-DEMAND QUERY REPORT 3
- ACCRUAL -—-—- SCHEDULED INFORMATION =w--
cYcC REVERSE START DATE S5TOP DATE. FREQUENCY
YES

{ROT SCHEDULED}

————— — ENTERED/LAST CHAHNGED INFORMATION
DATE TIME PERSON
004-04-28 15,52 MERCEDES LEON

~~-— EXCEPTION APPROVAL INFORMATION ~-
LOC SECT DATE TIME PERSON
0003 0046

EF §

| ~ACCOUNT-

LoC

00738
0042
0013
0042
0044
0999
0042

..0043
.0078.

0078
0078
0o
0078
0078
0326
0326
0326
0010
0010
078
0078
0078
0078
0042

0042
[+]s )ji]

— ———
# T K LN OPRR S Ty
———--NOTE: THIS IS R PSEUDO TRANSLATION———— — it
BAY - BUCS TRANSLATION —=~e——— e 12
AMQUNT ERC LOC DESCRIETION GL ACCT WO ER LOGC . FL ACCT EAC PERCNT TYPE |3
4.00 730 SYSTEM CHGS CHECK PROCESS 146.906 0000¢ 000 0078 000,0000 *** 100.00 NOOE 4§
-.00— 790 SYSTEM CHGS CHECK PROCESS 903.000 00000 COO 0042 000.0000 *%* 100,00 OPER ‘g
39.00 780 SYSTEM CHGS CHECK FROCESS 146.906 00000 000 0013 000.0000 *¥* 100.00 NOOP |{fg
7.00~ 790 SYSTEM CiIGS CHECK PROCESS 903.000 00000 000 0042 000.0000 #*+ 100,00 OPER 47
2.00- 730 SYSTEM CHGS CHECK PROCESS $21.100 00000 000 0044 000.0000 *#+ 100.00 OPER %
72.00 150 SYSTEM CHGS CHECK PROCESS 146.G10 00000 000 0999 000.0000 **+ 100.00 NOGP 4
40.00~ 790 SYSTEM CHGS CHECK BROCESS 903.000 00DOO 000 0042 000.0000 ** 100.00 OPER , /
SYSTEM CHGS CHECK PROCESS 821,100 00000 000 0OA4 000,0000 ¢*4 100.00 OFER £ +3 oo FPLES Velas Gbdel
CENTER CHARGES 146,906’ 80900 000 0078 000.0000: *¥+- 100.00 'NOOP V12 ACCVUS -~ el
CENTER CHARGES 146,966 60000 UUUU078 000.0000 ++% 160.00 NGOF /L3 fn
CENTER CHARGES 146.506 00000 00 0078 000.0000 +++ 160.00 NGO/ P
CENTER CHARGES 146.906 00000 DOO DOTB 000.0000 *** 100.00 Noop\f-zé'
CENTER CHARGES 146,506 00000 DOO D078 009,0000 *** 100.00 NODEi;%‘p .
CENTER CHARGES 146,306 00000 000 0078 000.0000 *** 100,00 NOOE v/27 oo B o
CENTER CHARGES MWW%Q‘@; Spa Tuligheve CH P
802 CENTER CHARGES 503.15¢ 00000 000 0.0000 %+ 100.00 OPER 2§
811 CARE CENTER CHARGES 903.150 00000 D00 0326 00D.0000 **+ 100,00 OPER : ~ ey
760 CARE CENTER CHARGES 926.122_00000. 000 0010_000,0000*#2.100_0J_QRF) e OSel foe PO Exe i 6"\‘
876 CARE CENTER CHARGES 922,120 00C00 OCO 0010 000.0000 frAt
794 PAYMENT POWER

*+% 100.00 OPER _n  Pamern Y (Ut
1TE-506 60060 0G0 6076 00U, 0BE0 F%% 100,00 NOOR §C Perge UUJ’%M&
794 ' PAYMENT POWER 146.906 £ODOO 000 0078 000,0000 ¥%¢ 100.00 NooP
794 UTILITY GUARD 146.506 DOOOD 000 D078 600.0000 *+*+ 100.00 NooP %,
,236.83 794 SYSTEM CHARGES 146.906 0DOOD 00O DO78 00Q.0000 *+¢ 100.00 NOGE
3,861.45- 790 SYSTEM CHARGES ~ 903,000 DODOO 000 DO42 DOO.0000 *** 94.00 CPER ?
903.300 00000 000 0042 000.0000 ***  6.00 OPER
2,158.65- 630 SYSTEM CHARGES 903.000 00000 000 0042 000.000Q *** 100.00 CRPER a
269,20 194 SYSTEM CHARGES 146,906 00000 000 0078 000.000¢ *** 100.00 NOQF 46

QQ\\\?\‘)‘E\\\T\&\.
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REPORT: 0%43-001-040331 FE

coMeany : 0

LEDGER

FLORIDA POWER & LIGHT COMPANY
ON-DEMAND QUERY REPORT

PAGE 002

000

K ~—m POSTED ~=—m RCCRUAL =———~ SCHEDULED INFORMATION —me—
DATE  JVi PAGE# SRC  STATUS DATE cyc REVERSE START DATE STOP DATE FREQUENCY
200403 31 00?4 65000 COMPLETED YES (NOT SCHEDULED)
H /j
[E—— u'gnév'an INFORMATION ———-———= —————— ENTERED/LAST CHANGED INFORMATION —=———- —~_. EXCEPTION APPROVAL INFORMATION —v
DATE TIME PERSON DATB TIME. PERSON LOC SECT DATE TIME PERSON
. 2004-03-31 15.36 MERCEDES LEON €009 0046
= ;
REMARKS ¥ TO 'HE FOR SYSTEM CHARGES FOR JANUARY 2004
B .
AT iDEF FIT - K tmanoPORS T
L ~—-—NOTE: THIS IS A PSEUDO TRANSLATION——m——
| ~-ACCOUNT— PAY e BUCS  TRANSLATION a—oemme——me
SEL D/C WO 3y ER CMP SEC/U LoC m/g/um EAC 10C DESCRIPTION . GL ACCT WO  ER 1OC PL ACCT EAC PERCNT TYPE
“*%> D 02030099 D00.3400 0078 72,00 7390 'SYSTEM ‘CHGS CHECK PROCESS 146,906 00000 000 0078 000,0000 *** 100.00 NOOP
4> C 044751092 000 0000 0042 2,00~ 190 SYSTEM CHGS CHECK PROCESS' 903.00C 00000 000 0042 000,.0000 *+* 100.00 OPER
***> D 03130'{099, 000 0000- COL3 .00 1790, SYSTEM CHGS CHECK PROCESS 146.906 00000 000 0013 000.0000 ##* 100.00 NOOP
*ea> C 04475092 -000 0000 G042 5.00- 750 SYSTEM CHGS CHECK PROCESS 903.000 00000 000 0042 000.0000 *** 100.00 OPER
S®e%> C 014131090 000'0500 0044 123,00~ 790 - SYSTEM CHGS CHECK PROCESS 321.100 00000 000 0044 000.0000 **+ 100.00 OPER
***> D 3499|099 000 0000 0399 3.00 790 SYSTEM CHGS CHECK PROCESS 146.610 00000 000 0335 000,0000 *%* 100,00 ROOP
wex> ¢ 044751092 000 0000 0042 30.00- 790 _SYSTEM.CHGS CHECK PROCESS 903.000 00000 000 0042 000.0000 *+* 100.00 OPER
*+%> € 014131090 00D 0500 :'0044 . SYSTEM CHGS CHECK PROCESS 921.100 000CO 000 0044 000.0000 *«* 100,00 OFER
*w> D 00075!099 000 3200 Q078 CARE CENTER CHARGES 146,906 00000 000 0078 000,0000 *+* 100.00 NOOP
«*%> D 00070/099 000 3400 0078 . CENTER CHARGES 146.906.00000 000 0078 000,0000 **+ 100,00 NOOP
*%43 D 01070099 000 3400 0078 CENTER. CHARGES 146.906 00000 000 0078 ©00.0000 +** 100.00 NQOE
«x+> D 000741099 000 3400 0078 CENTER CHARGES 146,906 00000 000 0078 00,0000 *** 100,00 NOOP
**&> D 00076:099 000 3400 0078 CENTER CHARGES 146,906 00000 000 0078 00Q.0000 *++ 100.00 NOOP
*%+> D 01060,099 000 3400 0078 CTENTER CHARGES 146.906 00000 000.0078 000.0000 *** 100.00 NOOP
**%> €T D4401:092 000 0000 0326 CENTER CHARGES 903.150 00000 000 0326 000.0000 *%% 100,00 OPER
**¢3 C 04401002 000 0000 0326 CENTER CHARGES 903.150 DOOOO 000 0326 000,0000 *** 100,00 OPER
*x> G 04401}092 000 0000 0326 CARE CENTER CHARGES 903.150 00000-000 0326 000.0000 *** 100.00 OFER
*%+> G 030591091 000 0000 0010 CARE CENTER CHARGES 926,122 00000 000 0010 000.0000 ** 100.00 OPER
w45 £ 00295032 000 3700 0010 CARE GENTER CHARGES 922,120 00000 0CO DD1O 000.D000 *+* 100,00 OFER
*4%> D 00068029 000 3400 0078 PAYMENT POWER 146.906 00000 000 0O7B 000.0000 *#* 100.00 NOOP
*44> D 00072093 000 3400 0078 PAYMENT POWER 146.906 DOO0O 000 0078 000.0000 +** 100,00 NOOP
*%> D 00082 i099 0Q0 3400 0078 UTILITY GUARD 146.906 00000 Q00 0078 G00,0000 **+ 100,00 NOOP
*+%> D Q0G5 099 000 3400 0078 ,06D.61. 794 SYSTEM CHARGES 146.906 00000 000 0078 000,0000 *#* 100,00 Noop
**+>'C 010127090 000 0300 0042 3,375.69- 790 SYSTEM CHARGES 903.000 00000 000 D042 00D.DOOD *** 94.00 OPER
i : ) 903.300 00000 000 0042 000.0000 *** 6,00 OPER
*x«> C 04475 {092 000 0000 0042 1,886.97- 630 SYSTEM CHARGES $03.000 00000 000 0042 ©00.0DODO. *** 100.00 OPER
**> D 01055 1099 000 3400 .0078 269.21 794 SYSTEM CHARGES 146.906 00000 00C 0078 000.0000 *** 100,00 NOGP
.
)
i
s o -

PN PE W

NEDENTIAL

’\‘d\L\EQ\ﬁ\\\DS



FE

~ACCOUNT-~

SEL D/C WO BR CMP SEG/U LOC AMOUNT
1 : .
' BATCH TOTAL: 9,484.66

FLORIDA POWER & LIGHT COMPANY

PAGE 003
ON-DEMAND QUERY REPORT

PAY

~NOTE: THIS IS A PSEUDO TRANSLATION--—— .
EAC 1OC .DESCRIPTION

~=—=———w BUCS  TRANSLATION ———m— ____
GL ACCT KO ER LOC PL ACCT EAC PERCNT TYPE

TOTAL ENTRIES: 26

CON

T\



. - P

/," FE FLORIDA POWER & LIGHT COMPARNY PAGE 002 ‘
l ' / ON-DEMAND QUERY REFOQRT z
A
C
g .
LB, LaR Al ~-— POSTED —— ACCRUAL v SCHEDULED INFORMATION wo— 3
DATE JvE PRGEF SRC STRTUS DATE cyc REVERSE START DATE STOP DATE FREQUENCY Y
200403 31 0:..7? 65000 COMPLETED YES {NOT SCHEDULED) ;
Pl ‘
. foel
FRSS— ¥ )3 ! WAL INEC TION —-~——==—=w ~———— ENTERED/LAST CHANGED INFORMATION ——-——— ——— EXCEPTION APPROVAL INFORMATION —— (0
DATE IME PERSON DATE TIME PERSON 10C SECT DATE. TIME PERSON
I % 1 2004-03-31 15.51 MERCEDES LEON 0009 0046 %
REMARKS F FOR/ SYSTEM CHARGES FOR FEBRUARYZ2004 q
) _—"
—
#}G/dipg)ze H ITT T kL M NOPY A ST
' ) ——~-NOTE: THIS IS A PSEUDC TRANSLATION w
.. —-ACCOUNT- . EAY —~ BUCS TRANSLATICN — o
SEL D/C 'HO {ER CMP .SEC/U LOC AMOQUNT EAC I10C DESCRIPTION GL ACCT WO ER LOC PL ACCT EAC PERCNT TYPE e A
«+%> D 020301099 000 3400: 0078 4.00 T90 'SYSTEM CHGS CHECK PROCESS 146.906 00000 000 0078 (00,0000 *** 100.00 NOGP 473
*a4> ¢ 04475 ]092 000 0000, .0042 .00~ 790 SYSTEM CHGS CHECK PROCESS $03.000 00000 000 0042 000.0000 +++ 100.00 OPER {y
Axds O 000 0000° 0013 5.00 790 SYSTEM CHGS CRECK PROCESS 146.906 00000 000 0013 060,0000 *** 100.00 NOOP ;¢
+hk> © 92.,000 000D 0042 . 6.00~ 790 SYSTEM CHGS CHECK PROCESS 903.000 00000 000 0042 000,0000 #** 100,00 OPER
*4A> C ) 000 0500 , 0044 29,00~ 790 SYSTSM CHGS CHECK PROCESS 921,100 00000 000 0044 00D.0000 *++ 100.00 OPER s
*e> D 03499099 0000000 .0999 M1.00 1790 - SYSTEM CHGS CHECK PROCESS 146.610 00000 000 0999°000.0000 *** 100.00 NOOP /'
«%> ¢ 04175092 0000000, 0042 -28.00- 790 SYSTEM CHGS CHECK 'PROCESS 903.000 00000 000 0042 000.0000 **% 100.00 OPER "%
wh4> ¢ 0141317090 000 0500 0044 82,00~ SYSTEM CHGS CHECK PROCESS 921.100°00000 000 0044 000.0000 *** 100,00 OPER
sx¥> D 00075;099°000. 3400 0078 - JICCARE CENTER CHARGES 146,906 00000 DOG 0078 000.0000 **% 100,00 NOOP {?
wh%y D 000 34007 0078 : CARE CENTER CHARGES 146,906 00000 000 0078 000.0000 **+ 100.00 NOOP g7
“hiy D 000 3400 -0078 CARE CENTER CHARGES 146,906 00000 D00 G078 000.00DD **+ 100.D0 NOOE p3
LALES ) 000 3400. 0078 CARE CENTER CHARGES . 146.906 00000 00O 0078 000.0000 **+ 100.00 NOOP 2y
e3> D boo 3400 0078 " CARE CENTER CHARGES 146.906 00000 000 UO78 000.0000 *+* 100.00 NOCP
Fryse 000 3400 0078 CRRE CENTER CHARGES 146.906 Q000D 000 DDTB 000.0000 *+* 100.00 NOOP ﬁ
“xky @ 000 D000 0326 TARE CENTER CHARGES 903,150 DODOD 000 0326 000.0000 *** 100.00 OPER 2%
ALLTAN 000.0000° 0326 802 CARE CENTER CHARGES 903.150 00000 000 0326 000.0000 *** 100.00 OPER ¥
LLL P 000 0000 ..0326 811 CARE. CENTER THARGES 903.150 00000 000 0326 000,0000 *** 100.00 OPER 29
*%%x C 03099]091 000 D000 0010 160 -CRRE CENTER CHARGES 926,122 00000 000 0010 D0O.000C *** 100.00 OPER 3¢
wxs> c 0D2H5!p92 000 3700 0010, 876 CARE CENTER CHARGES 922.120 00000 000 0010 000,0000 *** 100,00 OPER g
«x&> o DOOGHI099 000.3400 DOTB 794 PAYMENT POWER 146.906 00000 0DO 0078 00D,0000 *%* 100,00 NOOP 32
%95 '2. 099 000 3400 0078 794 PAYMENT POHER 146.506 00000 D00 0078 000.0000 *%% 100.00 NOOP 3
whk> D 099 000 3400 0078 794 . UTILITY GUARD 146,906 00000 000 0078 DUO.C0D0 *** L0O.00 NOOP
whwy b 099 600 3400° 0078 7060.61 794 SYSTEM CHARGES 146.906 00000 000 0078 000,0000 %% 100,00 NOOP 1}
wrwy 41000 000 0300 0042 3,749.56~ 790 SYSTEM CHARGES 903,000 00000 OO 0042 D0D.0GOO *+* 94.00 OPER F{
i o T 503.300- 00000 000 0042 000.00D0 *** 6,00 OPER
w4y C 0000 0042 2,094722- &30 SYSTEM CHARGES .903.000 00000 000 0042 000,0000 *** 100,00 OPER ¢
#2435 D 3400 . DO78. €9.20 794 SYSTEM CHARGES 146.906 00000 00% DO78 000.C00Q *** 100.00 NOOP 39
.
=
' : 1
¥
"
_I. B
2 N i R AR S f
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FLORIDA POWER & LIGHT COMPANY PAGE 002
ON-DEMAND QUERY REPORT

ww————NOTE: THIS IS A PSEUDO TRANSLATION-———
PAY BUCS TRANSLATION wrr—————————

" —ACCOUNT-
ER 1LOC PL ACCT EAC PERCNT TYPE

SEL D/C WO , ‘ER CMP SEC/U LOC AMOUNT EAC L0C DESCRIPTION GL ACCT HO

:
f .
BATCH TOTAL: 10,257.78 TOTAL ENTRIES:

CONTNRQLIAL
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Service Connect Process ) ;..-' _5'5
RCA: #05-2854-1 Undocketed i ;:
TYE: 12/31/05 @‘&p‘
. — g

- Y Al i

Title; Oo\%p}uuam N :FRfﬂé-@ﬁM 22,7 aliwe A
Z N ] _ i

— I - I [ L ] T

Florida Power & Light Company

Docket No. Undocketed

FPLES Service Connect Process Audi

Audit Request No. 21 . ’
Page1of1l

Q. ' : ' “
Please arrange for us to observe an FPL representative. We would like to be able fo observe
when new customers call to initiate service or to transfer service to another residence.

A.
Meeting logistics:

Date: . Wednesday, January 25th
Time: 12:00 PM to 1:00 PM - ‘
Location: M.Besada and W. Goldscheck will meet you in the LFO lobby
@ 11:50 AM ’ ’

INTEGRITY BUSINESS FORMS, INC.  Phone: (847} 698-2626  Fax: (847).6984608 |, Emai: integbus @ acl.com

FLL b bir i




FPL
Service Connect Process

RCA: #05-285-4-1 Undocketed
TYE: 123105

- CODENTA-

INTEGRITY EUEINéSS FORMS, INC.  Phona: {847) 598-2626 Frx (837) 6984608 _ Emall: integbus @aolcom

T T
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Service Connect Process
RCA: #05-285-4-1 Undocketed
TYE: 1231/05

Tmc:——(mm@y—wfwo ;/10 ujﬂT ol

T ™

;?
- .- T T T . >
INTEGRITY EUSJNéSS FORMS, INC.  Phone: (847) 636-2626 Fax {847) 6384608  Email; integbus & aolcom
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RCA:#05-2854-1 Undocketed ’:A [
TYE: 12631/05

: N /‘azullni() - [//Ob
Title: [

INTEGRITY BUSINESS FORMS, ING. (847} 5982625 FAX (847) 698-3808
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FPL

Undocketed

Service Connect Process
RCA: #05-285-4-1
TYE: 12/31/05
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CONFIDENTIAL

‘CONFIDENTIAL
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FHDENTIAL

[847) B08-2626 FAX {B47) 5984608

INTEGRITY BUSINESS FORMS. INC.
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INTEGRITY BUSINESS FORMS, INC. - (B47) 658:2626  FAX [847) §98-4508
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FPL

Pail

- Service Connect Process  _
RCA:#05:2854.1  Undocketed /fﬁ L

TYE: 1231/05

’ ~ . - ' = I-—s ] /fl f
Tm“;M\LML z// 2

i

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 7

Page I of1

CONFIDENTIAL

1) Provide all bill inserts by month for 2005.

2) How -does FPL get pald for including these inserts (ie. Does FPLES pay FPL or do the
individual advertisers). )

3) If FPLES does, provide revenues earned.
4) How does FPL determine how much is a reasonable advertising fee?
5) Provide the analysis that shows how muich it costs to send a bill.

6)lProv'ide the account you record 're\'!enue,s for theése adds in.

7) Prlnt out the account for the most recent 12 month data and highlight these revenues.
1) See aftached files displaying the FPL bill inserts for 2005 as requested. ™ ~— ‘

" 7 ’\q'
5) Attached is the analysis requested that shows how much it costs for FPL to send a bl" -~ Q’\_Li -

C B’Lﬁ 4
6) The revenues associated with the EPL Bill Staternent Advertising program are recorded in FPL
account 456.022. - .

7) See attached file for the print out of FPL account 456.022 for January through December 2005@
revenues specific to the FPL Bill Statement Advertlsmg program.
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Slfr[\;x‘cc Connect Process : : . V \—]Z;IZ E

RCA: H05285.4.1 y l ; "
TYE. TZBIIGSK Undocketed {Jvf)} - 3 &[‘
. ; ozl
- [% 17,1
Titl::%L O
1 3
<

.

CO N F, D E N-” AL Florida Power & Light Company
’ : Docket No. Undocketed
LEPLES Service Connect Process Audit
G 0 N Fl Audit Request No. 17 .

Pagelofl

1) IS FPLES paying FPL for their billing inserts?
2) If so, please provide documentation for this and

3) Also, show me if this rate is comparable to what other compaﬁies are paying FPL for their own
billing inserts

1) Yes.

2) See attached journal entry that documents the transaction between FPLES and FPL. Note that
the revenue to FPL is recorded in FPL’s account 456,022, while the debit is tecorded on the -
books of FPL to the inter-company account 146.906 - "FPL Receivable from FPLES- VAPS",

CONFIDENTIAL

e

penssenssanssniiN NI REANER




Service Connect Process
RCAI#05.2854.]1 Undock

) 2 i kete
TYE: 12/31/05,_ e

- SCHEDULED TREGRHAT

iPhts  ov# Pnczf SBS . STATUS .  DAIE ‘cvc * . pEVeRsE  swaRe DATE S10F DATE FRBQUENCY -
200511 79 0208 65000 COMPIZTED, . w © " (NOY SCHEDUIZD) ’
APZROVAL INEORMAITION - ENTERED/IAST CHANGEDS INFORMATION re——— ° —— EXCEPIION AFPROVAI INFORMATION —
DATE ¥IMZ PERISON ) paxe * ZIME PERSON : LOC SICI DATE TIME PEHSON
2005-11-16 16,29 10M ROTHZG “gor8 0§00 - E

\6 ‘c‘ O ’ _F:/ : ———NOTR: THIS TS A PSEUDG TRANSIAZION- -
o By - —s 63 IRANSIATION -

MOUNI |ZAC JOC DESCRIPTION - 61 'accT o' £R.LoC PLacci EAG PERCNI IYEE
1¥R.RYCGRD BITY STMI REV, 456.022 00DQ0 000 G078 000.0000 “*+* 100.00 Noc®

" TFR RECORD BILL SIMI REV e ' :
TFR RECORD BIIL EPMT REv '

SEL D/C.Wo  ER e SEC/U 1oC
*aw> ¢ 00066 094.000 3400 o078
++*3 D (0000 000 14§ S060 0078
'#%> D 00000 000 14679060 0078

BAICH IOIAL:




FPL {
Service Connect Py, — 7
ect Process °
ROA#0328541  Undockered ’ ]W A OLV
TYE: 1231405 ; _ i | vl/ijl L
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Title:
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Florida Power & Light Cumpany
Docket No, Undocketed

FPLES Service Connect Process Audit
Audit Request No. 22
Pagelofl -

1) Please provide your policy that shows what you require of compames that advertise’ through
your bill stuffer. .

2) Is there any FPL review of the companies? (i.e. financial integrity, reputation, etc.)

7o-51

¥

3) Provide the cntena of the revnew

4) Does FPL review the bill stuffers to determine if the advertisement appears to lndlcate that FPL
is endorsing the company, its products or services?

5) Provide criteria used.

1) See attached screening criteria worksheet used in the bill insert mahagement review process.

2) Yes. ‘

3) See attached screening criteria worksheet.

4) Yes.

5) As part of the management review process, FPL reviews the content of the bill insert. If the bill - .

insert content appears to indicate that FPL sndorses the company, its products or services, then
the bill insert is not approved.
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FPL
Service Connect Process

'RCA: #05-285-4-1  Undocketed

T
N ) TYE: 12/31/05

—Title: y _ Qg /LOU{C;

. -‘\ P\\_ Florida Power & Light Company.
N?\DE“ Docket No. Undocketed .
GQ FPLES Service Connect Process Audit
: - Audit Request No. 23 .

' Pagelofl -

1) Is there any other action FPL has taken to ensure that bill stuffers do not indicate FPL

_endorsement?

!
2
3
:
o
t'd
7

2) Please provide.

o 3) Has FPL ever denied any bill stuffer?
h 4) Provide the reasons and the names of the c()mpaniés.
e A . wiud fee
3 1) See response #5 to question #22. 7
- iy 2) See response #5 to question #22.

s
‘L

3) Yes.

Yy
(g -
20
2!
ZZe
23

s
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FPL

Service Connect Process:
RCA: #05-2854-1  TUndocketed

TYE: 12731105

f

PRI ERQN-

3
4

kS M ek S

Ay is the charge of the insert lower than FPL's cost?

Florida Power & Light Company
Docket No. Undocketed )
FPLES Service Connect Process Audit
Audit Request No. 24

Pagelof1

2)Is FPLES considered a third party advertising broker as well as an édyértiser?

Al

4




FPL p{
Service Connact Process X . i ) n -
RCA: #05-285-4-1  Undocketed / ] U\t/ )H 2_/
TYE: 1213105 . /1 “_(n ~
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Cos il tTed CONFIDENTIAL

Florida Power & Light Company
Docket No. Undocketed - .
FPLES Service Connect Process Audit
Audit Request No, 27
Pagelofl .

on Report provided to as the answer to Document

A.

amounts as shown in the table bejow: -

o :

December 2004- through mid December 2005. This revenue amount is the sum of six different

Month/Year - Amount Number oh Detail Transaction -
) - Report )

Dec.2004 | Y 1
May 2005 A 2
June 2005 3
lAugust 20_05 -] 4
Nov. 2005 - 5 )
Nov, 2005 6

Revenue amounts #2 through #5 from the table above are identified on the attached Detail
Transaction Report. (This is the same report provided in response to item #7 of question 7.) In
addition, the Detail Transaction Report for December 2004 is provided, Indicating amount #1 from
25 table above. ‘ o ' ,.
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INTRODUCTION-

FPL Group, Inc. expects all representatives of the Company and its subsidiaries
(collectively, the “Company”) to act in accordance with the highest standards of
personal and professional integrity in all aspects of their activities and to comply with all
applicable laws, regulations, and Company policies. This Code of Business Conduct &
Ethics (the "Code”) applies to all representatives of the Company, including directors,
officers and employees, temporary employees and all others who work with or represent

us, directly or indirectly.




LEGAL & ETHICAL RESPONSIBILITIES TO THE COMPANY

Responsibilities for Cdmpliance

it is your responsibility to read and understand this Code and to comply with it in both
letter and spirit. Although this Code addresses a wide range 61' ‘business, legal, and
ethical matters, it cannot ahticipate every issue that may arise. In many situations, your
judgment and common sense will provide sufficient guidance; if something seems
unethical or improper, it probably is. Bui, if you are unsure of what to do in any
situation, you should seek additional guidance and Information before you act by
contacting your supervisor, the head of YOur Business Unit or a Compliance Officer

{who are listed under “Compliance Assistance” at the end of ;his- Code).

It is also your responsibility to report any actual or suspected violation of a law or
regulation, fraud, and any'other violation or suspected violation of this Code. You may
do so by contacting a Compliance Officer. You may also call our 24-hour “Hotline” at
888.694.6444 or contact any member of the Audit Committee of the Board of Directors

of FPL Group (see “Compliance Assistance”). You may choose to remain anonymous.

The Company prohibits any retaliatory action against any individual for raising legitimate
concerns or questions regarding'oompliance with this Code or other ethics matters.

Records and Reporting

All records, data, and information owned, maintained and used by the Company must
be accurate and complete. You are personally responsible for the integrity of the
information, records and reports under your control. Records must be maintained in
sufficient detail as to reflect accurately the Company’s transactions. All financial
statements must be prepared in accordance with generally accepted accounting
principles and fairly present in all material respects the financial condition and results of
the Company. All reports filed with the Securities and Exchange Commission must not

contain any misstatement of a material fact or omit to state a material fact necessary to




make the statements made, in light of the circumstances under which such statements

were made, not misleading.

If you have any concerns or complaints regarding questionable accounting, intemgl
accounting controls or auditing matters, you are encouraged to submit those concerns
or complaints {anonymously, confidentially, or otherwise) to the Audit Committee of the
Board of Directors which will, subject to i;ts duties arising under applicable law,
regulation and legal proceedings, treat such submissions confidentially. Such
submissions may be direé:téd_ to the attention of Audit Committee or any director who is
a member of the Audit Committee. -A separaté Whistleblower Policy has been adopted
by the Company specifying additional procedures and protections for these types of
concermns or complaints, copies of which may be obtained from a Compliance Officer.

Business records and other documents may become .public through litigation,
govermnment investigations and the media. In this context, the Company or a third party

may be in'a position to rely on or interpret the document with the benefit of hindsight
and the disadvantage of ih‘lperfect recollection. Accordingly, it is important that you
avoid exaggeration, colorful language, gﬁessWork, legal conclusions, and derogatory
remarks or characte;iiations of people and companies. This rule applies to documents
and communications of all kinds, including e-mail and informal notes and memoranda.

Records must always be retained and destroyed according to the Company’s record
retention policies. The Company’s retention policies are based on specific statutory and
regulatory requirements, some of which are specific to-a particular business operation.
These retention requirements.apply to all Company documents, including e-mail and
other electronic records. You are prohibited from destroying any records that are
potentially relevant to a violation of law, any current pending or threatened litigation or
any pending, threatened or foreseeable government investigation or proceeding.
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Proper Use of Company Assets

Protecting the Company’s assets, both tangible and intangible, against loss, theft, and
misuse is your responsibility. These assets were acquired solely for the purpose of
conducting the Company’s business. They may not be used for personal benefit, sold,
loaned, given away, or disposed of except with proper authorization. Assets include

cash, securities, business plans, customer information, supplier information, intellectual
property (including computer programs, models and similar items), physical property
(including equipment, vehicle, tools and supplies} and services.

Misappropriation of Company assets is theft and a breach of yodr duty to the Company.
An employee engaging in such action is subject to immediate dismissal and

prosecution, if applicable.

Computer software and information provided by the Company and loaded on your
computer is Company property. Licensed software or documentation must be used
strictly in accordance with licensing agreements and must not be duplicated without
permission. You are responsible for safegué'rding logins- and basswords which provide

access to Campany netwarks.

Internet access and ail Company electronic communications systems, such as e-mail
and voice mail, are made available to you only to conduct the Company's business and
incidental non-solicitational use. Company systems are the property of the Company
and all communicatiqné are subject fo review by appropriate, authorized Company
personnel at any time. Users have no expectation of personal privacy in their use of
Company communications systems or information sent to or from or stored in Company

communications systems.

Use of Company computer resources or communications systems for the following is
prohibited: abusive or otherwise objectionable language; information which is illegal or
obscene; messages which are likely to result in the loss of the recipients' work or
éystems; messages which défame or libel others; use which interferes with the work of

« fe
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employees or others, including sexual or other harassment violative of applicable laws
and Company policies; and solicitation of employees for any unauthorized purposes.

If you become aware of the theft or misuse of Cqmpany assets, immediately report the
matter to your supervisor, your Business Unit Head, Corporate Security, or a

Compliance Officer.

Proprietary and Confidential Information

You must retain in strictest confidence, and use solely for the benefit of the Company,
all proprietary and confi dential information relating to the Company which you acquire,
directly or lndlrectly, in connection with your employment or association with the
Company. Proprietary or confidential information about the Company may not be
disclosed to anyone outside the Company without specifi c- authorization by the
Company or to other Company personnel unless they have a need to know the

information.

Examples of proprietary and confidential information include, but are not limited to, any

system, information or process that gives the Company an opportunity to gain an

advantage over its competitors; nonpublic information about the Company's strategies,

business plans, forecasts, operations, and results; nonpublic information about .
customers and vendors; nonpublic information about the Company's systems,

technology, products and services; and empldyee medical and other records,

You are responsible for safeguarding all propfietary and confidential information under
your control. This includes taking steps to ensure documents are produced, handled
and discarded in a manner that minimizes the risk that unauthorized persons might
obtain access to them. You should also ensure that access to work areas and
computers is properly controlled. Also you should not discuss proprietary or confidential

information in public places, such as restaurants or airplanes, or on cellular phones.
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ADDITIONAL LEGAL & ETHICAL RESPONSIBILITIES

Conflicts of Interest

You must be sensitive to any activities, interests or relationships that might conflict, or
even‘appear to conflict, with your ability to act in the best interests of the Company.
Since it is impossible to describe every potential conflict of interest,. the Company

necessarily relies on you to exercise sound judgment and to adhere to the highest
ethical standards. To assist you in this regard, a few of the more common situations in

which a conflict of interest arises are described below.

Any acftivity, interest or relationship of yours that might constitute a conflict of interest
must be discloéed in writing to and approved by the Company prior to the time the
situation arises whenever possible and, in any event, no later than when you first
become aware of it. Conflict of interest situations involving members of the Board of
Directors of FPL Group should be disclosed to the Board of Directors and the General
Counsel; all other such situations should be disclosed to the person’s supervisor and a
Compliance Officer. [f you are in doubt about a situation, ask a Comgpliance Officer,

A potential conflict of interest arises if you or any person having a close personal
relationship with you (a “related person”) has a direct or indirect interest in, or may
derive a benefit from, or is employed by a business enterprise which does or seeks to
do business with the Company. However, a situation in which a related person is
employed by a business enterprise that furnishes products or services to the Cdmpany
and the general public at prices and terms generally applicable to all its customers, and
whose compensation is not determined in whole or in part by reference to the amount of

business done with the Company, would not be considered to give rise to a conflict of

interest.

Also, ownership of less than 1% of the outstanding pu.b[icty-'traded securities of a
business enterprise doing, or seeking to do, business with the Company is not

considered to be a conflict of interest.
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A person with whom you have a close personal relationship means your spouse,
parents, children, siblings, mothers and fathers-in-law, sons and daughters-in-law, any

person living in the same house with you or any businessA associate of yours.

You owe a duty to the Coiﬁpany to prqmoté its business interest§ at every opportunity.
Accordingly, you may not -tak‘é for yourself a corporate opportunity that is discovered in
the course of your employment or other association with the Company, nor may you
compete with the Company. Among other things, you may not take for yourself
opportunities that are discovered through the use of corporate. property or information or
your position, and you may not use corporate property or informa_tion for personal gain.
Similarly, all copyrights, patents, trade secrets or other intellectual property associated
with every idea, concept, technique, invention, process and work of authorship
developed or created by you in the course of performing work for the Company belongs
to the Company, and, if requested, shall be specifi cally assigned by you to the

Company.

Gifts and Entertainment

Neither you nor any person with whom you have a dose personal relationship may
accept gifts or anything of value (including entertainment) from a vendor (existing or
potential) or customer if that gift or other thing of value is, or could reasonably be
considered to be, infended to influence your behavior toward that vendor or customer.
Absent such circumstances, giftsv may be accepted when permitted by applicable law if
they are non-cash gifts of nominal value ($250 or less, fndividua!ly or in the aggregéte)
or customary and reasonable meals and entertainment at which the giver is present,

such as an occasional business meal or sporting event. Travel or fodging may not be
accepted unless previously approved by your Business Unit Head

If you are offered money-or a gift not in conformity with the exceptions noted above, or if
either arrives at your office or home, you must report it to your superwsor in writing with

a copy to a Compliance Officer.

« b




)"

Insider Trading

Federal securities laws and Company policy prohibit a dxrector officer or other
employee of the Company who is in possession of material, nonpublic information
relating to the Company from directly or-through family rﬁembers or other persons or
entities: (a) buying or selling securities of the Company or engaging in any other action
to take personal advantage of that information or (b} passing that information on

(“tipping”) to others outside the Company, including family and friends.

In addition, it is the policy of the Company that no director, officer or other employee of
the Company who, in the course of working for the Company, learns of material,
nonpublic information -about a company with which the Company does business,
including a customer or vendor of the Company, may trade in that company's securities

until the information becomes public or is no longer material.

it is not possible to define all categories of material information. However, information
should be regarded as material if there is a reasonable likelihood that it would be
considered significant by an investor in making a decision to buy, hold or sell securities.
Similarly, any mformatlon that could be expected to affect the Companys (or another
company’s) stock price, whether it is positive or negative, should be considered

material.

Nonpublic information is information that has not been. previously disclosed to the
general public and is not otherwise available to the general public. Even after
disclosure, information is still considered nonpublic until an adequate time has passed
for the securities markets to absorb the information. As a general rule, information
should not be considered absorbed. until after the close of business on the first ‘trading
day” following the date of public disclosure of the information.” A trading day is a day the
New York Stock Exchange is open for trading.

This insider trading policy also applies to your family members who reside with you,
anyone else who lives in your household, and any family members who do not live in .
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your household but whose transactions in Company securities are subject to your

control or influence.

‘It is also illegal to “tip” or pass on inside information'to any other person if you know or
reasonably expect that the person receiving such information from you will misuse such
information by trading in securities or passing such information on further, even if you

do not receive any monetary benefit from the tippee.

The foregoing is a summary of certain portions of the Company’s Policy on Securities
Trading by Company Personne! which is available on the Company’s website at
http:/lwww.fplqroub.comlqovemance/contents/sgcurities trading.shtml. You are
expected to be familiar w'it'h, and to abide by, the complete policy.

Antitrust Laws

The Company is subject to complex laws designed to preserve competition among
enterprises and to protect consumers from unfair business arrangements and practices
(genera]ly known as “antitrust laws™). You are required to comply with these laws at all

times.

The potential for anti-competitive conduct can arise in various situations. These include
proposals from competitors to share price or other competitfve marketing information or
to allocate markets or customers and discussions at industry trade association meetings
of competitively sensitive topics, such as prices, pricirjg policies, costs and marketing
strategies. All such situations should be avoided. .

L
B

If a competitor, customer or a supplier tries to discuss subjects with you th‘gt raise
concerns about anticompetitive conduct, you should refuse to do so and ask the person
to stop immediately. |If necessary, -you should leave or otherwise terminate the
conversation and report the matter to the Company's General Counsel or another

member of the Law Department.
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Commitment fo the Environment
It has been, and will continue to be, the intent of the Company to conduct its business in
an environmentally responsible manner. Accordingly, the Company undertakes to:

. Comply with the spirit and intent, as well as the letter, of environmental laws,

regulations and standards. o .
Incorporate environmental protection and stewardship as an integral part of the
design, construction, operation and maintenance of its facilities.

Encourage the wise ‘,use of energy to minimize the irapact on the environment.
Communicate effectively on environmental issues.

Conduct periodic self-evaluations and report performance.

The Company has implemented an Environmental Aséurance Program to assure
compliance with all environmental laws and regulations and the fulfilment of its

environmental commitment.

Privacy of Employee Information

The Company recognizes and protects the privacy and confidentiality of employee
medical and personnel records. Such records must not be shared or discussed outside
the Company, except as authorized by the affected employee or as required by law,
rule, reguiation or a subpoena or order issued by a court or requested by a judicial,
administrative or legislative body. Requests for such records from anyone outside the

Company must be approved by xnternal Company legal counsel.




WORKPLACE RESPONSIBILITIES

Fair Employment and Diversity _

The Company considers diversity in our people critical to cur success, and we seek to
recruit, develop and retain the most talented peoplé from a diverse candidate pool.
Advancement at our Company is based on talent and performance. ‘We are fully
committed to equal employment opportunity and compliance with the letter and spirit of

the full range of fair employment practices and nondiscrimination laws.

Harassment and Intimidation

The Company prohibit‘s sexual or any other kind of harassment or intimidation, whether
committed by or against a supervisor, co-worker, customer, vendor or Vvisitor.

Harassment, whether based on a person’s race, gender, color, creed, religion, national
origin, citizenship, age, disability, marital‘ status, sexual orientation, ancestry, veteran
status or socioeconomic status, is repugnént and inconsistent with our commitment to
providing a respectful, professional and dignified workplace.

If you believe that yod are being subjected to harassing beha\fior, or if you observe or
recei\fe a complaint regarding such behavior, you should report it to your supervisor, or
to your Business Units Human Resource Relationship Manager, or to the EEO
Coordinator, or to the Empioyée Relations Hotline at 888.552.1055. Also, please
consult the Employee_l?réctices section of yoiJr FPL Policy Handbook. The 'ACompany
will promptly investigate ‘all allegations of harassment or discrimination and will take
appropriate corrective action. Retaliation agé.inst individuals for raising claims of

harassment or discrimination is prohibited.

Safety
The Company assigns the highest priority to the safety of its people. No job is so

important that it has to be worked in an unsafe manner.
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The Company maintains a comprehensxve employee safety program for the prevention
of accidents. Supervisors and management are responsible for monitoring the use of all
reasonable safeguards in the workplace including Company procedures, safe work'

practices, and personal protective equipment.

Ultimately, however, all employees are responsible for their own safety. .Every
employee must, for his or her own and fellow workers’ health and welfare, abide by the
Company procedures and safe work practices, and use -all appropriate personal
protective equipment. In particular, the Company s committed to maintaining the
highest standards of nuclear safety in the design, operation and maintenance of our
nuclear power plants. It is each employee’s responsibility to bring to the attention of
management any concems relating to the safety of design, operation and maintenance

of our nuclear plants.

Alternatively, employees can voice any concerns through the Nuclear Safety
SPEAKOUT Program, In addition, anyone is free to bring such matters, at any time, to
the attention of the Nuclear Regulatory Commission.

No employee will be discriminated against, in any way, for having brought his -or her
concerns to the attention of management Nuclear Safety SPEAKOUT, or the Nuclear

Regulatory Commission.

Drugs and Alcohol 7
The Company is firmly committed to providing its employees with a safe workplace to
the extent reasonably possible and to promoting high standards of employee health,

The Company expects all employees and contractors to report to work able to perform
their duties safely. Substance and alcohol abuse by employees or contractors is
regarded as an unsafe work practice by creating an increased risk to their safety and

the safety of their fellow workers and the public.
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The Company has explicit policies in this regard, which you are required to know.

Employees in certain specific safety-sensitive work situations may be subject to more
stringent requirements such as, but not limited to, those associated with the Nuclear
Fitness for Duty Program, Commercial Driver’s License requirements, or the Omnibus

Transportation Employee Testing Act of 1991 and applicable federal regulations.

All such policies will be strictly enforced. You may obtain copies of them from a

Compliance Officer.




REPRESENTING THE COMPANY TO CUSTOMERS & OTHERS

Treatment of Customers

- Our customers are extremely important to us. They are the reason the Company exists
and our success depends upon their satisfaction. Customers are always to be treated
with the utmost respect and courtesy. They are also to be treated fairly. No customer

should be given preferential treatment.

Information that we have regarding our customers is to be kept confidential and used
only for Company purposes. Customer satisfaction is the job of every employee.

Those of us who work on or around our customers’ property have a special obligation.
We should avoid unnecessary damage to a customer’s property. If some damage is
necessary in order to provide our services, it should be kept to a minimum and the

property restored when the work is finished.

Honesty with Regulators

In our businesses, we are éxtensively regulated by a numbér of commissions, agencies,
~and other governmental entities. While we may not always agree with these regulators,

it is essential that the information that we supply to them be accurate and not

misleading. We must cooperate with all our employees and representatives who

interface with our regqlafors and supply them in a timely manner with accurate and

complete information which they require to fulfill their responsibilities.

Communications with the Public
Before publishing, making speeches, giving interviews or making public appearances
that are connected to the Company’s business interests, you must get approval from

your supervisor.

In addition, in order to ensure the Company’s communications with the public-are

accurate, complete, consistent and in compliance with applicable law, while still

! f _




protecting the Company’s confidentiality and interests, you should always refer all news
media, securities analyst and investor inquiries to Corporate Communications or
Investor Relations. You should not provide responses unless specifically requested to

do so by an appropriate Company representative.

Political Activities and Contributions

You have the right to participate voluntarily in the political process. No one in the
Company may:require you to contribute to, support or oppose any political candidate or
group. If you choose to participate in the political process, you must do so as an
individual, not as a representative of the Company. You may not work on a political
fundraiser or other campaign activity while at work or use Company broperty for these
activities. Any overt, visible and partisan political activity that could cause someone to
believe that your actions reflect the views or position of the Company requires the prior
approval of the General Counsel. Any questions regarding the Company’s policies on
political activities should be directed to the Vice President, Government Affairs or the
Vice President, State Legislative Affairs, of Florida Power & Light Company.

U.S. federal law and the laws of certain states (not incliding Florida) generally prohibit a .
corporation from making political contributions. This prohibition includes monetary
contributions, “in-kind” contributions (e.g., the use of facilities for a fundraiser, purchase
of tickets for receptions or dinners, advertisements in journals or payments for services)
and gifts to officials. Generally, our Political Action Committee (FPL PAC), which is
funded by perspnal contributions made by Company employees, is the only permissibie
source for funding U.S. political contributions on matters important to the Company.

Lobbying Activities
The Company encourages every employee to take an active interest in government

processes. ‘Any such participation, however, is to be undertaken as an individual — not

as a representative of the Company.




As a general matter, you should not engage in lobbying activity on behalf of the
Company. Any lobbying activity that is undertaken on behalf of 'the Company requires
the prior approval of the Vice President, Government Affairs or Vice President, State
Legislative Affairs of Florida Power & Light Company or, in the case of local

governments, the Vice President, Corporate Communications.

Lobbying activity generally includes attempts to influence the passage or defeat of-
legislation, and it may trigger registration and reporting requirements. The U.S.
government and many states (including Florida) extend the definition of lobbying activity
to cover efforts to influence formal rulemaking by executive branch agencies or other

official actions of agencies.




WAIVERS

Waivers of this Code

Any waiver of any provision of this Code for executive officers (as "‘ofﬁcer" is defined in
Rule 16(a)-1(f) under- the Secunt:es Exchange Act of 1934, as amended) or directors -
must be approved by the Board of Directors, or a designated commlttee of the Board.
Any such waiver must be promptly disclosed to shareholders in accordance with
applicable New York Stock Exchange rules. The Company generallywrll not grant such

waivers and will make exceptions only for good cause.




COMPLIANCE ASSISTANCE

The following officers of the Company have been designated as “Compliance Officers”
to oversee the implementation and enforcement of this Code and other legal

compliance programs of the Company and to assist you in‘comp|yin'g with them. You

may cbntact them by sending an e-mail to Compliance Assistance@FPL.com

Name ‘ Title

Edward F. Tancer Vice President & General Counsel

Alissa E. Ballot Vice President & Corporate Secretary

Maria V. Fogarty Vice President, Internal Audit

In addition, you may contact any member of the Audit Committee of the FPL Group
Board of Directors by calling 561.694.4644 or writing to: Chairman of the Audit

Committee, FPL Group, Inc., PO Box 44000, 700 Universe Boulevard, Juno Beach,
Florida 33408. ' : '

Adopted March 31, 2004; revised July 29, 2005
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Audit Request No. 2
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1) Provide a list and a'description of all the sérvfé:es provided by FPLES fo FPL.

2) Provide the total revenue received by FPLES. ( "Most recent 12 months ended = 2004"

Clarification received from Gabriella Leon, PSC Auditor )

3) Provide the related expenses incurred by FPLES. ( "Most recent 12 months ended = 2004"
Clarification received from Gabriella Leon, PSC Auditor )

v
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Mara Petkovyat To: Dennis Johnson/FNR/FPL@FPL
8 5 - cc: Jose Miranda/CS/FPL
% OUADSOBIPM g S Prtes
Dennls:

Altached are the month end gas closing enfries. They were reviewed and approved by Jose

2004.ap12.rdﬁaﬁon.am 2004.ap12 fples.gas Je.x 2004.ap12.reconciiiation. 151000,

Thanks,

Maria Petkovyat

Florida Power & Light

CS Financlal & Buslness Planning
(561) 691-2619

CONFIDENTIALITY NOTICE: This e-man and any files aitached may conlain confidential and/or
propriatary information. You are hereby notifled that any copying or distribution of the information here
contained Is STRICTLY PROHIBITED., If you hava recelved this transmission In error, please notify the
sender by reply e-mail and destroy the original ransmission and its attachiments without reading or saving
In any manner.
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Atlached are the month end gas dlasing entrles. They wera reviewed and approved by Jose
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‘Thanks,,

Maria Petkovyat

Florida Power & Light .
CS Financlal & Business Planning
(561) 691-2619

CONFIDENTIALITY NOTICE: This e-mall and any files attached may contaln confidential and/or
propristary Information. You are hereby notified that any copying o distribution of the information here
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DATE JVE PAGEN SAC  STATUS BATE cre uvnsz START DATE $TOP DATE TFREQUENCY
200412 31 06ES 45000 COMPLETED ~ ™) (KO SCCOULED)
5 Ton f1asT IRTORMATION e EXCERTION APYROVAL INFORMATION oremr

%} 12

~ROCOTR T
EEL D/C WO ER OF SEC/U LoC
wery D 02706 099 000 3440 0078
wer)y C 01612 052 000 QOG0 0503
413 C 00000 000 241 3160 0999

BAZCR TOTAL:

:m FERSON SICT DATR T0RE  FERSON
2005-01—0( 16,37 DRNIS JOXHSOM = Joo0s 0013

£ F

———fOTE: TRIE IS A FSEUDO TRANSLATIOH————

BOCS  TEARSLATION
EAC 10C DESCRIPTION GL ACCE WO ER 10C FL ACCT EAC PERCNT TIPX
_ SURCTEHETLD STORES EXFNEE 146.306€ 00000 000 0079 Q00,0000 s+ 100,00 Moor
 SURGESUEIID STORES FIRRSL 163,000 00000 000 £3503 000,0000 *** 100,00 Mooy
SURCESERILD STORES EXPHEE
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Service Connect Process

RCA: ¥05.285-4-1  Undocketed
TYE: 1/31/05

Tile: mO{ D@_O W’a&

CONFIDENTIAL
A & C

Tem Ruthig To: Dennis JchnsonIFNRlFPL@FPL

‘ 2 . cc: Maria V Besad2/CS/FPL@FPL
@ 01/04/05 11:03 AM Subject: Journal entry recording the Surgeshield expense incurred when using

EDl FPL Storerooms
Dennis, can | do this today? (in FPL?) '
Debit 2706 ER 99 000 340 0078 EAC 639

Credit 1612 ER 92 000 000 503 EAC 676
Credit 0000 00 241.310 loc 999 EAC 780

— Forwarded by Tom Ruthig/CS/FPL on 01/04/05 10:08 AM —

MariaV Besada To: Tom Ruthlg}CS{FPL@% FRL G Ce2ICSIFPLGFPL,
ce: John J Frawiey/FNRJF! Pl., Gus Doming!
01/03/03 04:00 P2 Dennls.Johnson/FNR/FPL@FPL, Jose Miranda/CS/FPLGFFL
Subject: Journal entry recording the Surgeshlald expense Incured when using
FPL Storercoms -

Tom,

We need to generats an entry in FPLES recording the expense to the Surgeshleld program for using FPL
Stores to store the Surgeshield devices.This 2004 expense was calculated uslng methodo!ogy determined
by Acctg

1. Debit ford to the Surgeshleld work order; 2706-05-000-340-078 EAC 639 and credit the
Inter-company account for the same amount.

2. Then, the Intercompany credit is recorded on the FPL side In two pleces; to the Stores
work order; 1612-92-000-000-503 EAC 676 and the remalning balance or: Account

Number "241.310%; Location "899%; EAC "790" and Description "Space Utli<Tex" per John Frawley.
Get with Dennis Johnson to make sure entry Is correct.
' John F - please review spreadshest (o ensure it reflecis your Insbudior;é.
Gus - please make sure that Stores contad Is aware of credit they will be receiving,
Thanks,

Maria

2004 Surgeshied tores_ Fee-1-3-0¢

__.
L.

INTEGRITY BUSINESS FORMS, ING.  Phone: (B47) 698-2626  Fax (B47) 6984508  Emak inlegbustdaoi.com
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RCA: #05-285-4-1 Undocketed

Service Connect Process
TYE: 1231403
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FPL

Service Connect Process
RCA: #05-285-4-1  Undocketed
TYE: 12/31/05

T [ ] |

CONFIDENTIAL

0 Jose Miranda To: Dennls Johnson/FNR/FPL@FPL. .
Y :
@ 01/05/05 02:13 PM Subject: Re: Gas Bad Debt Resarve Adjustment Proposal

Dennis,

Hera is the gas bad debt reserve adjustment back-up. Call me with any questions.

Thank You,

Jose Miranda

Florlda Power & Light
Customer-Service-Financlal & Business Planning
Office:(561) 691-7441

Pager:(305) 719-0790

Fax: (561) 681-7611

CONFIDENTIALITY NOTICE: This e-mall and any flles aitached may contaln confidential and/or
proprietary information. You are hereby notified that any copying or distribution of the information here
contalried is STRICTLY PROHIBITED, If you have recelved this fransmisslon in error, pleasa notify the
sender by reply e-mail and destroy the original transmission and its attachments without reading or saving

In any manner. .
~ Forwarded by Jose Miranda/CS/FPL on 01/05/2005 02:12 PM —

Dennis Brandt To: Jose Miranda/CS/FPL@FPL
5/2005 02: cc: James C! GIVCS/IFPL@FPL _
01/05/2006 02:08 PM Subject: Re: Gas Bad Dabt Reserve Adjustment Proposal

I agree with the methodology erid results,

Thanks
Jose Miranda

Jose Miranda To: Dennis Brand/CS/FPL@FPL
; o
01/05/2005 11:20 AM Subject: Gas Bad Dsbt Reserve Adjustment Proposal

- A I

Dennis,

Based on the attached spreadsheet, our adjustment to the gas bad debt reserve would b.Pleasa
call me to discuss. Jim has reviewed this analysis. &

2004.ap12.bad debt ms allowance.gas-fin
Thank You,

Jose Miranda

Florida Pawer & Light )

Customer Service-Financlal & Business Planning
0fﬂce:(561; 691-7441

Pager:(305) 719-0790

Fax: (561) 691-7611

BUSINESS £OAMS, INC.  Phone: (847) 605.2528  Fax: (841 B‘Sl-lwl' Emal: ntsgbus @ soL.com
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FPL
Service Connect Process

RCA: #05-2854-1
TYE: 1231/08

L5129

Fanes

Title:

Undocketed

FLORIDA POWER & LIGHT COMPANY
ON-DEMAFD GUERY RZPORT

PAGE 002 'D

wwnme SCHEOULED INFORMATION ~—-—

START OATE $70P

REPQRT: OX43-001-C41215 re
COMPANY 1 O}

. § veoeer ——— POETED —o— ACCRUAL
DATE  JVI PAGE] SRC  STATUS DATE cxe REVERSE
200412 79 0184 65000 COMPLETED no
mmmmee— APBROVAL I TOM FLAST
DATE TINE PERSON DATE TIME PERSON

~ACCOUNT- . mY
4 SEL D/C N0 ER CMP SEC/U 1LOC EAC LOC DESCRIPTION
as*> p 0000D 000 146 3060 0087 98
*+e> ¢ 00066 094 000 1500 0087 99
) ,
BATCH TOTAL! TOTAL ENTRIES:

2004~12-15 11,17 TOM RUTHIG

Ht

DATE FREQUENCY
(NOT SCHEOULED)

INFORHATION ~—r——me==  ——we BK!;E-?‘E!OH APPROVAL INFORMATION ~-~
1OC SECT DATE TIME  PERSON
0078 0000

NOTEt THIS IS A PSEUDO TRANSLATION————mme
e —= BUCS  TRANSLATION —
GL ACCT NO KR 10C PL AGCT EGAC PERCNT TYPE

TFR BILL STNT REV SURGSHL
TFR BILL STMT REV SURGSHL 456.022 00000 000 0087 000.0000 *** 200.00 NOOP

INTEGAITY BUSINESS FORMS, ING.  Phona: (M7) 594-2328  Fac (B4T) 895-1608  Emak: Inieghiis @

aol.com
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FPL
Service Connect Process

RCA: #05-285.4-]  Undocketed
TYE: 12731108,

I B T

. ce: John LehCSIFPL@FPL
@ 12072004 1L03AM o ioct: Billing Totals

Miks,
Hope you are doing well. Can you plsass let me knaw the acfuals for the following:
Gracewood/Albritton fruit - November cycles 1-21

Earthlink - December cyclés 1-3
Surgeshleld - Decembar cycles 5-6

Regards,
Josh

ELPAN

3

5

B3

35

INTEGRITY BUSINESS FORMS, INC.  Phone; (347) 650-2628  Fax: (847} £98-4608  Emak: inteobus @ acl.com
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FPL

Service Connect Process

RCA; #05-2854-1  Undocketed
TYE: 12331/05

ST U I 1 l

CONFIDENTIAL

Marla V Besada To: Joshua Bass/CS/FPL@FPL McClainy PLEFPL, T
. cc: John Lehr/CS/FPL@FPL, Pam D McClain/CS/F om
12/14/04 11:38 AM Ruthig/CSFPL@FPL

Eﬂ_ Subject: Re: Billing Totals - please read - action required B}
4 B ¢ pE F 6
" Just bit -as usual. I

Tom - let's get this In before this Friday.

T TOYNV ¢ W N

+ e Please generate accrual f | below; revenue accrual for bill statement advertising; It will reverse
in Jan and be offset by bill am will gen
":,: e  Please process entry debiting surgeshield fo This Is revenue for bill statement adverllsin_g.
. Thanks, .
H H 1‘
i 12 Maria ‘
z Joshua Bass

. !}1 Joshua Bass To: Maria l;/ &esad:/lCSIFPL@FPL ot Lo (CSIFPL@FPL
' . cc: Pam D McClaln/CS/FPL@FPL, 1
lo 12/14/04 11:16 AM Subject: Re: Bilting Totals
7 Maria,
4 Listed below s a summar;; of the remaining billing action items for 2004.
l9 iy it - = -
. .20
T 21 ;
7
23
29
' 25 1% bring Pam documentation, ]
_ 2} {John - please update the statement schedule spreadsheet with this billing Information)-
IS 27 — Furwa_lded by Joshua BasleSIFPL on 12/14/2004 11:03 AM ~—

Michae! Olafsen " Yo: Joshua Bass/CS/FPL@FPL

. ces
12" 14/2004 10:48 AM Subject: Re: Blling Totals B}
Surgeshleld
Jashua Bass
Joshua Bass To: Michael Olafsen’CS/FPL@FPL

S ol i

INTEGAITY BUSINESS FORMS, INC.  Phone: (847) 698-2628  Fax (847) 6984508 Emal: nlagbus @ aci com

T O I e ||




FPL

Service Connect Process

RCA: #05-285-4-1  Undocketed
TYE: 1231405

T T T 1

} Page:1 .Docunggq_giﬂ_a_me:BSESSlOt:L o

'Z FEH5 FEQYHSP - JOURNAL VOUCHER ENTRY - 12/15/04 11:11:40
3 o:01 IgPUT SCREEN PAGE NO: 01 /01
ADLC Q E %Z R,,L . Ny

Y ACTCD:A SRC: 65000 PAGE#: 0184 LDGR DT: 200412 SORT:_ (A/L/H)

4 JVNO: 78 ACCRUAL REV: N START: : STOP: : FREQ: _

L RI# -ACCOUNT- ~ STATUS:C CURRCYCLE: USERID: TFROQBI

7 DIC WO ERCMP SECULQLC - EAC DESCRIPTION-:

Y D ___ 146906 087 TFR BILL STMT REV SURGSHL
% C 006694 000150 087 TFR 8ILL STMT REV SURGSHL

"W o e — '-

i - —_—

2 —_ :

B —_ !

'1 o i . _ . . .

O — L o :

A _F_- __K___ ¥44. — M : Wal

l B 3 : } o g,v. o - . & -

; T

9

20 )

2! ORIGINATOR: TOM RUTHIG LAST CHANGED: 2004-12-15-11.11.40

!, 22 TRANSACTION SUCCESSFUL | NEXT TRAN:

= oo vpbgrerae Wy ¢

GONFIDENTIAL

Date: 12/15/ 4 Time: 11:17:03 AM

INTEGAITY BUSINESS FORMS, INC. - Phone: (847} 695-2626  Fax: (847} 6984608  Emalt kntegbus @ sol.com

T T T
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Service Connect Process

RCA: #05-28541 Undocketed \
TYE: 1231/05 \
Title:, 9‘3 hd O a r»

@) CONFIDENTIAL

Page: 1 Document Name: untitled.

FINAL FLORIDA POWER & LIGHT COMPANY
GENERAL LEDGER MONTHLY TRANSACTIONS

MONTH OF 12 / 2004

D b4

MORE DATA AVAILABLE BEGIN BALANCE/
DESCRIPTION 8C ACCOUNT NET CHANGE ENDING BALANCE

'A/P-FPL ENERGY SVCS

Ccs 234900
Cv 234200
Jv 234200
TOTAL POINT ACCOUNT 234900

NEXT ACCOUNT : 234905
NEXT MONTH : 12 NEXT YEAR : 2004

**%x* NEXT TRANSACTION **** GLR .

(TT1 1 TTT
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Gl 304 B202-409 L2¥) iewold  "DNI'SMTUO4 ST
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W TRt Ywa WOk
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| 1]

FEPORY: 5T35-101-121303

FLORIDA POMER & LIGHT COMBANY PAGT 0004
TINS FIRANCIAL REPORX
CASH SCURSE -
SORT OFDER: Gl ACCT LOCN DATE CASH DAZE DERDST S IAC
FHON - TO STLECTION CRITERIA:
&L AcCT: 234,900  —~ 204,500 LIDGER PATE; 200412 - 200412
CEG LOCH: - SOORCE; -
AC: i - AMTTNT 3 - -
CASK DATE: - REROSTE DIST -
CUSTOMER ;. - TNIIAFACE 15 -
WORXSEEFY ; -
INVOICE: -
COMMENTS: MONICA VARGAS
L MACCT IOCK DATE TASE DATE DEPDST $a8 EAC VERDOR AAMK} RMEDST DISCRIFTION TMVOICE CUSTOMER AMOTHT
234,900 0009 200412 11/29/2004 0446  T0260 793 000000000 000000 0083 £360 CL00
234,900 0009 200412 11/29/2004 0046 70260 790 000000000 004000 0085  C260 479,600,28-
234,900 0009 200412 11/30/2004 0046 70260 790 000000000 Q00000 0085 €260 26,480,256~
234,500 0009 200412 312/01/2004 0046 70260 790 000000000 000000 0935 260 28,107.16-
234.900 0009 200412 12/02/3004 004€ 70263 750 000000000 000000 0088  c3s0 22,634.55-
234.900 0009 200412 13/03/2004 0046 70260 790 030000000 000000 GOS8  C260 619,792.57-
234,000 0009 200412 12/06/2004 004€ 70260 750 000003000 £00000 0088 <260 1,272.80-
234,500 000 200412 12/06/2004 G046  TO260 790 000000000 000000 0005  C2&0 . «
234,900 0000 200412 12/07/2004 046  T0260 790 000000GA0 600000 0085 260 T744,146,03-
234,500 0000 200412 12/08/2004 0C4E 79260 790 DO00CO0GQ 000000 0483~ ca60 239,827,42-
234,500 0009 200412 12/00/2004 0046 70260 790 000000000 000000 0043  C260 €2,296.70~
234,900 0009 200412 12/10/2004 0046- 70260 790 00000000 000000 0085 €260 274.801,72~
235,900 0009 200412 21/13/2004 4C4€ 70260 790 000000000 000000 0045  C260 5,713,33~
234,900 0009 200412 12/13/3004 Q046 70360 780 00UI000GS 600000 QO8S. €260 3,441,663
234,300 0009 200412 13/14/2004 6046 70260 790 030000040 660000 4088  c2ed 614,573.98-
234.900 0009 200412 12/15/2004 004€ 70260 790 000000000 000000 Q0AS €260 225,184,39=
234,500 0009 200412 12/16/2004 0046 70260 750 000000040 000000 0085 €260 1326,932,64~
234,900 0009 200412 12/17/2004 0046  T0260 750 000000000 000000 0085 €260 16, sao 35—
234,500 0009 200412 12/20/2004 G046 79260 790 000000000 000000 0085 C260
234,500 0009 200412 12/20/2004 0046 70260 790 000000000 000000 0045 £260
234,500 0008 200412 12/21/2004 0046 78260 TS0 000000000 000000 0033  ¢260 250,236,035
234,900 0009 200412 12/32/2004 0046 70260 790 000000000 0 000000 QOIS  C260 260,740.45-
234,900 0009 200412 12/27/2004 0046 70260 790 000000000 004000 0083  C260 .
234,900 0009 200412 12/27/2004 0046 70260 750 000000000 000000 G083 €260 . 1,574.46-
234,900 0009 200412 12/28/2004 0046  70260.750 000000000 000000 0083 €260 . b 1,218.26-
SDATE 200412 ° . 946,172,280~
#420CH 0009 946,172,260~
*ac ACCT 234,900 [) 13,28~
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Service Connect Process

FPL

W

00" Awxs xTEIRT TIX CYEY 05K

NEAl- )

Emat integiut @ a0l .com

SXTLX 03 TAX 06L 00OFI00SS

XaTTOWNY WK TXTET OMAD ‘TETM

H b

LEE N B )

219002

9000 2ovx

MOITATEOSET DV MOOEIA

Sumhankeos € mdy 9N
Fax: (847 6324508

|

Pora: (847) 6942626

|11

v ya— o

|

SOETTT-TOT~SEIS tIMOITH

I

INTEGRITY BUSINESS FORMS, ING.

iz




Undocketed

Service Connect Process
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Service Connect Process
RCA: #05-2854-1 Undocketed
- TYE: 1231405 A\

Oacd)yyg.a0D

LA R e,

o S 1
¥

D CONFIDENTIAL

.i“il Page: 1 Document Name: untitled . :

6 C D - E

B Z- FINAL FLORIDA POWER & LIGHT COMPANY

i3 GENERAL LEDGER MONTHLY TRANSACTIONS

MONTH OF 12 / 2004

&  MORE DATA AVAILABLE : BEGIN BALANCE/
DESCRIPTION SC ACCOUNT NET CHANGE ENDING BALANCE

+ 7 . ‘RETAIL GAS SALES

Ty IV 144200
9 TOTAL POINT ACCOUNT 144200
o

o NEXT ACCOUNT : 144500

NEXT MONTH : 127 NEXT YEAR : 2004

/L sxsx NEXT TRANSACTION #*#* GLR

3
;

.o pate: 12/13/2005 Time: 1:33:36 PM

Boo Salho Wk auctikid

ek 130 1 TR Thntsieacts saiidl . meroedih tanibemden: mallalih Sl g St
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CONFIDENTIA-

Connect Process
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2 FINAL FLORIDA DOWER & LIGHT COMPANY
GENERAL LEDGER MONTHLY TRANSACTIONS =
MONTH OF 12 / 2004 —
MORE DATA AVAILABLE !5 s . 0 PEGIN BALANCE/
DESCRIPTION SC ACCOUNT NET CHANGE ENDING BALANCE

Cmmme -

- - -

A/R-FPLS-NE MKTS

CV 146905
JV 146905
PR 146905
TOTAL POINT ACCOUNT 146905

NEXT ACCOUNT : 146906
NEXT MONTH : 12  NEXT YEAR : 2004
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Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 5

Pagelof1

1) Provide the analysis that s hows the allocation of costs, overheads and adders for the time
spent transferring the call to connect services from the call center.

2) Provide printouts of web pages for web site if a customer asks to connect new service.

3) Provide support that this connection Is not transferred to FPLES.

1) See attached analysis as requested.

2) See attached requested web pages. Note that the printouts of the web pages provided
ilustrates a customner who is connecting service and is required to pay a deposit.

3) There is no interface built between the FPL web sife service connect process and the FPLES
,Connect Services business. Moreover, none of tha service connect transactions processed

; through the FPL web site are subsequently provided to the FPLES Connect Business. See
attached web screen shots confirming this fact.

“ia oo wenfied sk A nd ouks
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3) This question was withdawn by Gabby Leon on 12/15/05.

4) This question was answered in the 12/8/05 meefing.

5) This question was answered in the 12/8/05 meeting.
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For Your Home

fFor Your Business
Storm Center

Safe

Qur Environment
News

Community Care
Learning Center
About Us

lnvestor

Family of Sites

[f you think this Is
expenslve, Imagine
filling up a power plant

> Si Keting fuel i
up_glectric bills for 2006

Things you can do
Home Energy Advisor: Tips and teols
Buginess Rebates and Incentives: Smart solutions to reducs costs,
EPL SBudget Billing: Help to make your slectric bill more predictable.
- Residential On Call | Business On Call: Quick way to lower your bill.

An EPL Group Company
Legal Notices |  Privacy Policy

User ID:
[

Password:

[..xSecure-Log-in -]
Registration | EAQs

Billing & Payment

-Mail Bill: It saves
you time and money

ing: Make
payments anytime

Automatic Bill Pay: Your
bill is always paid, always
on time.
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Step 3- Once you click on Open or reopen an account this will take you

to the content page to read about all the info you will need to connect
service.

(continue to next slide for the rest of the page)

“Zh FPL | Open or Reopen an Account

Microscft Iinternet Explorer provided by FPL Group

or Company Use

! o TS LT it S
2| €] bttp: /{webtest.Fpl.comjsccess/contentsfopen_or, reopen_an_account.
" ¥ fﬂwgﬂmﬂﬁw @

Home Paje Coitact Us

; Eony Fe g,?q;;ﬂ . .
InlineiSen A nefarl SO e
Searchil F G Of

oA,
B ity = S d- ik oy

&

For-Your tlome

For Your Business ] O P€N Or Reopen an Account

Storm Center-

Safe

Our Environment L

News § A . . %3

oIty Care Moving to a new residence and need sefvice opened or recpenad in your name? Revie}
the information below, then submit your request online.

Learmning Center !

About Us ;

Tivestor Deposit requirements

Famlily of Sites

For frequently asked questions and answers about

« residentlal deposits, click here
« business deposits, click here.

Requests for weekends and holidays

Requests for weekends and holidays will be scheduled for the next business day.
Open or reopen an account
To open

¢




Step 3- Continue — towards the bottom of the Open or reopen an
account page click on the link {o start the application.

=, i cu
D353 é] http://webtest.fpl.com/accessicontents/open_or_reopen_an_account.shtml

- or recpen an account, click here or C—
« multiple accounts in one name, click herea.

Electrical inspections

;\n eloctrical inspection may be required by lavw before slectricity can be turned on for th
ollowing

= @ newily constructed home or business
- a newly-wired home or business or .
« a home or business that has been vacant for awhile.

Your electrician or building contractor can verify that an Iinspection by the city or county

» has been done and
« that FPL has been notified.

FPL cannot arrange for an slectrical inspection.

New electric service

For information on new electric service, glick here.




Step 4 — You will be required to log in using your User ID and
Password if not a registered user of the site you can select the first link
to create a User ID and Password

L Group for Company Use

0 P

. Homs | En Espafiol | FAQ | Gontact Us | 5is Map | G printeriepege [ | ESTEES

FPL Elnctricity & Qur | Community gtorm Center About |Doing Business| Family of
Customer | Environment lnvoivemant & Safely FPL With FPL FPL Sitos

Aesidential Plaase fill in thesas fields, then click Log ln.
B Customer Service
D Bling & Peymert
DG ERCILI Please log in to continue.
D Products & Saktons

B Yow Eleciric
Service

My Account User ID.E h—
D Azcound Surmary | .
ST ] ——

B Setect £cciunt
D Ontne Home:
£nergy Survey

LITRIaAOn

Bty iy

A




Step 5 — Once logged in you will be directed to the Open Electric
Account application.

Florida Power & Light - Microsoft Internet Explorer provided by FPL Group for Company Use
f

Home | En Espafiol | FAQ | Contact Us | Site Map
p:3 1 | BTN

Print this page
About |Doing Business Family of
FPL With FPL FPL 51108

BiLoginflogOu

Residentat i Pisase provide the new servi i is raquirad for us 1o

D Cuzlomes Service process your online request. )

B Bing 3 Faymert

0 Savings 8 Rebstes

D Products & Saldlions e . . " "

D ‘Yous Elecinc | Houses 1. Stest i ApvSulte
serel Address ] Bullding # Prefix " Name k i1 funte#

A T3 T E | wam_f & | MW i 2C

7895 Royat Paimway 8 | | 7895 i {RoyalPaim | 8 i .

256 NW 1 Clrcis Sulte M15| [ 456 || NW 1 e - [ H16

These examples show the nis of an

‘D enrustory *Required fields

D Bl History Groph B House/ - - - -
B e 8 Bullding #:~ Proflx: Straet Name:' Suffix: Suffix Direction;

2 § [ I[-selec- —|[Selea- D) (-Selec- 52

D Ontine Homa
Energy Survey ) ApvSulte/Unit#: City:* .

ﬁggm;l’awa [-Select- 22|
kel Examples: C2, 6 B, A-15, Front

Address entered: l ]
[ Continua 1 { Bazat 1




Step 6 — Once logged in you will be directed to the Open Electric
Account application. You will be required to enter your new address in
the fields below and click continue when completed.

[= = FPL E£lectiricity & Our | Communit Stomm Cente About |Doing Businesas Family of
. Tovoleoment | & 8otety FPL Vith EPL FPL Sias
Welcome Open Electric Account ’

DLogih flog tut

Residermlel Please provide the new service address information below. A complete addiess is requirad for us fo

B Customer Service process your oniine request,

B Bring & Paymant

D Savings & Rebetes .

D Products & Sokmons These axam?l" show the cnmp‘ofunn of an addrass:

D Your Becinic '

Service Address

My Account e oo o - R,

B Accoura Summnry 123 E Maln St NW Apl 2C | Main AN | 2C
7895 Royal Palm Way § s — [Rovat Paim 1] Way - s |

458 NV 1 Clrcie Sulte H-15 i H 1 Clrcle

{ Housesr 1|, o0 i Staet 1 sumx |Apvsuite :
4 Bullding # || ' Name Direction | /Unkt# |
[ i

8 Pleass select the zip code for your new addiess,
l *Required fialds

House/ - .
Bullding #:* Prefix:* Strest Name:* Sufflx: Suffix Directlos

3 Cnine Home _[7725 [sw = [e8 "|[sueet B [None § ;

Enargy Surrey
B Repat Powar ApvSuite/Unit ¥z Cley=" Zip Code:

oo (e mEs 8

Exampies: C2, 5 B, A-15, From
Address entered: {7725 SWEE ST #£a126 1

[r— TR [V

s




Step 7 — The next page will prompf the user to enter their previous'
account information or select the name format if they have never had
service with FPL before.

Electritity & Our | Community m Doing Businoss| Family of
Customor | Envieonment Involvemont FPL V\ﬁtthPL FPL Sitos
Welcome Current or Previous FPL Account

Blogh/Log o Information
Residential

B Customer Service If you have or had an account with FPL, please provide
B Bding & Paymert

B Sewings & Rebstes ¢ the FPL Account # (f you have more than one sccount, please enter your main account #
AR L LR o AND the Social Security, Social Insurance or Federal Tax 10 # for the account holder.
B3 Your Elechic -

Service
My Account
B &ccourd S
D Pay Bil
l D Visw el

Woe will use this information to refarence the account and

- » open the new account(s) in the SAME NAME and
» reduce the amount of information we need from you,

FPL Account #:
U.S. Saclal Secuiity, [n44g22214
Canadian Sodal Insurance, o:

Federal Tox ID #:

i OR

*Required fields

K you have NOT had an account with FPL, please select the name format for your new account, Wa
Dishebances use this to determine the information wa need to complete your request.
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Step 8 — continue — After you enter Personal Customer Information
you click continue .

D Products & Soluhors

B ‘fow Blectric
Service

Ny Account

D

B View Bl
B Stert Senvice
1 Slop Service
D Transter Service
> ] BlHstory
_n Bl Hitary Or
B Payment Hirtory
b Selecd accourt
B Onine Hoine

Ent Surw

B Report Power
Dizlichances

*Required fields
s : Name: JOHN D COURSEN

Is the name cofrect?:™

New Home Phone:
Other Phone:*
e
Your Namnf‘

Please change if different

E-Mail Address:® jpllg_cardelles@fpl.com

Malt Bills to the Ssrvice Addreu:‘

fyou selectod No above, please salect the Mailing Address Type:

Malling Address Type:
——

AnFPL Growp Company | Terms | Privacy & Securily

Copyright ©1936 « 2005, Fiorida Power & Light Company. Al riphts resecved.




Step 9 — The next step is to enter your Open Account Information and
click continue.

Home | En Espafiol ] FAQ ) Contact Us | Site Map ‘
&S Print this paga

¥PL Electricity & Cur Sommunity Stomm Center About Doln%Buslnost Famity of
Customer | Environment invelvemen! | & Safety FPL with FPL FPL Sitos
Open Account Information
Biognflogou .
Aesldentsl
B Customer Setvice
B Biling 8 Paymert .
B Sevings & Retiates *Required fields
B Products § Solullans
R YourEleciric

Plaase complete the following information.

Start Date:
Click icon to selact start date

My Account
B Account Summary

Service Used For* | Personal h?}l
Ownership Type™

Rent-Primary Residence E}
p_smn Setvice

D Stop Service

For the safety of our amployeaes, will you have a

- .

Dog Inthe Yara?*
tory Grepn - =
D_PaymerlHasmvw —

D Selsct Accourd

B3 Oniine Home I wa have an existing customer at tha new address, we may nasd to verify when they arm
Eneray Surves .

) leaving. Can you provida their firsl and/or last name?
) Repaort Power ‘

Cisturberices First Name: Last Name:
Existing Customes: (famando " |[Vega
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Step 10 — continue - The bottom of the Review Page will allow the

customer to submit their order , cancel or start over if the information
they have reviewed is not accurate.

‘D) Florida Power & Light - Mictosoft Internet Explorer provided by FPL Group for Company

i :

FPL Sites
Weicamo Review Page
Bioginiiogou

Residertial Please
B Customer Service X
D Bilirg & Payment * review the information you entered to ensure i is comect, and

B 3avinys & Rebates « click Submit to complets your requaest,
B3 Products 8 Soltions

B Your Electric Then, we will display & confirmation page far you to print for your records.

My Accountd ]
B Account Summary Start Date: 12-22-2005
il Service Address: 7725 SWEOTH ST #A125

B Star Servce “Cley: MIAMI
B3 Stop Service Zip Code: 33156
Account Name: JOHN D COURSEN
Malling Addresa:
7725 SWBATH ST #A125
MLAaMI, FL 33166

E-mall Address: ANABELLE_CARDEUES@FPL COM

D ~niing Hoine
Eneray Survey
D Regsort Powver

Orcturbances Deposit Required: $120.00

Would you like to recelve your bills by e-mail? —|:
d L-Submit} [ Cancel] [~ StartOver..]




Step 11 — The thank you page summarizes the customers order and

advises them of their deposit requirements (continue to next slide for
the rest of the page).

Homae | En Espafiol | FAQ | Contact Us | Site Map ::
D Print this page EXXD

FPL Electricity & Our Community Blom Genter About |Doing Businoss Family of
Customar | Environmont Involvement & Safety FPL With FPL FPL Eltoe

Hyoginsiogou

Regideruat Please
B Customer Service

B Biting & Paytient e FIRST, print this page lo} your records, then
£ Savings & Rebates | = raad the important information balow and

B Products & Sotions o ramember to tum on the breakers if you do not have service when you arrive.
B “our Electric

Wy Account After you print this page, click here 10 opan additionat accounts.

B Accourd Summary

Account Confirmatlon #: 0202532271
Account Name: JOHN D COURSEN

D Stop Service

o — Service Address: 7725 SWBOTH ST #A125
rester Sorvice .

o

B gil tstory Graph Stant Date: 12-22-2005

I e . Maliling Address:

P, il

B e Pawer E-mail Address; ANABELLE_CARDELLES@FPL COM

Depasit Requilred: $120.00 ‘
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