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I CONFIDENTIAL - 

I AUDIT FINDING NO. I 

2 SUMMARY: The script given to FPLES representatives who offer products and services 
3 to FPL customers does not require the representative to say that they work for FPLES. 
y When calls were observed b 
f 
6 
7 
d 

9 The way the question is phrased  when providing t h e  confirmation number and offering 
40 services insures that the customer has to answer yes to the question if they want their 

, / I  confirmation number. T h e  confirmation number should be provided before they ask the 
12 customer if it is alright for them to offer other services. 

. .  

37 
3~ impact the general ledger. 

3s EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 

C 0 NFI D ENTI AL 
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AUDIT FINDING NO. 2 

SUM,MARY: 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. 

. .  

insurance for protection of water lines and electric lines and it’s offered to the customers 
when the call is transferred to the FPLES. repre.sentative. Also, FPLES. includes billing 
inserts for Power Surge and Surge Shield Protection in FPL’s utility b i k .  Power Surge 
is an insurance to provide protection for. the customer’s electronics and appliances. It 
reimburses t h e  customer for repair or replacement for covered losses, up to the 
maximum of their policy. . Surge Shield Protection protects the appliances 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 offering the Utility Guard Plan the representative says that the services are‘ 
offered by FPLES. The billing inserts included in the electric bills shows that t he  Power 
Surge insurance and the Surge Shield Protection plan are being offered by FPLES, an 
affiliate of FPL. 

Customers may not b e  aware n-regulated company. Having FPL in 
the name may imply to the cu is the regulated utility.’ A rule 
proposed by staff on March 2 apter 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 appearanc t the utility speaks on behalf of its 
affiliates or visa versa or that the. customer will r 
consequence of conducting business with the affiliates. A utility many not promote or 
advertise its affiliate’s relationship with the utility nor allow the utility’s logo or name tu 
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.” 

preferential tre’atment as a 

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

EFFECT ON,FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 
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AUDIT FINDING NO: 3 

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 
disalIows 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 confidential information between regulated electric companies and affiliates. The 
proposed rule for electric companies was never approved. 

FPL has consistently throughout the years applied for confidentiality of customer’s 
information 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 infQrmation at  the start of t h e  call. If the customer verbally 
agrees that FPLES can provide further information, this information is also retained in 
t h e  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 jurisdiction or other 
operation of law.” 

Commission Rule 25-7.072, 2 (b’l) which is the Code of Conduct for gas service, states 
that t h e  company “will not disclose, or cause to be disclosed, to any marketer, broker or 
agent, previously 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 tu any affiliate. 

~ 

6 



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 fur electric companies. This 
rule was never approved by the Commission. Although this rule was never approved, 

. the concept may be relevant to this issue. Item 9(C) (I) states: “Utiiities 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 ACCEPTED: This audit does not have a filing. 
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A 
I AUDIT FINDING NO. 4 c ' .  
2 SUMMARY: The FPL call care representative obtains personal information needed to 
3 establish electric service from the customer before the call is transferred to FPLES. 

. 1 1  From the observation of. ne 
IZ information takes from 3 min 
(3'depending on the  type of c 

Some of the information obt 

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 information 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 18 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 

zp7 EFFECT ON THE GENERAL LEDGER:' This finding does not affect the general 
2d ledger. 

z? EFFECT ON THE FILING: There is no filing related to this audit. 
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SUMMARY OF CALLS AND TIME3 

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 billing statement 
be sent to a different address. This added time on tu the call. 

NEW SERVICE CALL 
This call lasted 3 minutes and 18 seconds. The customer% 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 
t he  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 time on to the call. 

' 

NEW SERVICE CALL 
This call tasted 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 oh 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 confirmation 
number. 

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

t 

' 

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 riot the customer. 

9 
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AUDIT FINDING NO. 5 

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

. .  

b EFFECT ON THE FILING: There is no filing related to this audit., 
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I AUDIT FINDING NO. I 

f -  . 2 - SUMMARY: The script given to FPLES representatives who offer products and services zq to FPL customers does not require the representative to say that they work for FPLES. 

7 The way the  question is phrased when providing the  confirmation number and offering 
(0 services insures that the customer has to answer yes tbthe 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. 

$3 EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 
$7 impact the  general ledger. 

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

G0NF\DEN7\hL 
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SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard, . 
Power Surge and Surge Shield Protection. .A customer may believe FPtES’is the. 
regulated electric company. 

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 electronics and appliances. it 
reimburses the customerfor repair or replacement for covered losses, up to the 
maximum of their policy. Sirrge Shield Protection protects the appliances 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 offering the Utility Guard Plan the representative says, that the services are 
offered by FPLES. The billing inserts’included in. the electric bilk 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 in 
the name may imply to the customer 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 utility shall no€ 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 aff tes. 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 IS ACCEPTED: This finding does not 
impact the general ledger. 

EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 
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6 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 
tf 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 
p the confidential information between regulated electric companies and affiliates. The 
u prqposed rule for electric companies was never approved. 

‘I 
1 
i 
i 

22 FPL has consistently throughout the years applied for confidentiality of customer’s 
23 information such as customer’s account number, name and address. 

zq Even though once the Call is ended the screen is erased the FPLES representative stil1 
25 receives the customer’s information at the start of the call. If the customer verbally 
z b  agrees that FPLES can provide further information, this information is also retained in 
27 the database system. 

Zl f  FPL‘s Privacy Policy on related to its website says “FPL does not reveal any personal 
9 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 jurisdiction or other 
operation of law.” 

Commission Rule 25-7.072, 2 (61) 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, previously 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. 

* /  
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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. Item 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. 

JijFECT. ON FILJNG IS ACCEPTED: This audit does not have a filing. 
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cc' & 
z SUMMARY: The FPL call care representative obtains personal information needed to 

i 

(1 From the observation of new service calls it was determined that to gattier customer's 
information takes from 3 min 

j depending on the type of cal 
&J Some of the information obtai 

. .  

% 
! 

$- STATEMENT OF FACT: FPL's representative obtains customer information such  as: 
[ilp name, social security number, telephone contact, whether the person calling is t h e .  
(7 owner or the renter, current power status, closing date, billing address, email address, 
r$ deposit information and verification of information. The computer does a credit check 
d9 based on this information. The time it takes to process each call is rang,es from 3 
ZO minutes and I 8  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 
cz 

";\ 
Z7 
2d ledger. 

EFFECT ON THE GENERAL LEDGER: This finding doesnot affect the general 

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

8 



UMMARY O f  CALLS AND TIMES 

I) NEW SERVICE CAtL 
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 
rep resent ative. 
During the request for new service the customer requested the billing statement 
be sent to a different address. This added time on to the call. 

B 
! 

2) NEW SERVICE CALL 
I 

This call lasted 3 minutes and I 8  seconds. The customer's billing statement was 
sent to the customer's address- 

3) 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 
t h e  customer. 

4) NEW SERVICE CALL 
This. call lasted 4 minutes and I8  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. 

1 

5) 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 b e  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 h e r  to get her confirmation 
nurn ber. 

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

7)  NEW SERVICE CALL 
This call lasted 7 minutes and 44 seconds. The person calling was not the 
customer. The FPL representative gave her t h e  confirmation number instead of 
transferring h e r  to FPLES, because she was not the customer. 

9 
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A AUDIT FINDING NO. 5 

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

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

11 
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mL. 
Service CaanedAoCas 
RCA: #05-285+1 Undockeled 
TYE: 1213iIO5 

Title: 

Florida Power & Light Company 
Docket No. Undocketed 
WLES Service Connect Process Audit 
Audit Request No. 1 . 
Page 1 of 1 

: Q- 
Set up a meeting to discuss: 

1) Which affiliates 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 parts I and 2 from PSC, Kathryn Welch in the 12/8/05 meeting: 
I) Which affiliates (all FPL affiliates) received customer information. 
2) How the confidentiality of such information is maintained by FPL and the 

I 
affiliates (all FPL affiliates). . 

Jt 

A. 
Meeting logistics: 

Date: Thursday, December 8th 
Time: 
Location: GOroom 5123 . 

1:00 PM to 2:OO PM 

1) Only FPLES. (This is a follow-up response from the 72/8/05 meeting) 



FPL 
Service connect prQccs$ 
R C k  #05-285-F.I Undockctd 
TYE: 12/31/05 

Title: 





I 
2 
3 
'I 

7 
Y 

, TITLE: . MEETING REIATED TO THE FPt SERVICE CONNECT PROCESS 
CLARIFICATION OF COST ALLOCATION RATE 
2004 AND 2005 PER1 0 D: 

AUDITOR: GABRIEL4 LEON 

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



. . _. : L A .  .. 

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

W Audit Request No. 9. 
Page 1 of 1 . .  

Q* . 
Piease arrange for me to observe one of the FPLES~epresentatives that answer the transfer calls 
at their workstation. 

A. A '  A5 . d D E .  
Date: December 28,2005 
Time: 
Location: 
Security Access: 
Cell Phone Contact: 
Meeting Locatio?: ' 

LFO Address: 
LFO Map: 

2:OO to 3:OO PM . 
~~ 

arranged for Gabby Leon and lliana Piedra 

nd direct you to the a l D  Maria Besada 305-7%-8865 
Maria Besada will meet you in th 
call center location 

! 
I 

i 

20 Please note that all,auditor's notes will be designated as confidential. 

21 
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AUD~T FIND~NG NO. 3 
! 

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 hformation between affiliates. A rule written in March 2000 was proposed 
to provide standards for the electric companies on handling the confidential information 
between regulated electric companies and affiliates. The proposed rule for electric 
companies qas never approved. 

I FPL has consistently throughout the years applied for confidentiality of customer‘s 
. information such as customer‘s account number, name and address. 

! -  
I . Even thoughlonce the call is ended the screen is erased the FPLES representative still 

’ 2r . receives the ’customer‘s information at the start of the call. lf.the customer verbally 
can provide further information, this information is also retained in 

27 the database.system. 
. /  

Florida Power and Light’s Privacy Policy on their website says “FPL does not reveal any 
personal infohation that is provided by our customers through our Web site to any third 

other subsidiaries of the FPL Group, except when requested to do so 
al agency having jurisdiction, or by a court of competent jurisdiction or 

other operation of faw.” 

Commission :Rule 25-7.072, 2 (bl) which is the Code of Conduct for gas service, states 
that the company “will not disclose, or cause to be disclosed, tu any marketer, broker or 
agent, previously non-public information about a customer without that customer‘s prior 
authorization.” 

! 

. .  



This is a nilefor 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 
services. 

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. Item 9(C) (I) states: “Utilities may not 
release any proprietary customer information to any affitiate without the prior written 
consent of t h e  customer.’’ 

EFFECT 0N:GENERAL LEDGER IF SlGNlFlCANT FINDING IS ACCEPTED: This 
finding does not impact the  general ledger. 

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

7 
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FPL 
ScrvicC ComcnProccss 
R m  #OS28541 Undwkct& Company: FPL 

Title: Summary of FPL care representative training m 12/31/05 
. on finalizing New Service'Orders 

Date: '3-Jan-06 Tide: FQL 
Auditor: Gabriela Leon 
. .  . 



I 
2 Title: Notes from the FPLES training manual 
3 Period: 2004 

Date: 5-Jan-06 
Auditor: Gabriela Leon 

Company: Florida Power and Light 

26 Ask what does it mean "NEVER CLEAR THE SCREEN If YOU SPOKE TO THE CUSTOMER" 
2 7  I did see in €he observation that the screen was erased, but don't remember if she erased herself 
2~ or if after the call the screen is erased automatically. 



Florida Power & Light Company 
1 Docket No. Undocketed. 

3 FPLES Service Connect Process Audit 
Audit Request No. 4 
Pagelof1 

I .  

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

A. 

Please note that the scripts are considered confidential for competitive reasons. 

c 
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. AUDIT INDING NO. 1 5 "'LV 
SUMMdRY: ;The script given to FPL Energy Services (FTLES) representatives who 
offer products and services to FPL customers does not require the representative to say 
that thev work for FPLES. When calk were obsetved by PSC staff the representative 

The way the guestion is phrased when providing the confirmation number and offering 
services insu:res that the customer has to answer yes to the question if they want their 
cpnfirmation number, which they need. The eonfirmationinumber should be provided 
before they a:sk the customer if it is alrightfor them to offer other services. 

i 

EFFECT ONIGENERAL LEDG'ER . .  IF FINDING IS ACCEPTED: This finding does not 
.impact the g?neral ledger. 

I 

. .  

. .  

. .  

. .  

EFFECT ONiFILING I IF FINDING IS ACCEPTED: This audit does not have a filing. 

I 

c 



Florida Power & Light Company 
Docket No. Undocketed 

Audit Request No. 3 
Page 1 of 1 

. FPLES Service Connect Process Audit 

Q. 
I) Provide a list and a description of all the services provlded by,FPL to FPLES I 

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

k 
1) General services that FPL provides FPLES Include a ccounting, 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 sefvices. These services are primarily billed to 
FPLES through the Affiliated Management Fee (AMF). 

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

2) FPL directly charges FPLES for specific services and any related expenses incurred. FPL 
payroll charges, for both 'direct charges and 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 excerpts from the Cost AJlocation Manual is considered confidential. 
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Florida Power & Light Company 
Docket NO. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 6 
Page 1 of 1 

G .  Q- 

e 
/O 

I !  

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? 

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? 

7 v '. 

JZ . 

A. 
I )  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 available in attachment in response to question #I 0. 

/3 
/Y 
/f 
ib 
17 
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Florida Power & Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 

s i  I &b) 
z 

5- 
6 Q. 

3 Audit Request No. 8 
Y Page 1 of 1 

7 

4 2) Provide procedures. 

40 

II  

(2 
13 companies. 

r Y  6) Provide procedures. 

1) Describe how FPLES Connect Services signs up customers for other services as telephone or 
- d  cable 

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 nan-affiliated 

Is A.' 
lb 
17 

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

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

3) See response to question # 6 for a Iist of all the FPLES Connect Sewices service providers. 

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

-.; J2f 
I_ 

'4 
20 a 
22 

23 6) See response to question #6 related to the 



Florida Power & Light Company 
Docket No. Undocketed 
€?FLIES Service Connect Process Audit 
Audit Request No. 12 
Page 1 of 1 

Q* 
1) The answer provided in Document Record Request #5 was based on a studylstudies, if so, 

2) Has the company updated this study? 

. please provide a copy. 

A. 
I )  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. 

CON + 
. .  
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Fiorida Power & Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 11 
Page 1 of 1 

Q- 
What commission does FPL receive for the connection to FPLES? 

c, o NFIDENTI AL 
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Florida Power & Light Company 
Docket No, Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 14 
Page 1 of 1 

Q* 

1) Are t he  only calls transferred to FPLES for new service? 

2) How many calls are transferred 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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FIorida Power & Light Company 
Docket No. Undocketed . 
FTLES Service Connect ~ r o i e s s  ~ u d i t  
Audit Request No. 16 
Page 1 of 1 

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

c 



I i t  
2 CONFIDENTIAL Florida Power & Light Company 

Docket No. Undockefed 
FPLES Service Connect Process Audit 

.Audit Request Nor 19 . 
Page 1 of 1 

Q. 
The attached training 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 do7 

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? 

CONNDENTIAL 
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4 COMPANY: 
2 TITLE: 
3 . PERIOD: 

DATE: 
AUDITOR: 

b 

FPL . 
COST ALLOCATION 
WE 12/31/04 . 
FESRUARY 16,2006 
GABRIELA LEON 

Title: 

Per Maria Besada's explanation of the Bellsouth FTEs 

f 
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SUMMARY: 'The Florida Power resentative obtains personal 

From the  observation of new service calls it was determined that to gather customer's 
information takes from 3 minutes and 'l8 s 
depending on the  type of call. 
Some of the information obtai 

I I 

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 tenter, curient power status, closing date, billing address, email address, 
deposit infon-pation and verification of information. The computer does a credit check 
based on this information. The time. it takes ta process each call is ranges from 3 
minutes and 18 seconds to 7 minutes and 44 seconds. (See attached summary of calls 
observed). The cost for the time it takes fa gather this information is not charged ta 
FPLES. FPLES is not only benefiting from the transfer call but also from obtaining this 

EFFECT ON 
ledger. 

EFFECT ON 

THE GENERAL LEDGER: This finding does not affect the'general 

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

I 

1 8 



J 

/io. 

to the lime the FPL representative transferred the call and spoke to the FPLES 
representative. 
During the request for new service the customer requested the billing statement 
be sent to a different address. This added time.on to the call. 

NEW SERVICE CALL 
This $1 lasted 3 minutes and 18 seconds. The customer's billing statement was 
sent to the customer's-address. 

This ckll 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 w?s not transferred to an FPLES representative because the caller was not 
the clistomer. 

NE'W LERVlCE CALL 
This call lasted 4 minutes and 18 seconds. During the request for new sewice 
the cuFtomer requested his billing statement be sent to another address and this 
added time on to the call. 

This call lasted 5 minutes and 21 seconds. During the request for new service 
the cuptomer asRed for the billing statement ta be sent to ano.ther 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 @hy the FPL representative was transferring her to get her confirmation 
number. . 

I 

I 

I 

NEW SERVICE CALL ! 

I 
NEW SERVICE CALL 

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

NEW $ERVICE 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 
transf6rring her to FPLES, because she was not the customer. 

~ 

, 

I 

9 
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EFFECT ONITHE G E N E R k l  LEDGER: This finding.does not affect the general 
ledger. I 

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

I 

I 

I 

. . .  

I 

! 

I 

I ’  



AUDIT FINDING NO. 2 

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 
Services is the regulated electric-company. 

Utility Guard :is insurahce for protection df wafer line; and-elecfric 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 Shield Protection in FPL‘s utility bills. 
Power Surge is an insurance to provide protection 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 througt) the customer‘s home’s electric lines or other vulnerable points of entry. 
Surge protectors are installed on the meter and are monitored by FPL. 

When offering the Utility Guard Plan the 
offered by Ff?L Energy Services. The b 
that the Power Surge insuranpe-and the Shie Protection plan are being offered by FPL 

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 Cunduct.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 not promote or advertise its affiliate’s relationship with the utility nor allow 
the utility’s logo or name to be used by the afftliate in all forms of media unless it is 
accompanied by a clear written or audio disclaimer that states that the amfiate is not the 
same company as  the utility and is not regulated by the Commission.” 

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

. 

sentative says that the services are 
nserts included in the electric bills shows 

EnergySew(ces, QU- c$@d!&-b C& F-1 $1 . 

EFFECT ON8 FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

5 
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REPORT: 0x43-061-040428 

Y 

? E  FLORIDA POWER L LIGIIT C O W M Y  

ON-DEHANO QUERY REPORT 

'i I.IIDG€:R FOSTED --- ACCRUAL ----- SCIIEDOLED lNFORMhTION -I-- 

i DATE 3VU PACEQ \SRC STATUS UATE CYC REVERSE START DhTE STOP DATE. FREQUENCY 
$ 100404 31 0068 6 5 0 0 0  CONPI.E'I'RI) YES (NOT SCliEDULFOI 

__L 

PAGE 002 

' i -ACCOUNT- 
L D / C  WO 
*> 0 021330 d99 000 3100 0070 
*> C 0 4 4 7 5  032 000 0000 0042  
'> 0 0 3 1 2 0 . d 3 3  000 0000 0013 

C 04175 9 000 0000 0042 
C ,01413 t 3 4  000 0500 0044 

* >  D 03499 d 9 9  000 0000 0999 
"> C 04475 492  000.0000 0042 
*>  C 01413 090 000 0500 0044 
*> D OUO75?69 ,$ -  000 '3400:':0078, 
* >  D 0 0 0 3 0  OS? 000 3400 007B 

' *>  D 01070 U99 000 3400 0078 

& :  CMP S E C / U  LOG 

' * >  D 0 0 0 7 4  d 5 4  aoo 3400 O D ~ U  
' *> D 00076 9991 ooo 3400 DOXI 

' & >  c 0 4 4 0 1  ooo m o o  0326 
I *>  c 04401 as;; oao OOOD 0326 
k * >  c 03099 d w  ooo m o o  solo 
v * >  c 0 0 2 9 5  d 9 i  ooo 3700 0010 

D oooaz ~ ; g d  ooo 3400 o o i e  
I * >  D 0 0 0 6 5  0.99 ooo 3400  0070 
' * >  c 01012 $90' ooo 0300 0 0 4 2  

I * >  D 01060 9 9 5  000 3400 0078 
C 04401 .092 000 0000 0326 

t * >  D 00068 0'99 000 3400 0078 
k b >  D 00072 U9d 000 3400 0078 

I 
C 0 4 4 7 5  0 9 2  000 0000 0042 

k ' >  D 01055 $ 9 4  000 3400 0070 

' !  
I . /  

! j  
w I 

1 
/ 

I 

PAY 
AM NT ERC LOC 
. T o o  790 

7.00- 190 

DESCRIPTl  ON 
SYSTEM CHGS CHECK PROCESS 
SYSTEM CHGS CHECK PROCESS 
SYSTEM CHGS ClIECK PROCESS 
SYSTEM C11GS CHECK PROCESS 
SYSTEM CHGS CHECK PROCESS 
SYSTEM CIiGS CHECK PROCESS 

40.00- 740 . SYSTEH CHGS CHECK PROCESS 
SYSTEM CHGS CHECK PRC 
CARE CENTER CHARGES 

L A R E  CEN!PEP. CHRRGES 
>hRE CENTER CllARGES 
-E CENTER CHARGES - CARE CENTER CHARGES 
---CARE CENTER CHARGES 

CARE CENTER CHARGES 
CARE CENTER CHARGES 
CARE CENTER CHARGES 
CARE CENTER CHARGES 
CARE CENTER CHARGES 
PAYMENT POWER 

' PAYHEHT POWER 
UTILITY GUABD 

4 , 2 3 6 . 9 3  794 S Y S T E ~  CHARGES 
3.861.45- 790 SYSTEM CHARGES . 

2,158.65- 630 SYSTEM CHARGES 
1 2 6 3 . 2 0  794 5YSTEH CHARGES 

CESS 

NOTE: T H I S  IS A PSEUDO TRANSLATION------ L I  
__II-_-______ 

&c- -ds  ''&' v'LLu 
@Id- 

146.906 OODOO 000 0078 OOD.0000 * * *  100.00 NOOP 
146.906 00000 000 0078 000.0000 +*+  100.00 NOOP 
146.906 OOODO ooo 0 0 7 8  ~ o o . o o ~ o  * * *  100.00 NOOP 
903.000 00000 000 0042 000.0000 7 * *  34 .00  OPER 
903.300 00000 000 0042 000.0000 ***  6.00 OPER 
903.000 00000 000 0 0 4 2  000.0000 *** 100.00 OPER 

qo 146.406 OGOOO ooo 0 0 1 8  ooo.oooa * * *  ioo,oo NIIOP 

' -\. 

I 
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-ACCOUNT- 
S E L  D/C W Q  ; &R CMP SEC/U LOC 
**+> D 02030 iO.99 000.3400 0078 
**i> C 0447'5 !OS2 ODD 0 0 0 0  ,0042 

***> D 0 1 0 7 0 ' 0 9 9  000 3400 0078 
a**> D OOO'i4iOS9 000 '3400 0078 
***> D 0 0 0 7 6 i 0 9 9  000 3400 0078 
***> U 0106(1,099 000 3400 0078  
***> C 0440Fj092 000 OOdO 0326 
* *e> C 0440.1;032 000 OOPO ,0326' 
***> C 0 4 4 0 l t 0 5 2  000 0000 0.326 
***> C 0309'9!091 000 0000 0010 
*++> C 002951Wt2 000 3700 DOLO 
a+*> D aooti8:jass ooo 3400 0078 

D 00012  ' 099  000 3400 11078 
*.*r D o o o q  !os9 0.00 3400, 0078 
***>,n 00665 ,099 ooo M O O  0078 
* * e >  c 01012'~OJO 000 0300 0042 

* * *>  C 044.75 iUSZ 000 0000' 0042 
***> D '01055 :OS9 000 3400 0078 

! . I  

i. i 

FE PAGE 002 
ON-DEHANP QUERY REPORT 

3 
COMPWY : a i  . 

LEDGER ''.. -- POSTED --- A C ~ R U A L  ---- CI SCHEDULED INFbRMATION ---- 
DATE J V l  P?LGEf.SXC STATUS DATE CYC REVERSE START DATE STOP DATE FREQUENCY 
200403 31 0074 65000 COMPLETED YES (NOT SCHEDULED) 

.-----I ; </ 

----3-- A P ~ B ~ A L  INFORMAT ON ----- ----- ENTERED/LAST CHANGED I N F O R M ~ ~ T X O N  ----- --- EXCEPTION APPROVAL INFORMATION --- 
DATE & DATE TIME PERSON LOC SECT DATE TIME PERSON 

REMARKS TO'!:'! ' RD FOR YSTEM CHARGES FOR JANUARY 2004 

0009 0046 2004-03-31 1 5 . 3 6  MERCEDES LEON 

! .  

-9 
' P  

PAY 
F&40 NT EAC LOC 

2 0 0  790 

5.00- 790 

30.00- 790 

a 
1~ 

----- BUC5 TRANSLATION ----I 
DESCRIPTION . GL ACCT WO ER Loc P L  ACCT EAC PERCNT TYPE 63 
SXSTEMTXGS CHECK PROCESS 146.906 ooooo ooo 0078 ooo.oooo *** ioo.oo NOOP 
SYSTEM CHGS CHECK PROCESS 903.000 00000 000 0042 000.0000 *+* 100.00 OPER 
SYSTEd CWGS CHECK PROCESS 146.906 DO000 000 0013 000.0000 *** 100.00 NOOP 
SYSTEM CHGS CHECK PROCESS 903.000 00000 000 0 0 4 2  000.0000 *** 100.00 OPER \3 
SYSTEM CHGS CHECK PROCESS 921.100 ooooo ooo 0044 ooo.oooo ++* iao.00 OPER ,$ SYSTEM CHGS CHECK PROCESS 146.610 ooooo ooo 0999 ~oo.oooo *** 100.00 NOOP 
SYSTEM.CHGS CHECK PROCESS 903.000 00000 000 0042 OOO.ODO0 f **  100.00 OPER ',en 

t3 

83*00- SYSTEM CHGS CHECK FROC 
~ ~ ~ L i ~ - ~ f < C A R E  CENTER CHARGES 

802 CARE CENTER CHARGES 
811 CARE CENTER CHARGES 
7 60 CARE CENTER CHARGES 
876  CARE CENTER .CHARGES 
794  PAYMENT POWER 

1794 PAYMENT POWER . 
7 94 uTmm GUARD 

921.100 00000 000 0044 000.0000 * * *  ;OO.OO OPER 

146.906 ooooo ooo 0078  ooo.oooo ***  ioo.oo NOOP 
146.906 000oo 001) 0078 aoo.oooo *** ~OO.OO'NOOP 
1 4 6 . 9 0 6 ~ 0 0 0 0 0  ooo 0078 OOO.OOOO *** 1ou.00 NOOP 

146.906 00000 000 0078 000.0000 *.* 100.00 NOOP 
146.906 00000 000 0078 000.~~00 **' 100.00 NOOP 

146.906,OOOOO 000 0078 000.0000 *** 100.00 NOOP 
903.150 00000 000 0326 000.0000 *I*  100.00 OPER 
903.150 00000 000 0326 000.0000 *** 100.00 OPER 
903.150 00000~000 0326 0~0.~000 *** 1uO.00 OPER 

922.120 00000 000 0010 000.0000 *** 100.00 OPER 

146.906 Ob000 000 0 0 7 8  000 .0000  +** 100.00 NOOP 

926.i22 ooooo ooo 0010 OOO.OOOO **e ioo.oo OPER 

146.906 00000 000 0 0 7 8  000 .0000  *** 100.00 NOOP 

146.906 Ooooo 000 0078 000,0000 +** i0O.od NOOP 

I 

. 

/1,060.61 7911 p6 SYSTEM CHARGES . 146.306 00000 000 0078  0 0 6 . 0 0 0 0  * * *  100.00 NOOP 
. 9a3.000 a0000 ooo 0042 0 0 0 . ~ 0 0 0  *** 94.00  OPER 

903.300 00000 000 0042 000.0000 **' 6 . 0 0  OPER 
903.000 00000 000 0042 000.0000 *** 100.00 OPER 
146.906 ooooo ooo 0078 ooo.oooo *** 1oo.00 HOOP 

* 3 , 3 7 5 . 6 9 -  790 SYSTEM C H M G E S  

SYSTEM CHARGES 
SYSTEM CHARGES q~ 



FE FLORIDA POWER L LIGHT COW.”Y 
ON-DEMAND QUERY REPORT PAGE 003 

PAY’ 
AMOUNT EAC LOC DESCRIPTION 

9,488.66  TOTXL ENTRIES: 26 

----- NOTE:  THIS IS A PSEUDO TRANSLATION---- 
----------- 3UCS. TRANSLATION -------- 
GL ACCT WO ER LOC PL ACCT EAC PERCNT TYPE 

I 



FLORIDA POWER C LIGHT COMPANY 
ON-DEMAND QUERY REPORT 

PAGE 002 1 
2 

. . Fr .! ! 

LE. .:: i SCHEDULED INFORHATION --- --- POSTED --- ACCRUAL -1-1 

cyc REVERSE START DaTE STOP DATE FREQUENCY 
YES (NOT SCHEDULED) 

EXCEPTION APPROVAL INFORMATION -- ENTEREO/LMT CHANGED INPOPHATION ----- _-- 
TIME PERSON . M C  SECT DATE TIME PERSON 

2004-03-31 15.51 MERCEDES LEON 0009 0046 

4 

, : -ACCOWNT-. 
S E L  D/C'HO iER MP SEd/U M C  
***> b 0203b.!099 000 3400: 0078 
***> C 0447$]092 000 0000: ,0042 
*l*> D 031201093 000 0000 0013 
***> C 0447~'~k92..000 0000 -0042 * 

***> C 01413!090 000 0500' 0044 
***> 0 d3499.:D99. O O O ~ d O O O  '.0993 
***> c 0.$475~1092 000~0000. 0042 
***> c 0141.he!L~090 000 4500 0044 
***> I) OOD7~'~099' '000 3400" 0076' 
***> D ooobD!:O99 000 3490 0078 
***> D 010!$099 000 3400 ;0078 
***> D 0007WL'099 000 3400. ,0078 
'**> D OO.b~%lo99 &do 3400 .od78 
++*> u 010,60;~099 000 3400 0078 

m --NOTE: T H ~ S  IS a PSEUOO  RANS SLAT ION- 
K L  q N O P Q  k 5 7  

- BUCS TRANSLATION - 3 
PAY 

AM NT EAC LOC DESCRIPTION GL ACCT NO ER L.oC PL WCl' EAC PERCNT TYPE ik 
SYSTEM CHGS CHECK PROCESS 146.306 00000 000 0078 000.0000 *** 1 0 0 . 0 0  .NOW 43 
SYSTEM CHGS CHECK PROCESS 903.00~ 00000 000 0042 000.0000 4** 100.00  OPER &q 
SYSTJW CHGS CHECX PROCESS 146.906 00000 000 0013 000.0000 *** 100.00 NOOP ,< 
SYSTEM CHGS CHECK PROCESS 903.000 00000 000 0042 OOO.0OOO *** 100.00 OPER 
SYSTEM CHGS CHECK PROCESS 921.100 00000 000 0044 000.0000 *** 100.00 OPER :\ 
SYSTEM CHGS CHECK PROCESS 146.610 00000 000 0999 000.0000 *** 100.00 NOOP 

XOO 790 

6.00- 790 
' 2 9 . 0 0 -  790 

#l.'OO 790 
28.00- 790 

SYSTEM CHGS CHECK PROC 
;CARE CENTER CHARGES 
C k G  CENTER CHARGES 
CARE CENTER CHARGES 

T A R E  CENTER CHARGES 
CARE CENTER CHARGES 

<ARE CENTER CHARGES 
CARE CENTER CHRRGES 
CARE CENTER CHARGES 
CARE. CENTER CHARGES 
CARE CENTER CHARGES 
CARE CENTER CHARGES 
PAYMENT POWER 
PAY"? POHER 
UTILITY GUARD 
SYSTEH CHARGES 

_ _  
ESS 921.100 00000 000 0044 000.0000 *** 100.00 OPER '7 

146.906 00000 000 0078 000.0000 *** 100.00 NOOP @ 
146.906 00000 000 0078 000.0000 * * *  100.00 NOOP 2~ 
146,906 00000 000 6078 000.0000 ***  100.00 NOOF 0) 
146.906 00000 000 0078 ODO.0000 *** 100.00 NOOP x(( 
146.906 ooooo ooo 0078 OOO.OOOO *** 1ao.00 NOOP 

903.150 00000 000 0326 000.0000 * * *  100.00  OPER 
903.150 OOOOb 000 0326 000.0~00 *** 100.00 OPER %$ 
303.150 00000 000 0326 ODO.OOO0 *** 100.00 OPER @ 
926.122 00000 000 0010 000.~000 * * 4  100.00 OPER 50 
922.120 00000 000 OOlQ 000.0000 *** 100.00 OPER 31 
146.906 00000 000 0078 000.0~00 *** 100.00 NOOP 32 
146.906 00000 DO0 0078 000.~~00 *** 1OO.Op NOOP 
146.906 ooooo ooo 0078  OOO.OOOO *** io0.00 NOOP 
146.906 00000 000 0 0 7 8  000 .0000  *** 100.00 NOOP 1; 

K3i749.56-  790 SYSTEM CHARGES 903.000 00000 bOO 0042 008.0000 4 * *  94.00 OPER ti 
6.00 OPER rf 903.300 00000 000 0042 000.0000 *** 

3 0 3 . 0 0 0  00000 000 0042 000.0000 *** 100.00 OPER gf 
146.906 00000 000  0078 000.0000 *** 100.00 NOOP 3 SYSTEM CHARGES 

SYSTEM CHARGES 7 

t 



. _., .- ... 

FE 

PAY 
AMOUNT EAC LOC DESCRIPTION 

10,257.78 TOTAL ENTRIES : 2 6  

I 
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. Florida Power & Light Company 
Docket No. Undocketed 
FPLES Serviee Connect Process Audit 
Audit Request No. 21 
Page 1 of 1 

Q. 
Please arrange for us to observe an’ FPL representative. We would tike to be able to observe 
when new customers call to initiate service or to transfer service to anothei residence. 

A. 
Meeting logistics: 

Date: Wednesday, January 25th 
Time: 
Location: 

1200 PM to 1:00 PM 
M.8esada and W, Goldscheck will meet you in the LFO lobby 
@ lf:5Q AM 
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Florida Power & Light Company 
Docket No. Undocketed 
WLES Service Connect Process Audit 
Audit Request No. 7 
Page i of 1 

. .  Q- 
1) Provide all bill inserts by month for 2005. ’ ’ 

2) How does FPL get paid 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 much it costs to send a bill. 

6) Provide the account you record.revenues for these adds in. 

7) Print outthe account for the most recent 12 month data and highlight these revenues. 
-7-\ a- LtV- I V  

A. ”------- 
1) See attached files displaying the FPL bill inserts for 2005 as requested. 

shows how much it costs foi FPL to send a bill. /C.’-l’ 
Bill Statement Advertislng program are recorded in FPL 

7) See attached file for the print out of FPL account 456.022 for January through December 2005 

account 456.022. ‘ 

revenues specific to the FPL Bill Statement Advertising program. 
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CON FI D ENTl AL Florida Power & Light Company ENT I A ~ ~ Z E ! ~ J ~ ~ Z ~ ~ ~ t  process Audit 
Audit Request No, 17 
Page 1 of 1 

CONFIDENTIAL 

Q* 
9) IS FPLES paying FPL for their billing inserts? 

2) If so, please provide documentation far this and 

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

A. 
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 recorded on the 
books of FPL to the inter-company account 146.906 - "FPL Receivable from FPLES-VAPS".. 
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Florida Power & Light Company 
Docket No. Undocketed 
FTLES Service Connect Process Audit 
Audit Request No. 23 
Page 1 of 1 

W 

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

,endorsement? 

2) Please provide. 

3) Has FPL ever denied any bill stuffer? 

4) Provide the reasons and the  names  of the companies. 

A, 
1 ) See response #5 to question #22. 

2) See response #5 to question #22. 

31 Yes. 

1 



FIorida Power & Light Company 
Docket No. Undockefed 
FPLES Service Connect Process Audit 
Audit Request No. 24 
Page I of 1 

m s  the charge of the insert lower than FPL's cost? 

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

2) No. 



Florida Power & Light Company 
Docket No. Undocketed . 
FPLES Service Connect Process Audit 
Audit Request No, 27 
Pago lo f l  , . r .  

Q. 

. .  
Record Request #7, item 7. Reconcile. 

A. 

amounts as shown in the table b 

I Monthnear I . Amount I NumAer on Detail Transaction 1 

Revenue amounts #2 through #6 from the table above are identified on the attached Detarl 
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 
table above. 

. 
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FPL GROUP, INC. 

CODE OF BUSINESS CONDUCT & ETHICS 



TABLE OF CONTENTS 



INTRODUCTION- 

FPL Group, Inc. expects all representatives of the Company and its subsidiaries 
. -  (collectively, the “Company”) to act in accordance with t he  highest standards ot 

nersonal and professional integrity in all aspects of their activities and to comply with all r - - -  

aDDlicabie laws, regulations, and Company policies. This Code of Business Conduct & 
- 1  I 

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 

Responsibilifies for C6mrjfiance 
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 of ‘business, legal, and 

ethical matters, it cannot anticipate 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, But, 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 this 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 o i  the  Audit Commiffee 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‘compliance with this Code or other ethics matters. 

Records and Reportinq 

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, intemal 

accounting controls or auditing matters, you are encouraged to submit those concerns 

or complaints (anonymousIy, confidentially, or otherwise) to the Audit Committee of the 

Board of Directors which will, subject to its duties arising under applicable law, 

regulation and legal proceedings, .treat such submissions confidentially. Such 

submissions may be directed to the attention of Audit Committee or any director who is 

a member of the Audit Committee. A separate Whistleblower Policy has been adopted 
by the Company specifying additional procedures and protections for these types of 

concerns or complaints, copies of which may be obtained from a Compliance Officer. 

Business records and other documents may become public through litigation, 

government 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 imperfect recollection. Accordingly, it is important that you 

avoid exaggeration, colorful language, guesswork, legal conclusions, and derogatory 

remarks or characterizations 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 vioIaGon of law, any current pending or'threatened litigation or 

any pending, threatened or foreseeable government investigation or proceeding. 

3 



. .  . 

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 dispased 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 your 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 t he  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 safeguarding logins and passwords which provide 
access to Company networks. 

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 a r e  the property of the Company 

and all communications are subject to 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 
systems; messages which defame or libel others; use which interferes with the work of 

. .  

' 
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. .  
employees or others, i-ncluding sexual or other harassment violative of applicable laws 

and Company policies; and solicitation of employees for any unauthorized purposes. 

I : , . . .  
. i  . -  . .  

1 : .  - . , .  .. . < * . .: 

If you become aware of the theft or misuse of Company assets, immediately report the 

matter to your supervisdr, your Business Unit Head, Corporate Security, or a 

Compliance Officer. 
, 

Proprie fa rv and Con flden fial Information 

You must retain in strictest confidence, and use solely for the benefit of the Company, 

all proprietary and confidential information relating to the Company which you acquire, 

directly or indirectly, 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 specific 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 employee medical and other records. 

You are responsible for safeguarding all proprietary 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 a,irplanes, or on cellular phones. 



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 yoi  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. 

I 

Any activity, interest or relationship of yours that might constitute a conflict of interest 

must be disclosed 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. If you are in doubt about a situation, ask a Compliance 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 Company 

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 pubkty-traded securities of a 
business enterprise doing, 'or seeking to do, business with the' Company is not 

considered to be a conflict of 'interest. 

6 



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 business, associate of yours. 

You owe a duty to the Company to promote its business interests at every opportunity. 

AccordingIy, you may not take 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.infonnation or 

your position, and you may not use corporate property or information 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 specifically assigned by you to the 

Company. 

. 

Gifts and Entertainment 

Neither you nor any person with whom you have a close 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, intended to influence your behavior toward. that vendor or customer. 

Absent such circumstances, gifts may be accepted when permitted by applicable law if 

they are non-cash gifts of nominal value ($250 or less, individually or in the aggregate) 

or customary and reasonable meals and entertainment at which the giver is present, 

such as an occasional business meal or sporting event. Travel or lodging 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 supervisor.in writing with 

a copy to a Compliance Officer. 





. .. .. 

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 fram 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 Personnel which is available on the Company's website at 

h tt p ://www.f pln rou I>. comhove rna n celco nten tdsecu rit ies trading. s h t ml . You are 

expected to be familiar with, 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 

(generally 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 competitive marketing information or 

to allocate markets or customers and discussions at industry trade association meetings 

of competitively sensitive topics, such as prices, pricing policies, costs and marketing 

strategies. All such situations should be avoided. 

8 If a competitor, customer or a supplier tries to discuss subjects with you that 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 

I 

member of t h e  Law Department. 

9 



Commitment to the Environment 
It has been, and will continue to be, the intent of the Company to conduct its business in 

an environmentalIy responsible manner. Accordingly, the Company undertakes to: 

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

Incorporate environmentai protection and stewardship as an integral part of the 

Encourage the wise use of energy to minimize the impact on the environment. 

Communicate effectively on environmental issues. 

Conduct periodic self-evaluations and report performance. 

regulations and standards. 

design, construction, operation and maintenance of i!s facilities. 

The Company has implemented an Environmental Assurance Program to assure 

compliance with all environmental laws and regulations and the fulfillment 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 authmized by the affected employee or as required by law, 

rule, regulation 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 internal Company legal counsel. 
-- 

I O  



WORKPLACE RESPONSIBILITIES 

Fair Employmenf and Diversity 
The  Company considers diversity in our people critical to our success, and w e  seek  to 
recruit, develop and retain the most talented people from a diverse candidate pool. 
Advancement at our Company is based on talent and performance. ' W e  are fully 
committed to equal employment opportunity and compliance with the letter and spirit of 

t he  full range of fair employment practices and nondiscrimination laws. 

Harassment and Intimidation 
The Company prohibits sexual or any other kind of harassment or  intimidation, whether 
committed by or  against a supewisor, co-worker, customer, vendor or  visitor. 
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 repugnant and inconsistent with our commitment to 
providing a respectful, professional and dignified workplace. 

If you believe that you are being subjected to harassing behavior, or  if you observe or 
receive a complaint regarding such behavior, you should report it to your supervisor, or 

to your Business Unit's Human Resource Relationship Manager, or to the EEO 

Coordinator, or to the Employee Relations Hotline at 888.552.1 055. Also, please 
consult the Employee Practices section of your FPL Policy Handbook. The Company 
will promptly investigate all allegations of harassment o r  discrimination and will take 
appropriate corrective action. Retaliation against indiiduals for raising claims of 

harassment or discrimination is prohibited. 

Safefy  

The Company assigns the  hidhest priority to the safety of its people. No job is so 
important that it h a s  to be worked in an unsafe manner. 

11 



The Company maintains a comprehensive 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 is 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 concerns 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 t i ~ e ,  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 

The Company is firmly committed to providing its employees with a safe workplace to 

the extent reasonably possible and to promoting high standads of employee health. 

The' Company expects all eaployees 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. 





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 ts 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 kept30 a minimum and the 

property restored when the work is finished. 

Honesty with Regulators 

In our businesses, we are extensively regulated by a number 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 regulators 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 pubtic-are 

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

14 
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protecting the €ompany’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 a n  appropriate Company representative. 

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 a t  work or use Company property 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. 

US. federal law and the laws ofcertain states (not inclljding 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 o r  payments for services) 
and gifts t o  officials. Generally, our Political Action Committee (FPL PAC), which is 

funded by personal contributions made by Company employees, is t he  only permissible 
source for funding U.S. political contributions on matters important‘ to the Company. 

The. Company encourages every employee to take an active interest in goverpment 
processes. Any such participation, however, is to be undertaken as a n  individual - not 
as a representative of the Company. 

Lobbying Activities 
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Florida Power & Light Company 

FPLES Service Connect Process Audit 
Audit Request No. 2 

ENT 1 LL Docket No. Undocketed 

- 
Page 1 of 1 

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

Note that the revenues and expenses are considered confidential for competitive reasons. ' 



I .. -lil 

' ' I  . . .  t .  

I 
2 
3 

L 
Florida Power & Light Company 
Docket No. Undocketed . 
FPLES Service Connect Process Audit 
Audit Request No. IO 
Page 1 of 1 

Q- 
7 I )  Please provide FPL Group Code .of Conduct. 

2) Provide all joumal entries for December 2004 to record receivabledpayabks related to 

3) Provide the general ledger account printouts for receivableslpayables related to FPLES. 
4) Provide the script of the FPL customer service representatives before they transfer the call to 

5) Provide for December 2004 account detail for whichever account FPL records money received 

from advertisers for bill stuffers. 

7 FPLES. 
a 
/ I  
rz FPLES. 

f3 

G'J' .A. 
1) See attached FPL Code of Conduct. 
2) See attached file with joumal entries for December 2Q04 to record receivabIeslpayables at FPL 
related to FPLES. 
3) See attached file with general ledger printouts for December.2004 for receivableslpaybales at 
FPL related to FPLES. 
4) Below is the web shot disdaying the script referred to by the FPL Representative before they 

- .  



5) See attached file for December 2004 FPL account detaiI, where revenues are recorded related 
FPL‘s Bill Statement Advertising program. 

? 
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Oennls: 

Attached are the month end gas dosing entries. They ware reviewed and approved by Jose 

Thanks, 

Mafia Petkovyat 
FlorIda Power & L l b t  
CS Financial 2% Buslness Plannbg 
(561) 691-2819 

CONFIDENTIAUTY NOTICE This eman and any files attached may wniajn oonfldentld andlor . 
proprietary informallon. You are hereby notiflird that any copying or dlstrlbution of the i n k r m a h  here 
contained Is STRICTLY PROHIBITED. If yw have received this fransmisslon tn e m ;  please notify the 
sender by reply &mail and destby the origlnd transmission and its attachmenla dlhout reading or bavlng 
In any manner. 
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REPORT: WC1621-5011230l% I U M E T I N G  ENOOR SERVICES B A W C I N G  WORT A5 OF DATE 12/Z9{2004 FAG€ 7 

PARIMT P W E R  

PT-ACCT 

143.620 

Tun TYPE PT-ACCT 

242.620 

BlLLlWE 

CASH L CASH REVSL 
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REPORT1 CUCT625-501123004 HARMTIllG SERVICES EWoOR PAWEPT -REPFT AS OF DATE t 2 / 2 9 m  I PACE 1 

L P P L U "  PROTECTION PLUS 
PI-ACCT 

143,641 

zc2.Na 

242.670 

242.670 

143.649 

242.649 

. "I 
W 

&€E I YABlES 

LlABILlTlES ' 

SALES T W S  

APPLIMCE PROTECTION PLUS P A M I I T  TOTM 

P A M I I T  TO VEWWR (83%) 

. P A W N T  TO FPL (17%) - ENDOFREWRT - 

AS OF DATE 12/29/2004 PAGE 1 
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Tom Ruthlg To: Dennis JohnsonlFNRIFPL@FPL 

01'04'05 11:03 
cc: Maria V BesadalCSIFPt@FPL 

Subject: Journal entry recording the Surgeshield expense incurred when USkQ 
, E131 FPL Storerooms 

Dennis, can I do fhis today7 (in FPl?) 

Debit 2706 ER 99 000 340 0078 EAc 639 
Credit 1612 ER 92 000 000 503 EAC 676 
Credit 0000 00 241.31 0 loc 999 EAC 780 

- Forwarded by Tam RuthlplCS/FPL OR Ot#4/U!5 1&08 AM - 
Marla V Besada 
01/05/05 04:OO PM 

To: Tom RuthlgICWFPL@FPL 
c c  John J FrawleylFNRIFPL@FPL, Gus DomlnguezlCSIFPL@FPL 

Subject: Joumal entry recording the SurgeshIeld expense Incurred when uslng 
DennlsJohnsonlFNRFPtQFFL, Jose MlrandaKWFPL@FPL 

FPL Stonmoms 

Tom, 

We need to generate an en!ry In FPLES recording the expense to the Surgeshield program for using FPL 
Stores to store the Surgeshield devices.Thls 2004 expense was calculated using meboddogy determined 
by Acctg. 

We wilt need to mess the foliowlng entries: 
I. Debit f o b t o  the Surgeshield work order: 2706-9SOOO-340-078 EAC 639 and credit the 

to the Stores 

per John Frawley. 
I.. Account 

Inter-compGyXunt for thebame amount. 
2. Then, the Intercompany credit tS recorded on !he FPL side In b o  pieces, I 

work order: 1612-92-000-000-503 E4C 678 and the remahing balance or 
Number 241.3103 Location "999"; EAC 790: and Description %paca Uti1 - 

Get wiul Dennis Johnson to make sure entry Is correct. 

' John F - please revlew spreadsheet lo ensure It reflects your lnshcfions. 

Gus - please make sure that Stores contact Is aware of credlt they will be receiving. 

Thanks, 

Marla 

hd 
2004 Surgeshield Stores Fee - 1-34! 
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FPL 

RCA: #05-2ES41 Undocl;cred 
T m  1'JlloS 

S & K  COMCCt how 

II a 

Jose Mlranda 

01'05'05 02:13 PM 

To: Dennis JohnsodFNWFPL@FPL . 
cc 

Subject: Re: Gas Bad Debt Reserve Adjustment Proposal 

Dennis. 

Here is the gas bad debt res8 

Thank You, 

Jose Miranda 
Florlda Power & Lfght 
Custom&Setvice-Financlat L Business Planning 
OfflCW(561) 691-7441 
&QH:(305} 71 9-0790 
F a  (581) 691-761 1 

CONFIDENTIALIM NOTICE: Thls .e-maII and any flles attached may conbln confldenVdandor 
proprietary InformaWi. You are hereby notifled that any oopying or distrbution of the infomallon here 
contained Is STRICTLY PROHIBITED. If you have recelved this transmlssian in error, please notify he 
sender by reply e-mall and deslroy the original transmlsslon and Its attachmenb \rirlthout reading or saving 

- Forwarded by Jose MlranddCSIFPL on 0110512005 0212 PM - , in any manner. 
' 

Dennb Brandt To: Jose MimndalCSIFPL@FPL 
cc: James CI OHUCS/FFL@FPL 0"0*006 0208 PM 

I agree with the methodology and results. 

Thanks 
Jose Miranda 

Subject: Re: Gas pad Deb! Resenre Adjustment Proposal 
. .  

Jose Mfnnda To: Dennis BrandVWFPL@FPL 
0"0512005 "" AM cc: 

Subject Gas Bad Debt Reserve Adjuslment Ppposal 
k 

Dennis, 

. .  

Please 

t .  

bpl. Based on the attached spreadsheet, our adjusfment to the gas bad debt res,erve would 
call me to discuss. Jim has revi,ewed his analysb. a 
2004.aplP.bad debt msewe allowance.qas-fin 

Thank Yau. 

Jose Mlranda 
Florlde Power Br LIg h t 
Customer Service-Flnanclai & Buslness Planning 

Pager:(30!5{ 719-0790 
Fax: (561) 691-761 1 

Offh:(sBi 691-7441 
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CONFIDENTIAL 
Marta V Besada 

1?l14104 11:38AM RuthlgfCS/FPL@fPL 

To: Joshua BdCSIFPL@FPL 
cc: John Lehr/&PL@FPL, Pam 0 McClalnlCSIFPmFPL, Tam . .  

Subied: Re: BillIng Totals - please read - edan requiredm 

i. Tam - let's get this In before thfs Friday. 
Please generate accrual fm below; revenue accrual for blll statement advertising; It Wnl reverse 

e 

t 

This Is revenue for blll statement advertising. 
In Jan and be offset by $UI a am wlll gen 
Please procsss entry dabltlng surgeshleld fo 

Thanks, 3 

Maria 
Joshua Bass 

1 

Joshua Bass 

'2/14'm Subject Re: Blltlng Totals 

To: Marta V BesaddCSIFPL@FPL 
cc. Pam D McClaln/CSEPL@FPL, Jahn LehrlCslFPLgFPL 

Marla, 

Llsted below Is a summary of the remaining blling adon Items for 2004. 

-- 
I t I  bring Pam documentation. 

2 b 
27 

(John - please update the statement schedule spreadsheet with thls bllllng Information). 

- Forwarded by Joshua BasslCSlFPL an 12f1412004 I l:O3 AM - 

3 f  Joshua Ease To: Mlchaet OiafsenlCSIFPl@FPL 
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Date: 1 2/15! 4 Time: I I :I 7:03 AM 
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CO NFI DEN TI AL 
Page: 1 Document Name: untitled. 

l 3 d  0 E . .  FLORIDA POmR & LIGHT COMPANY 
GENERAL LEDGER MONTHLY 'X"SACT1ONS 

A/P - FPL ENERGY SVCS 
CS 234900 
CV 234900 
JV 234900 

TOTAL POINT ACCOUNT 234900 

MONTH OF 12 / 2004 
MORE DATA AVAILABLE BEGIN BALANCE/ 

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

**** NEXT TRANSACTION **** GI&. 

. .  . .  .: ' Date: 12/13/2005 Time: 1:32:54 PM 1 -  . 
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FPL * 

SenSce CannccrProcar 

t Name: untitled 

FLORIDA POWER & LIGHT COMPANY 
GENERAL LEDGER MONTHLY TRANSACTIONS 

MONTH OF 12 / 2004 
BEGIN EALANCE/ 

NET CHANGE ENDING BALANCE 
.................... 

rlv 244200 

i' .. .:.. , t , ! l .  
'' .' . .  , 

NEXT ACCOUNT : 144500 
NEXT MONTH : 12 NEXT YEAR : 2004 

**** NEXT TWSACTION **** GLR 
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Page 1 of I 

1) Provide the a nafysis that shows the a llocation of  costs, overheads and a dders 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 sedce. 

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

I) See attached analysis as requested. 

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



3) This question was withdawn by Gabby Leon on 121.1 5105. 

4) This question was answered [n the 12/8/05 “2ting. 

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



Stepl- Log into FPLxom 

)-or Your Howe 

Storm Center 

Our Eirviroiiineirt 
I I  News' I 11-1 

Learntn Center 

IE ..... 

tfyou think this Is 
expensive, Imagine 
filling up a power plant 

Things you can do 
b t.lame Fnerar, Adw 'sqc Tips and tools ta help you keep bills down. 
b Businass R- and I ~ C R  ntiues: Smart solutions to  reduce costs. 
F FPI Fludaet R W :  Help to make your electric bill more predictable. 
V lausiness O n  Cali. - Quick way to lower your bill. c .  - 

vestor 

_ _  

User 1D: 
I; 

BIllfiiy & Payment 

FPI F m  It saves 
you time and money 

F P L P m M a k e  ' 

payments anytime 

1 Pav; Your 
hill is always paid, always- 
on time. 

1. 
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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) 



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

Etectrical inspections 

An electrical inspection may be required by law before electricity can be turned on f o r t  

I a newly constructed home or business - 8 newly-wired home or business or - a home or business that has been vacant fur awhile. 

Your electrician or building contractor can verify that an Inspection by the city or county 
, .  - has been done and - that FPL has been notified. 

FPL cannot arrange for an electrical inspection. 

New ele.ctric service 

For information on new electric service, r l ick here. 



. .  ... 

. .  

Step 4 -You will be required tu 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 



. '  . 

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



.. . . .  ... .:: .:- . .  

1 

. . .  

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

usee p r d d s  tho new i r m c o  rddroee inlomution below. A complste addreso is required far us 10 
OCOLO your onlinu roquarl. 

SumxF Sutnx DlroclloaP 

j \ m i ) N o n e E l  
ApUSultmNnlt U: 



Step 7 - The next page will prompt the user to enter their previous 
account information or select the name format if they have never had 
service with FPL before. 
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Step 8 - continue - After you enter Personal Customer Information 
you click continue . 

Nems: JOHN D COURSEN 
10 the hame correct?flye3 

L 

New Homa Phona: d r b  -1 
O t l w  Phoiir i  

Please change if dilierent 
E- lkN MdretW ~lle_cardelleoQfpl.mmI 

If you seleclsd No a b m ,  please select the Mailing Address T'yps: 
Mallhg Address Type: 1-4 

k IZJ1RBgsfI  



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

' I t -  Home I En E$pailnI 1 FA0 ] Contact Us I Site Map 
&5 -e- PIQl 

. .  XL. mBm-- . I .. 1 :  I 

Please complate the follawtng Information. 

start Dam:' -1 
Click icon t o  selsct start dale 

For the solely Of our omployeos,wiH you haw a 
Dog In tiis YardT [No 

. 

lfwe haw an sxisting customer at the nuw addrasr, we may nesd to  verilj when 
leaving. Can you provide their first and/or last name? 

FIW Name: Lad Name: 
Exktfng Customer: lfemMdo llvega 1 

they are 
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Step I O  - continue - The bottom of the Review PaQe will allow the 
customer to submit their order , cancel or start over if the information 
they have reviewed is not accurate. 

..... a_,. ..... 



Step I I - 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). 

Pleosr 

FIRST, prlnt Uik page far your records, illen 
0 read the important tnfomaiion below and 

remsmber to lum on tho broaksro if you do not have service when you orrivl. 

M e r  you print this page, cl lckhoreo open addaionat accounts. 

Accorint ConflrmatIoir #: -1 
Account Ha": JOHN 0 COURSEN 

SaNfca Address7725 SW3BTH ST#A125 
Wty: MlAMl 

Stan Datr: 12-22-2oD5 

Malllng Addrow 
7 7 2 5 W W S T # A l 2 5  
MIAMI. FL33156 

E-niall Address: ANAaEU€-C.WDEEs@FPLCOM 
Dapodt Requlrmd: T1M.M 




