
,/' co 
CONFIDENTIAL DRAFTCONFIDENTIAL 

L 

12118/2008 

Exhibit 1 provides 2007 comparable claims statistics for each company. The data shows 
the number of customers served, the number of claims filed and paid, the percent of claims paid 
,mo the (wer8~C fllnOllnt pain hy each company for 2007 customer damage claims. 

When comparing claim statistics for 2007, • 
aid arison which is I 

also has the highest percent of claims paid 

leads the amount paid, claims filed and 
.cal given it has the largest customer base. However," 
follows. in the total amount of uol1ar~ paiu ill claims. 

and the highest average paid per claim. 
Conversely, PEF's average paid per claim, and percent of claims paid was the lowest of the four 
companies in 2007. 

Appendix A also provides a Survey 0[2008 Claims Payment Policies for each company. 
The survey compares the company>s pay/deny decisiol1S ill similar claims situations. As shown 
in the sllrvey, _ pays in some situations the other companies do not, and PEF does not pay in 
some situations where other companies do make payment. While the companies are generally 
simi lar in pay/deny decisions _ and PEF eli rf'erences are uiscu~~eu in greater uetail ill sectiullS 
4.0 and 5.0 of the report. 

Overall, during the period reviewed of 2003 through 2008, the utilities paid between 3 j 
alld 48 p~rcenl or the claims submitted. Starr believes that the utilities conducted timely. (
cOllsistent, and fair property damage claim investigations. Staff also identified scvcrul key areas 

~ .... ~where additional company effort is needed to improve the claims process. Listed below arc .- u:60 wstaff's recommendations in these key areas of property damage claims activity . U 
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Progress Energy Florida 

Number of Property Damage Claims Flied 


and Paid 
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Progress Energy Florida 

Percentage of Property Damage Claims Paid 
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Exhibit 12 shows the annual percentage of property damage claims paid from 2003 
through 2007, Over the period, PEF paid out approximately 31 percent of the property damage 
claims pursued by customers. PEF's highest payment percentage occurred in 2004 when the 
company paid 36.2 percent of the claims filed, and the lowest percentage was in 2007 when PEF 
paid 21.8 percent of the claims filed. 

Progress Energy Florida 
Property Damage Claims Dollars Paid 
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Exhibit 13 shows that PEF paid 
$4.35 million in customer property damage 
claims, during the period 2003 through 
2007. During this time, the company paid 
an average of $870,000 annually and an 
average $738 per claim for the 5,891 paid 
claims shown in Exhibit 11. 

PEF stated that although there is an 
annually budgeted amount for the claims 
operation, the company does not base 
approval or denial of claims on the 
budgeted amounts. If claims exceed 
budget, then additional funds for that 
particular year are requested. On the other 
hand, if surplus dollars remain at the end of 
the year, those dollars can be used 

elsewhere in the company. PEF's Claims Manager stated that the goal is to manage the claims 
budget so that at the end of the year there would be a zero balance in the budget. 
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Exhibit 14 shows the ten most frequent causes, from highest to lowest, for customer 
property damage claims filed against PEF in 2007. Of PEF's current cause codes, these top ten 
causes accounted for 90 percent of the total claims filed in 2007. As shown, the greatest number 
of customer property .damage cl~ims filed were the result of outages (761), followed by open 
neutral (637), transactIons (312), lITegular voltage (289), and feeder operations (260). 
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4.3 Claims Handlin ' : 

How does a customer file a property damage claim with PEF? 

According to the company, PEF customers may file a property damage claim by 
telephone, mail, or the Internet. Most customer property damage claims begin with a telephone 
call from the customer. Customers are generally familiar with contacting the company through 
the Customer Care Call Center or Business Office for any service-related problem. 

Customer property damage claims may also be received from PEF's Consumer Affairs 
department, bye-mail to the claims team, or by a property damage referral from another internal 
department identifying a potential customer claim situation requiring investigation. Upon 
occasion, claims are also received by the company through an attorney or agent. Generally, 
those claims will be negotiated by legal representation or litigated in the court system. 

If the property damage claim call comes through the Call Center to a customer service 
agent, basic claim details are entered into the Customer Service System (CSS) and a property 
damage claim is constructed. CSS then generates a claim in STARS, where an investigator is 
assigned the claim. 
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Using PEF's database of claims filed from January 2003 through August 2008, audit staff 
conducted analysis on a statistically significant random sample of claim files to determine if the 
processing and payment of the claims were performed uniformly and fairly to both the customer 
and the company. Audit staff selected 90 claims and analyzed each one to formulate an overall 
opinion of the company's claims process based on four categories: timeliness, consistency, 
fairness, and compliance with the company's own established guidelines. This sample size 
provides a 90 percent confidence level with a margin of error of plus or minus 3 percent. 

Timeliness 
In review of PEF's claims handling timeliness, staff considered the company's initial 

customer contact, providing necessary documents for customer input, investigating the claim, 
notifying the customer of the claim decision, handling of "no customer activity" claims, and 
closing claims files in a timely manner. 

In considering timeliness, staff found that 80 of the 90 claims files (88.9 percent) 
examined were handled in a timely manner, exceeding PEF's goal of completing 80 percent of 
its claims within 30 days . Five claims were delayed when the customer failed to take action, and 
they were included within the 80 timely claims. 

Ten claims found to be untimely were characterized by claims completion timeframes 
between 46 and 247 days. Three of the claims were completed between 37 and 64 days, two 
were completed between 77 and 78 days, two were completed in 112 days, and one claim took 
247 days to complete. Four of the claims were tree-trimming related, one was due to a failed 
transformer, one was reopened three different times before resolving the claim, and one claim 
was the result of the company not converting temporary service to permanent service in a timely 
manner. 

Consistency 
Staffs review of PEF's consistency in claims handling included whether the claim 

processing effort was generally consistent in claims documentation, treatment of customer claims 
requests, use of the company pay/deny claims matrix, use of depreciation methodology, 
notification of the claims decision, and payment of claims. 

Staff found that 76 of the 90 claims (84.4 percent) were consistent in PEF's review, 
documentation, treatment, decision-making and payment of claims. The 14 claims (15.6 percent) 
found to be inconsistent were characterized by seven denied claims that were paid in other 
instances with similar conditions and cause codes, but they were not paid in those instances. 
Three claims were closed as "inactive" in less than the normal 30 days allowed. Three claims 
were insufficient in file documentation to allow staff to determine consistency in claims handling 
methodology and treatment. Within the seven denied claims, three involved underground 
causes and two were related to "tree trimming" causes. Overall, staffs sample results show that 
PEF was generally consistent in handling claims during the perio ary' 2003 through 
August 2008. A S 

Fairness 
Staffs review of PEF's fairness in claims handling evaluated whether claims were 

considered and treated equally, claims decisions were fair and equitable, customer equipment 

55 PROGRESS ENERGY FLORIDA 



Appendix A 

Survey of 2008 Claims Payment Policies CONFIDENTIAL 
Instructions: For each listed damage cause, indicate whether or not a claim would be paid. Also provide any 

information in company comments that would be considered during the claim investigation to 
determine if the claim will be paid. 

2 

3 

Acts of God or Nature (lightning, wind, flood) 

Normal operation of electrical system (e.g. 
feeder relay) 

Utility "normal" equipment failure: 

Transformer failure 

Lightning arresters 

Regulator 

Hot leg 

Wire down 

Open neutral 

Transponder 

4 Service cut in error 

5 Delayed reconnection of service 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF PEF 

PEF 

PEF 

PEF PEF 

: The claim payment matrix bases payment on evidence of fault. If 
equipment was properly installed and maintained and if 
maintenance is appropriate. the claim is denied. If the standard of 
care for installation and maintenance is not me the claim is aid . 

PEF: See Matrix 2 and 10. 

PEF: Referred to Load Management. Customer service costs are 
reimbursable. 

PEF: Depending on length and reason for the delay. 
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6. Failure of utility to maintain equipment: 

Transfonner failure 

Lightning arresters 

Hot leg 

Wire down 

Open neutral 

Transponder 

Deteriorated/rotten pole 

7 Malfunctioning service connection: 

Due to improper hook-up by utility 

Due to normal wear and tear 

Due to failure of utility-owned equipment 

Due to failure of customer owned equipment 

8 Dig-ins to customer's other utilities 

PEF 

PEF 

PEF PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF PEF 

PEF: If standard utility practice required maintenance and maintenance 
was not performed in a timely fashion, customer claims are paid. 

PEF: Not a maintenance item. 

PEF: If underground. Deny. 

PEF: If underground, Deny. 

PEF: Referred to Load Management. Customer service costs are 
reimbursable . 

PEF: Depends on the cause of the failure and if standard utility practice 
was fOllowed. 

PEF: Paid unless improper locate by other utilities or customer. 
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9 Utility's contractor's error or damage 

10 

12 

Customer or customer's contractor error or 
damage 

On customer's side of meter 

o.n utility's side of meter 

Failed surge protector leased or sold by utility 
to customer 

13 Three phase customer's power surge 

Residential 

Commercial/industrial 

14 Insufficient generation : 

Due to unforeseen operating event 
uti 

Due to lack of sufficient generating capacity on 
reporting utility's system 

Due to unforeseen operating event on other 
than the reporting utility's system 

Due to lack of sufficient generating capacity on 
other than the reporting utility's system 

Verifiable consequential and incidental 

15 
damages resulting from any claim that is 
otherwise paid (e.g. food , motel, wage and 
other non-speculative damages) 

PEF 

PEF 

PEF 

PEF 

PEF PEF 

PEF PEF 

PEF PEF 

PEF 

PEF 

PEF 

PEF 

PEF 

PEF: Paid by utility's contractor pursuant to contracted indemnity. 
Contractor is required to carry insurance. 

PEF: If standard utility practice required inspection and inspection was not 
performed in a timely fashion, then customer claims are paid. 

PEF: If device fails, there is a manufacturer warranty. Meter devices are 
warranted for as long as the customer is in the program. Surge 
protection strips are warranted for ten years. Warranty covers actual 

sh value of loss. 
PEF: 

PEF: Yes, on a case by case basis if costs incurred were 
reasonable under the circumstances. 
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Claims By Cause Codes For PEF Claims 2003-2008 

No. Description Claims Paid Denied %of Total Dollars % Denied 

Outage 4,569 832 3737 20 .0% $369,1 57 81.8% 
2 Open Neutral 4,064 2,598 1466 17.8% $1 ,730 ,183 36.1% 
3 Weather 3,311 2, 280 1031 14 .5% $0 31. 1% 
4 Irregular Voltage 2,137 865 1272 9. 3% $410,709 59.5% 
5 Customer Related Event 1,845 422 1423 8.1 % $0 77.1% 
6 Feeder Operat ions 1,805 188 1617 7.9% 89. 6% 
7 Transactions 1,546 1,1 91 355 6.8% 23 .0% 
8 High Voltage 897 354 543 3.9% 60.5% 
9 Underground 775 318 457 3.4% 59.0% 
10 Transformer 709 293 416 3.1 % 58.7% 
11 R-O-W Tree Trimming 444 43 401 1.9% 90.3% 
12 Single Phasing 195 50 145 0.9% 74.4% 
13 Low Voltage 188 79 109 0.8% 58 .0% 
14 Mobile Meter Reading 181 40 141 0.8% 77 .9% 
15 Fires 153 81 72 0. 7% 47 .1% 

Tota l 22,819 9,634 13,1 85 2,510,049 
Actual /Document 22,856 
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Top Five Cause Number Dollars Pending %Sample Number 


Outage 4569 $0 28.7% 26 

Open Neutral 4064 $0 25.5% 23 

Weather 331 1 $0 20.8% 19 

frregular Voltage 2137 $0 13.4% 12 

Customer Related event 184 5 $0 11.6% 10 


Total 15926 $0 $0 100%, 90 

Sample % of Total Claims 69.7% 


PEF Damage Claim Sample 
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I Open 03-0091 46 Outage 03 - 1384 
 Tf L2 Neutral 03-3410 47 03 -220 I 

3 0)-460) 48 03 -4094 

4 03-5982 49 03 -601 4 


04 -03 11 50 04 -073 0 

6 04-)450 51 04- ) 276 

7 04 -7035 52 04 -1 115 

8 04 -8 271 53 04-4977 


9 05-0 172 54 05·2308 

05 -0944 55 05-3266 


II 05 -1 493 56 05-5 182 

12 05 -2436 57 05-65 15 

13 06-0604 58 06- 1395 

14 06-1207 59 06-3664 


06-2 544 60 06-5266 

16 06-5403 61 06-5554 

17 07-0721 62 07-1199 

18 07-1530 63 07- 16 14 

19 07-4203 64 07- 2508 


07-5569 65 07-4 161 


21 08-3030 66 07-5 150 

22 08-3 173 67 08-0298 

23 08-3622 68 08-1 026 

24 Irregular 03-1658 69 08- 1605 


Voltage 03-5917 70 08-2 154 

26 04-5455 71 08-3051 


27 04-7227 72 Weather 03- 12 13 


28 05-3306 73 03- 5708 


29 05-3752 74 03-63 90 


06-2363 75 04 -04 29 


31 06-5457 76 04-2 575 


32 07 - 1 999 77 04 -4 857 


33 07 -3 680 78 04-74 17 


34 08-0 504 79 05 - 1104 

08-2 907 80 05-1 737 


36 Customer 03-51 27 81 05-4209 


37 Rclntcd 04·27 16 82 OC,-1 742 


38 Event 05-4 748 83 06-6249 


39 05-5754 84 06-6927 


06-0709 85 07-1907 


41 06-6247 86 07-272 1 


42 0 7 -()<)<) ] 87 07 -323 4 


43 ()7-3 D7 88 08 -0939 

44 08-0 139 89 08-2537 


08-3 580 90 08- 3935 


CLA SIFIE Outage $369,157 
Open Neutral $1,730,183 
Weather $0 
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Irregular Voltage $4 10,709 
Customer Related Event $0 c FI rl L 



PEF Claims Categories by Cause Code 2003­
2008 
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PEF Top Ten Claim Causes Made vs. Paid 
2003-2008 
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CO FI EN 

PEF Underground Paid Claims Monthly 2007 -2008 

Jan Feb Mar Apr May Jun Jul Aug 
2007 15.4% 20.0% 23.5% 22.2% 50 .0% 14.3% 20 .0% 38.9% 
2008 13.3% 20.0% 66.7% 11 .1 % 20.0% 33.3% 28.6% 36.4% 

PEF Underground Claims Dollars Paid Monthly 2007-2008 
Jan Feb Mar Apr May Jun Jul Aug 


2007 $80.00 $3,480 .90 $4,479.48 $1,267.96 $1,529.07 $2,464.80 $1.528 .50 $4.603.64 

2008 $12 ,986 .32 $470.48 $2,562.45 $120.00 $2,337.35 $3,867.83 $5,798.85 $6,875.77 
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PEF Underground Claims 
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PEF Monthly Underground Claims Dollars Paid 
I 
I2007-2008 
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E AL 

Description Cla ims Paid 

Outage 4,569 832 
Open Neutral 4,064 2,598 
Weather 3,311 2,280 
Irregular Voltage 2,137 865 
Customer Related Event 1,845 422 
Feeder Operations 1,805 188 
Transactions 1,546 1,191 
High Vo ltage 897 354 
Underground 775 318 
Transformer 709 293 
R-O-W Tree Trimming 444 43 
Single Phasing 195 50 
Low Voltage 188 79 
Mobile Meter Reading 181 40 
Fires 153 81 

IE 
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Claims and Claims Amount Paid Annually 2003-2.00~ 

IALYear Claims AmI. Paid 

2003 4,505 $816,649 
2004 6,091 $1,850,508 
2005 3,856 $871,987 
2006 3,313 $612,032 
2007 3,033 $451,080 
2008 2,058 $184,965 

Total 22,856 $4,787 ,221 
Avg. /Yr. $797,870 
Avg.lclaim $209 

PEF Claims Levels 2003-2008 
Through August 2008 

2003 2004 2005 2006 2007 2008 

EC ASSIFIED 
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Through August 2008 
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PEF Damage Claims Dollars 2003-2008 
Through August 2008 
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Top Five Claims Categories and Dollars Paid 2003-2008 C T L 
Customer Related Event 

2003 
2004 
2005 
2006 
2007 
2008 

Total 

Irregular Voltage 
2003 
2004 
2005 
2006 
2007 
2008 

Total 

Open Neutral 
2003 
2004 
2005 
2006 
2007 
2008 

Total 

Outage 
2003 
2004 
2005 
2006 
2007 
2008 

Total 

Weather(s torm/lightning ) 
2003 
2004 
2005 
2006 
2007 
2008 

Total 

Claims 

448 
323 
260 
210 
137 
106 

1484 

608 
395 
406 
342 
260 
192 

2203 

705 
872 
773 
657 
637 
536 

4180 

1150 
764 
683 
733 
761 
609 

4700 

205 
177 
184 
150 
177 
165 

1058 

Dollars 

$0 
$0 
$0 
$0 
$0 
$0 
$0 

$104,054 
$83,303 

$111,233 
$56,371 
$36 ,543 
$19,205 

$4 10,709 

$336,621 
$441,826 
$397,937 
$270,388 
$178,562 
$104,849 

$1,730,183 

$86,096 
$81,376 
$71 ,799 
$40.829 
$63.989 
$25.068 

$369 ,157 

$0 
$0 
$0 
$0 
$0 
$0 
$0 
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C FI ETIAL 

2003 
2004 
2005 
2006 
2007 

Cause Code ### Claimed 
4,549 
4,119 
3,746 
3,488 
3,227 

### Paid 
1,387 
1,493 
1,318 

989 
704 

$$$ 

$913,506 
$1,477,788 

$864,372 
$630,632 
$467,942 

%%% 
30. 5 
36 .2 
35 .2 
28.4 
21 .8 



CO E T L 

Outage 761 99 0.91 
Open Neutral 637 275 1.48 
Transactions 312 120 0.86 
Irregular Voltage 289 82 0.63 
Feeder Operations 260 14 0.47 
Weather 177 0 
Underground 139 44 
Customer Related Event 137 0 
High Voltage 112 35 
Transformer 68 17 

SIFIED 




- --------

Progress Energy Florida 

2007 Property Damages by Cause Category: Filed vs Paid 
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Percentage of Properly Damage Claims Paid 
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Progress Energy Florida 

Property Damage Claims Dollars Paid 
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Progress Energy Florida 

Number of Property Damage Claims Filed and Paid 


5,000 T---'4,549:­
r.n 4,500
E .- 4 000 

I ....• 
.~.": 
': ~~ .: - . 

::? : 

3~1~; 
... '13,~- _.- - .--­co ' 

I ."" - ..•• , 

u 3,500 

a> 

~ 3,000 


~ 2,500 
~ 
4 o 2 000 ­

~ , 

t 1 500 . 

a> ' 

g- 1,000 

"­

~ (l. 500 

n 0'.: .~ .. r//////J , .;""".,,- , 1//////. ''''-'''''=> V//.(/LLl 

2003 2004 2005 

El Filed IZJ Paid 

., 

i3",488 
I~===;rn,-

- ., ..., I 

1 

--, ! 
1 

I'''' , 

2006 2007 

rn 


,- ­

5 



F TAL 
c~	 fLI14---ii 

E 	 LA SIFIE 
/ 0/e 3,- '10./6 3 g~/"ta ti ~.--<--.. ~ /!,rr-,t ~ )~ L .rJ ~. vJ';---~ '; 

1/6 ~6 -" fJ 	 ' J 0 

1/0-1":' fJ;,":::: _ft~.. '-7~~~':~ I&-J"-F/I ~&:1( 
f~L~Y -r ,/, t-vv0. u'~(. '/; df i'4 lu, !t-t-r..:t. 6-. 4'~', d#v-<.-.--.--j c1LLWJ 

(/1..?Z:;:;t;fb {;~ /f-Ir::L -;t/ l~ ~~ d '"-t"" ,,~ '-f;,J ~-dv,~~ "I/.' t.-<..j?<J ' 

Ci!&.d ~~,~ +! y ~ ,tv» ~~ ,C t!L u-r ~ ,Vrt 1fY~ J~~ 4--h.r~ ~7.V I 

'-~',Bt ?~/. /~ 

~/~v/o'? -G/;'lio3 IJ-'tu:;t~i d~~~; 0.-v,.4.( t{d ~ .....) :t---/<1 
b/J tf -Nt3, .' It

d ~~ ~~ ... I -li¥~t- ·f (.:A.~ .: c:- ~4, ~t. JY'1. 'I cU--< , '"WI f1 . ftw--V 

4U'rvv. 	 .~ ~ t-.-c ~~ ci- ~c~ J' i'~' J2, . u. (k....{/I.~ 

c;;... ;j 	~~~. /~~~~cI ~~ -,t:...7'h-~,,-- ~~~~, 

f!,tr- I 	 )' ~-:Z_L~P,,<.~ ~ ! :z.!'/~3 

3,. 	 ~'2-lo) -- Qj2t/03 ~~?f (.~~rtLd~..ff( .~ /~/~i-r2.~J /~ c,f. 

9/"·1 ,'.v..,,-c.......,{Lor d) " .,--- # 1 .$ . ,,I •

7) dJ ~ ; VUi.--<-J / f../ £.--?~ t?-t~..... ~r--t') -tyfp./ Pt.f 3 3", ,,-i) 

7

f /O/'l/t'3 --1/31;(' ~~- ~d) ~L~~ ,~. : J/J.t~ f" cA..... ",y---­

tv le_~;:t;,:t:;;~ 1'~6e~ PWf:! 5}''; 91 

:t/f, 'I//n -yjJ7f)_r;~ ~~~' ~,c~,di.~ !t~ 
f6 ~L&'7'Vt;i, -pc:- p;/;- r-3 zf-- .1~~~_ 6-4 {U./?r 10,,,e. 

;2jY t(/J-/~'3 - /l-/;ZY/)3S~:"J ;:..~_~ ~-"~; LUpil~7'~ " o 6A!-& ~ '"'"' .. ~ .~~. PeP 

f"J1rf~;~)/ c!!?l~/~'-"L''-f.c. ~ {t.~, ~ (,v~ ~ 02-rvs ~~--/'~ .:2.-­
1~(r-;:' :--~. 4~, ..dd ~">dc'~ 1;. d-4 "n) (&(3 J.L~~); 

;Lrr..R .~ B6£- ic,cP ' ().7) '1 0 ",It 1'7f.., ~ 4 <;'",O() ,. ~.~<.V('.Lv........ ~ 
/J 1 • • d 

!>-h- ~~c N -/fAt!tw ~ i pof' g't? e I: 

3f..- 'i/7-/c3- /2/)'3~?@5J r(epti;;;JL- Uv~...tJlu<v~d-,.s>L:.L ~ 1-~'~~J, 
c;..,.. r~ Ci-'-C"-<:..~ dt.,,---c&.,~(t~ A '''-Ui.'vj' (l.~4 ) 


CO Cl;~'E~ ~ ~U"e~H - CA~ r Jf. 0 ,? "- /}. ...,t­rltt./l"' l...:.t i"~'~ C(Vl...t. (.1-- ~ /f~ ' dl~ .4v7:1.-4 V:::?-o....:..f ' ..-i"'-/!.c.4~ 

00278 JflN 12 g: ~17l' .j'-''J,d c-->- I ~h--3/ c3 171 , /tf ~N' '(' 

FP SC -CfrMM ISS ON CL ERK 1· 



EeL CO FlO TI L 
'it, J/t1It; - .:01!-:3 G-;;~ ,fl..;(, /~, ,~~ ~ 4-'~o-a..~ .~ CJ'~ 

3t;(!j ~Nj3 ~~-- -f~ ~,-,Y ~ -W'~~~ " ~,-a;. c£;~-~, t; (-F.Lf ~~ ) 1?l~ 
'17 i!~11d~:1('!i3 &.-.-t J'~r Az )-t;; 6~ -"::..C~~ / d. c~If:Y' 

~;! Ai~ .zi;- .£,'"'~~ (:.~,~ t:.b-- ~'"-&;."'" .~, ~) j',J;Ju4,~/ 
.LJ6-,,- 1/~I/o3 ; cJ?ucil/3'O -T2/Y,/::iJ '~.,~ .,,".) 

r'l 71;.lt?~:7/)-:;'!D3 e<A-~. ii/~ff~~~ r"W-V' r;;--dry ~~'7~~t' 

§ tJe~jw I a-, t.h«w.~,- a~ -z.~~~ (~P-'~ 
, / < '! J - --"- y 7 j-4:

t2.~·~t ~.~/ ~-G'r-- I r( ( jJtJ( t'tN ,c'v 



':J;-,~ ':?Vi-~ ;/ '/1/ /';;::2-1-,,' ( 
~ 

, P h<o .'~, :
'/~.:7 7?tr Jl ';-?:"'~'''p ~~,/,:rfl p .' ~~ ,n 71;; 7--~!!? 


' -,n-;r-ol,~ "<.<>-11ff?v42 b' ~1~.ro'1''''''2'''f:I ~-9// ·~'7-:':~7 'r-'-;'7 
 P ./ a'J y, {! -'t/ 

~/?7?:77,f' d"""'J.?_~ 0 'r~~-~/.~~ '''~/l':.L ,/;r'~ "r~ I~j,--i~/ol/~ L.-t 
, ~/~?P / ~i/..'0 r"t. 'r4;r ~1'V,7J'-7' //.1 ("-' (.' & " ..fZ-:.-7 --;-~t(~/ ;/ ,­

/'7'V''V7j .L :~~~'?7 '~-'">7 .' ~r;--n./1r:;;-~~~-,;'l:~-r?fl Cryt7 (!r 
---~ zf,~f-t-;r .,C-,-r

tt 
,rrQ ?/"!7' tr 77 .,,~rf,*-,/ -:$ ,r~.-g;:l -f vjLe)?/ ~/QI LC' 

ib'LL~1f' '(j',,;;rzL. <~~~,~~? ~4~/)I'-,r?,,~/~~q'J 
~ (, ( ~~_J( ' ~_ I

-I.-.~)/r};p t:{':7(J/ (-",,".-;;p --,n'd; ''--'''''1-''':'' ~4)j~ ( /V\-::;r-?::::' '-U ~'Y"'V-t" 

(0/7,/1 11J :~ry5'Y'~~'1~;vy.;r! ~< ~"f..,"'5' @ -1,0/1/11-.jqj£I/1, "It' 
h1-1;'8 I h '-' Jd 'pi-


C,~''?f" ~/-,-v) __Sl7fcZ Ii bU I b I"" 'Jd .......'~)} i( ":3PnL 7'JP1''''-'7/--1'--


Xii ry J~/! r~r'r f\ J-C"I Y--'-? ff.:-M -<A<Y~ ( ~f~?M-?tJ ;Jf' 

Jw!/!,:W .tr.JJ-)~ ""Pi-tr (r~ -rm-,'1);' 1-j;r-7J -1-"'-"-,1/ ~ J9J rh'rl'tfJ!? 


~/.r 1,)(1J {J11 o/h ~~(r~/lITt[~ rlnr! -:? ,( \-:-nr"-1t" p~/~'C(~' --~ " 

'-7"'/ ' " " so /Ol)! -o-rLHcl ' 
,):7'>1.l-fI '1=~I: r-!q"l-'l (fly ! ~~?~1 ( 'LV',:rr1 ',-:'" ~~ (--.qlny ~/it;el ~'1(J J 

r"'rH/ .I ~?/'"'7 -w;l /~"1-,?"/v'Vl( / (, ~,p',K"''J ,,-..~e 11/1-/t'l -hq!H/I/ !J v,,,,'1,) .

/ )} 'O,Ah fd ' .)-fL 
~.01 ~--,~~ryr'J ~ (;r:J.'?,-;pf r" /hr>1~):~1 r ]r!....,~rp. 

):;Id r {.l';r1 £rfl-~.')J '?!l--ZY ,)I ff "'),?H/' 0l'l,/ 9 ~ ~!l1J ~PI f.'f. 

J,J,j ~'1 W; f~/J?J1f;;1f'h'J (}f!~~frrr~Y /'~rrv1 
It 'h'1;-'1~:;,I "f'1-\"'" ~~h-'f Lr'" ! [~,J'''IT'f. \!iii)
,,4 ~~ ~~~ 1,-~PP?)r"~7 j,f)/u-fr-;;;"~/tl/t?/ . Ii 

,~,'): ,2°7 IFl'J ''py , ~1/ 'J~ 


f-~,J~'7J~' 7C"J (~ ~'V\v;rrqJ ~~~ 7~/'~v
 . 

[;-""-1" "'7 J;.'?': ,.,-MJ-A-"''>-~}1 ("'-.'-.~"'1' . ~v' / Ar?-v {Yf? ~'f! J,;j}(/ j...:;!;,/£ --h(]/"l//I--'1 
~ "J,5Q ,1-(/ IfJ-(~--:' "."1 ,1pf!14t~ CdO 

Y':-r-J",v;ir>-.r,r>,"I'?/n ~'h.,,~J~,./ , -"1 I ~'1 02.1'1 ' 'WI.1' ~ r ,~ (/' U II ' -", 'A. 1 f"17A ,'J 

" C· &1 ( I ,.. 

rr;d'~lW1fJjJa ~'7'lI1J -<y?J:I", '1""'7 !~~"'/'111 ~ '""",>7 

" ,y
""'..... ' 

lVI1N30/::JNOJ 



GA7) 	 DE 
501 ,J./i1!ty J/rtid/- ~ c4,-v_~ _4~"~~"v. y~-iJ !~~tf ChvJ, to..1"- Jt~~'->v- , p~/ 

t:-,,;,:/, t' 1 1>/"v- ~~'Cv~J 6-n !~~ sc/w'~I?/".,--c" , .. ; ;Ji3;f:~riVv~'-' C;<--- .~~~ 
!/Vt-.~ '1L-i~,,,,, l~z~>-'-f-- --t.~;' /' afbC!b"c'u-~~ ~1 ~ '.-? 

,:~,,- -'i~'tJi~ --u< ' .'~''''U'''-,:,.. .• dJ! lul-lfav .e;-jl:- , /vj"uJ/uV'-. j?t:::(I 

t~:y-~LJ)?;/[;3~t~/ & .;Y- /,<j 0v" (Yrb~dL.~\/Y)(? 1J ,s/~/fil , j 

Ot"~cr-J cJku,-);'- 8l,<1 .'r-"'" &j' ~ . --rzrf-. f' d I -5t 2 S--' 

57 I 1/~7/;-clt/ Y (Jd· u.11~i -Ie /V-~ ( ~LU.· -:J-~< f'A~ ~/~n .-j;z;;.rf·~~~
Ciqlii).£.~4'.Lh'£ .J-j~,,~ I "u..~l/~?''''- ~;,u) ~-v/}_<1/-J.-.J.J! ~"~~~""---
k 11~-; . / jj /)..-IJ • .kt_ ' . .--r . /.-;'- ,

II f1-t ()....<-~"- ~ t>-IV / Ire ) }k:iIV", r!\.?~ c..o--:::t;;( (/r.~ / ?n"'It/.-',..,u'V! £V'1W/

7 
K 2'~,~;Z;p &~~~ . ~~~~ ~vm d,JL \~ 

I / 	 ) 

~1~ t-'f~ ,t.-~r~ a'w..!~~ t't .:i;( 9(, 27-.- ~ '/Jt-w--l.-~~~/ F! i ~..('/ 

~ J ('~'h.d-V~\--tu.}:;.~ '~rti..uv~ j~1 ~"-'f!)) u~·~ M.,!,~-G~ ~ 
~4'~ C~~h~~ !3~Y() '-nn-n-<- Pp 6 9(,/ 7 

52. 	 ff(CvJ?'f-:..../rJ;~b"f ,2j;tz~ ~~''f:- .'v ?...~~ rJ.-<-//~l-~e/ /1.R-c.J2,-,.~J c~-'\ r...;;f ~-yrf~
cK'i~;:,)~ .' ( h '' .-/ . ~ /' j] . -I- -1! --r-­iJ' 
~4-1/--tu.- .{k~/ {tl-t..i~' ~,\.- ~ c....-r--( t..,7'vf'L, / V, ~~ 1(28' jj...u..."---') 

~ 	 , A ~ 
~ / ti 	 -tf.:'h.,,'-i<-o-\ tZ-v\"¥1..} 7 M . ('cf: Q COo ' c c: 

5 ~ 0/->/0'1' - 11/:3/0,/ 1'yu~u-6."''4'" ~L[j;~ ~ ~Jt-..4i:tz:- ~-(~. $(', 

~) C?-?v-4LI~iL"7 -f!t~~ fI-: .~) tf-w.f) ~"- -~~<-</ 7 ')cR~q 
::/;~l. v.'(/ -k 1~ 0<-~f c:k~~ ~~ /' 0ft- PJl 10. Y3, it, 9 
.;Rl~ 

75~ //:Jl;iil.J/fll2 tJu,.e: Ifiiz._ --;T"-'::~ &~/~ -;t~ ?r/ 
d~:;c~~' -1-i""f~ r~L:" <--&-c~~k-e k~ f'~,--!l?rtft..~;' ~'<--"'~ 

:d5L~ dc~~~·~",~~'Az!c.'4<~'/-~) · a.kv~ ··:t-w--y--:t:r ·h 
.4?'-CU- ~..A.~.f" q,<1- t2.~.L;rPJ--.~~ f// GIfb -/ ) 0'/115'f' ~c~. j---4i:z 

i~,,/~&. -:itc~ Vt~ O(Z;' (~ C-l0j, 6; ~ ..~,{Lj ~lA,; Zd.JI:r( 

1z-'~.oyJi~~L·)\~ ~~~~~~~~7', 
7{, !#•.;~ ;;'/t/,vW cJ.j".Y4~"h~~~ /au"?'/£~~r-"fi7 

......z.- - //" 	 /J &' ' ( 
~ .-LY·v~--v U -l/1-r:~(,~!'''A.. --v:..;~_~--.a.... 4~+~",....Jl4 A/~ / n/~t;-Z' N zj'l , 
y'Jr/,f(/"""",,, D-l · i... / S 'j1, t"-<::'d / i..C/"-;,: ., ... Iz. ..- CI 

-	 ~ 

http:lii).�.~4'.Lh


FIDE L 


AIJ~-<::'/-:t<·J/21' }t~"-7~·~ r-r-'-ly.lr.t~ . 
t;:;;~ .~,Y,'1~t/: 

s 




;1,9 11'0' J - - V';/c, j u.J ~~ c4,,,~~!:-,£. ·-:#~'v· ""; -No~/ ~~la ~ __
C!!?J '1,/t~,o7"~r Q,,;5-du,~ I1jP~F VYJ'!.I,~o7'N. 

3g/ r?I2/t',( - '1/~oJ/ C-V'~( /.iL--z~~ #rnl2-~",- h~", t7A-0..,z~ qL-)P0/Ll/~ 

(24~) -ft'~""-< ~~,?~~"'-- :;J Zr- l 'tvL,<,A' t'.'~/; t;. ,;C~r~'''/ 
hJ~ /4-tJ"?£-7-~ ~-cJ)/{'/ ' C;, ~~~~~~~cr#( 

~~r' ~~~~" ~v 

3 1175~t 14/ -- /}0;~s -- /(kdu./ ~~::Z:-f~;1;.; 1-/ e<--t /Z ~ ..~ t5~'1 /t-~~~ 
(~~; (fv-4/L//r~ ~-< /;; d · 7 ~.J_ 1 > ~'4,' 1/""'1 C" G,~ 

--ff' " ? C"tfd""...n_ ~ 7P/7 c 
VV\. • ~ .2 ?s: e~' I 

$4 . 5(~O/b~-; (;7-/ot, ~"h~ "- ~~~.~d<-<-~ Lv<?:? cCY-F.<:z~J.P; 

.~+7~Jv ? (J~h~. ~ 7uR./e.~ tlh'H~'<- .~A..,~~ k-/hRt--<:7
I _ / , / 

. .).:V { . u~J -; ~~V(~'-~~ ) /! Co-;r~~~p {~'/:Zf--.e/'~ 

dt/;-tki U/ ~...-1.tt. rUG" (,~---?b '---r-r~-1 4zf-..., ) I 

~ /")--'~
/ c::7' / /-"j/: O'-'~ " ~ '7.' 

~S~- 7/05---7;l~.5/ tJwJ~~-v~~J~ ~ ~~P\;<~" ~~~~ 
@- C?//,,'~;' ~__~.!":LA~ ~ "A,7/tr' ?,.r/)6F 

~~-~ -z::-~ -rz,y;r./ -too '-V ' <­

50 lY:z~ t -- /00F L2~;:t:- ~'~.,"- ~r-- (t~ ~?/ J/l~~ c___~ 

r;?)A-( j ~- M~,,>-:-.. ~cf"//' ~~ 4~?4-~dl"-r... cpv___ / 

0, ~ ~?& ~)~ '~L~~ .... d~L~'- c~/~l ~N'-_' 

/!.R~~/~.,..- k~ i...-1':P /'V7J.....:..; (A£---.-e/ 15/'/9' (w 5/..1'9?) , 

/Jj,f. ~~?a".-/ 7-Lr- aW,:l-,; 1::r./;2/ (0~/.--t.'((')'c~ ; 7ft;iPfr,"". 

S) /z/l~C>- 1 z/4f
( ;::;0 /~ f.' . ' - •y 
~) (k-J -(;:~Jt~,,-# .u,_~.. C:~~ e:<.-, f; Lt/ £A-""~ ?)J- .0'--X:cr­

/J ' /7' -- .-rf!-: '7'? • <:r / / , d ' . ~~ 
.£:::(:;.Cd,C::U"'~ c.<-t-, ~'.~ / /~-<...;~___ ~~~/' 

P6F~:(!t'-<-< ~ + ~L~b.- ~Z: _dj~) cc,v'-.<'~:'; 
/' / / I /7 // -.:;J ,d'. :.J ' / /'

t-.t<.if, k?:" 't/"'* Cr ?~"-.:;:c,,, / ~ tU,fC(./-<-~ Ck-M': ~.,~~~' 
L--- /.'{!CVYJ./ {f~ " -1{, _/) - /) ",-4/ ) _~ /!£vv.£. c~~",j/ ;!au~ /4'h< /--:'/~ /,,- ~u.~,'r· '-- .' /lA-''a--"-,,,,-, ~ PV1 , 

Lv 

http:t-.t<.if


E TIAl 
'{;,d?! :;'7 t.,~ /;;lLd !&~/~'- .+ ~ ~ . .f : J.~ 

. ..c..c- ~'\.-i-~ a£·~ "'--?J"~"""""'I>~.l<~ .....~'~ 

1f· )~~y/o.s--- ~~V:"'~' .d~ 2--7~r Crh ~Z5F~ ~.:~ ~ 
@ ~b~Y'- 7/ >;V,£A" V~> t;-'~'d~-~'c::' 4~~<4. 

/'d& .4 ..... /''7''/' ~t7(4V t " -j!{. Zc.~cf·'t. / 5 ~ ()..J'~ fli ai../].. . '/ ~/ c -I" 7.5·(t.)-c, 

7/~s-- 4{i0'!'/ t:2z.~ /~ ~~ 'v<-_;j . aZ~,_, 6<..-::r7'V'i!.£~ ~ ~i~-;~:e-
~ ;:< '/7/ '/ ) d /t-I W/ d",,{J ~ ~_ ; t!(,,;/. U~~.r:::'.tiC 

A -, , . ' . u.-;.~~-<!,~ 
0.,.-, ~J d4u__ a..J7r -c1U· ¥C<~ / 1:tffV'-t-v-~/UG-
~. .s 

. -W~ ~r''14'-'''i/.-r;U.,..~ ~d /tt,~~ 70'7. f"L) OC'o . 6"?; 

~i~';-5/ 4/L-.f¥-j ~,~ tf)7'1 VG~4L~/ 
~, j!/~~" ~ ~"-~ c:c~ ~.z1'aJ~;; ;-pC, ~'~. oJ--' 

L~ ~. tv( 6~~.. r2r:l'<?/ &60 , ,'-0 

/~, .2/t:/c;(., .. ;f;3/t,~ ~~'~r '~/A4r .. d/,-, 44 ·· d-&r:Z.-,-~ cf-r. dlz~~ 
'/ ' \ ..../ ...17~J"- .~,/ a C 0~ .4t'f/rM ¢.:.~-J ~"''';/'*-~ /tvL,, ) /l-?<izj b.)",,<,ur<-·-vt-:J 

(. ...-/ ~J /J , /' r-- ~. ' /J'" ~ .L '- /. /. / ) 
'~1<.cvL"-<l- C~"z..._'_ ~ ~"'Y" ".jr>-0~'-' -~ - 6 'Z)/~...f-' G--~.;;.;........... ) c;, '7 


A-k-'vt-I-c'& cA~?~ C;J C. . /M?r~ dd::f de"",~dt;;.-;: ; ~/ 

!h~ j.h~ 76f-?/' ;2 (./G) . (~2' 
! L-/ .3ff!ot .- -3 1.9/C) G 

t/ ~J_') tL..-l /N'~1-' ;:0' 4--G~ ~/ en ?/iy: ~G~ C~ .•.//L~Y.'~/:Z,r.../ 
t..'6: t <-{-v----:/;:/\..,/ 711/ t2-;'-'Mi8-'~ JHJ~) 4.')f-il-;Z;:: <~""-~y- ~; /~~J··-r~5· 

~tvc:;.:.;</ 7-L<.~j'>-l..;...[. ' ;' f.-t-,.-i....&~ ~~JVi-J;;;.~ .t.J" ~Jc.6:<~;:,-:""" I~ 

'7.-,,;::&:£ ..4.'v=-e- C~~?-zt:f?, . ,4 : ft1aM....... / ;/'Z-c.F C'~"'-<" 64.--c.:J 4.~;f-~'£~,J 

r~d;"<d/p~,7' 6-/, ti-"!j/q-~/7fl.;i'tA"-Y/r7 
!Z~, ../~ -;$'~/~~~ / :07/o~ 7~ ~(.~-:t~t'<.. ~~ . J{J #r.~~ 
+-r.~)~~ C''J- ~:~r~d-- f7;:t'. r .F /()f t/~r2? . 

i~ q;?0 zl~ -.!77«-Yci- iL...:t", ~~'-<t_l'J.j·/-.t--<-'''1'':-- (7~··~ .. ,-;z:?..-r/g~ c::·J.'~r~~,,- / 

vvZ~<~~~ · ~,1 f l, u.A,f/ t/& )U47~/~: jJ~ ~~~ ...-ctlYc~· ~~-r+; 

/:Jy/ ~C' " 37" ";f~' ~ i- --'/" c:,' -#~ 11.(0 / ?t(.~-Z--~,,- r~/,;,-'zf:c/ / irJ.if /I~-4 



/6 



CO FIOENTIAL 




01 

',",O'-"47() //]~2f'-b' " y,\<~ ~--z(.' /~~""1r 1-/5y6 ry; 

(O'1~--?;Y"r'-r?z;r'~'1..• J 4r??( ",?<-rc-v:; 'J."l,.n-;>'7( J9,l tl vlf:jj -:-:7'-. ~ . ------r--:-7'-, .J :7r7 ,V' ./J (, -'.~ (, -,7 " 

.::tf./ ~"T'p ~/l/"f/;? "'?-;? f:~; -:-'.Z:-e --J~/"";;/ ~'?;) rr.<>-v> 1.'-. 77-r'~?/ (7# 


~"'/">'t--7l ';~ ~3/ ~7C?7Av r-?ny;2-~'2fLl:Y ~?-;>~/ 

~??;,,'-,7 :'~?v~):';-yJ-r??'1P -7?V------77 -rvJn;'..:.) ---"--rv~rr7 /'?--'l'7.1--cJ 


(:v/~i(j .J-;;(~,r;-n//i??7.;;hs {)/Y~ '~(r:?-~/ 7-·?;T7tj-~..t?-, 
'l/;7/,?-?~ ~/~ I,~:, ~-"~<>3 ----13;~ :P-:'?5~~r>-"~;.rti,~dY3 --,I 

,::r""P,"-?rT 1T.7J7 LO), fj0 '"l-./~ret --'/>1 7 ;:-:7 L 02j6 -l~ilIt 
'.':' . ,-" }'7<.7 /'/ ',r110 i ,:; If;)f ,--,-) f:-_:.;r'?7J .JIL ;# (lcJ" c/ j' , " 

Jrr>'-'~7 '""7"l'";Y:) (t!. {) JIf//h "il ----~~ \tT' -y<J-r:;? ~.~ /'1-( -vr"~~7Z-~/ /. // . i/ V \ 1(; '// t?-.. '," , ...,.L:::.. -_ ,/ 

---;:rr:-(.,t ~(Jo/" ( ~-q,:1-(1//' ( "1<?k' ~~? <2.,5"'/5 / ( ,,' q:f:) ,P4-.<'! 
I .1''''-''-;-' --..f'? r..~. Q#y>~~,Pd7~' ~....,., c....}'••,. ~~ fri) . ?' ,1/ ~'"v'7 y--~ {f'U· T /.7' . \ . -/ '// 

~>;?-':-~~I ~,"7 ~7f4A~r'~v .?'7"nt,f~f/ i-,~lt:f/h -iV/~'11? 
; ih-!d11~~'~"""'7?W "0~/ Y ;r12 --'?J"l /'>1/)l11,AJJ7J. '7'17'1 I . <::::..--/ . ~ ~. -{.' 't ~ , -r---;I~ I. 

711,~ ?-W?L-t,)ij,'Yc1tI9' SW/t77:;? i7,7f/"& :jr?c:I (rv/ ';)1<'/ --'="''''.l $::;?-??-1'&!'-:52y 
-~ 

/:;q''> -:;(1"/7 -?V,(;7 {:+~t>H??t? /.I~ 'y '''''~,?;7 -7.1r-'--?z!J-r· 
~ rf"f iJ jJ ~ __ L ,-().j~' __ '1/./ . ;:n:Y ~JA1 (,,TJ->r)-1t.{,? "\?P ~y Jr;m"J-.,,),"+'·' O»"\~-n ,;> ~~;r't?" -....,?JlJ, )'7}(: !~ .,c ',7'..,-r-,'7/,!'/4· 1/-7/' // ',,-. \ t/ 

9-S7~ ~r~{ll ~l'/tL?~/(P1t{/ ~--I"'7??~~~-n;'7J;fj7~ I..?j/cfr' ~'i;;r;-/t" 
, .' -'0<7(1 .d?f U7 I

-? t// r '--/­
)~/"-1?J? -n / ..r",$.,:>--wp;rJ r,T''?? ~'0n:;:'~ --'-7?"yr:; I~-Jr1 /.1 a ,T''/''V!!'?'r(;' (J{f'? Y-"ll 


i 7,,/ , (/ -(/ ~~' 7'--'" " '.' ., , 

--")--/""~~~J~?r~~ I p-rr-7 ~ rP':",J}/I//:z--v-y? i!v;q.~-----r;F'-'l'-;7 !.1~",-",,1-~~1 '2-~ 
/~~-(;7),P~:?7 "P--o/~"S. (r-7'"?j,~/'''J?(/-';;...:>-r-~~ "?' ~c""'1"""') "'!J?,c:.Jj:~:1 

,~ ,J /' r 
)-->->1.-) --'''''-1 'I'~: ,1:7 ( "-:..·'7·.,7$,? """'---'--'-Y ;:77,Q,·7.,·)7 ;-;·<-":t"7--.2~;}<;''i? /1"'~-, ,,--,;'7 /.~ ;IF''') >',,/ 

' -' L-,-' .-'f2 (/ ,.' ,'" -t'c' , '" "/ 

. ,: . f; /: 

'"V h,':>.~,n-9-7'+77 ~-"-7--"'7";) ,_./,,£ I '? r'C) '-:-J.;·,~,-vf'-: >-;:J?-.?1-'):-::~-J!.-I·<l '>1"1-,::>­

,,' ',' .. '9 i ii . /"" /
"""~~p 07,f7;r0, V1Y.]? "";;--;,J-lJ~2;l~1 (~r[ ( (/ -;-';-,~< /,-}T/ }~----7-(lC;;?J 

P , . _.R Ii I)' ~--=----
'~;?' Y-'/~~'1,:/?-(7,1 1-.., "j/ sr/c/ --;?-~'7iW~'2-)(r);l-:-1~ r-rr; 1 <ljIt'/t1 -'1o/.i-ycl

amnSSV'I:J:I-. " 

11N30ljNO 

6/ 


t/ 

ttl 

J/J 




ECLASS 	 TIAl 
:)6JI /;0~ - /;J!i/6 7 lt5r-:~~ 1>t-4~~/"7~ /~~;;, ;;;!'ftL<'7 
~) ~~hC,:C-<--F ,-t",-,u:- c::~~,,-,t~,).L~-fh ~?/},~~, ~/ ' / ' , ,- /_"'-,/y. _ /, _' , . '" • ~ /oJ-	 j / (f t--( / ~:.::r'<--V"'-" - < _'/" ' ."---~ 

4 /~:;Z'I' 'c:-,~",',-,--- """ :-/6.,,,- ~<.;.,ce ,;~ -- <' ""j-- /' / ~~:/, ' /...--'>' d ' :,c--- c') _'I /~... .<io"" 	 - _ .v -v- :J - <.~ / ~} ~_~ • q'//'~<"""-- . ­
~} / "~ '-;i( -r ' /" -, ' 7 " , , . 

/VU: L , .-' ~<-( !c':-'_-&-!/' I,;, !u¥~,"--'vC",-<- -",-_,:,.f -/I-r-v'-!:' , t",';',£,/,' t:"-~ .'::(! t~_ c,u1.t<­

~,--,<~;, ~~! /l-/VJ': /1%,,{"'/----,.;;I-z,..~ <.V' ;1.,-';:;"1-' .-<f-'" ,e .c1:h~.~"-"--­
·~~rfctv~v i t~l-,tl, / J4Z'V'tP-?<!L" C£~r C'.p!i", 6yt:L~~ /J ~'~.~--i¥v J 
j-z../lo/O 7 /2-<-, ; C~-.e t..L:.-...L"r,--c",-J 'zi;;,.';f-/ ,~uu,. t.c·~ ,;~~ _ 

4-"'~ '-t..;;(.~ --t- ./Uiyr-CZ-L;" f-lC- ~'~~ ~:4z/ ~/.:. ct,.-~/~ W-~tOl) 
S:2 S-/-.:,/tJ7 - 0.)-/0 '7 &~t--;t;~ t~""",L;-...:-,--!-~'v')/2/ 4~'~~ c6.;:r-~ ,..c:~/ /''It .(<'~­

I '1 	 ~~' 0 1 '® 	 at-vJ &r-P .~Ic (.r;' ~ t;!u__ Z~l~ C;11~4-~tT.c'<:~ 
.R#'1; /fIt I 0/' >/? c? t// f-() br~~ ~':::d.'" t-:~~ CL t!/:5~' O~ALL, 

~>. ~~?:z&; !v'l-J~, cu t.'a,<vU<J'- cYx--~0, .:-~ L"'k'k~: ,tr­
f'-L{.q .<:£.;;;- U ~";" :rd,r-6L;;~ . (.~.z~;1 ;' (;'~jJI-1t:<!-c-f2'M c,,~/ ~ 

l'~a~ f/J-t4z( ~~4£/ ~'l.r.-~ ~. ,,; y'/' t -a.f. ti~?~~~"-Q;zf;~: d~~' 

~;.ve-/ ,?;L~~~7d"--'~j -;;£. ~~, 1M" /l/( 1kX'_h> 

J3.,?~~~t"7 {i"vJ'-~ r~/k~~~ /~; ~~ <~rJ, ~;/2;­
. .?'"k--r/3 ~?'1 ~t'i-~' /-v~~ ;!II.,~A~'M"") ~y%.1 /6r ~~-<K. ;:."-y",,,t ~<,"-J /~ ~/~f

~/ .' :/ ~ 
-- k'::'~".0 ,il.d:c::£;~;'___ ) Ctl,,~" -y"£' ;:'i!:.:f £ktV-J/yJ6'~"'1 ~~' /1~ /~t-"':'~. 

M,(£ tc~ L-A£ L) f?5~5?"/ z:/ /Zi ~~""'-"'-/ u-~7h)~ ~~7'-'~ 

L/LZf-~~r ;' £~~.<k7 ~~ v?Z!;F>t1d"'_";/~ W(}---?vc... , ~ 

I,--,,-I'--'-~ ;~- C4--<-<-~ ' a-. &-d"---vr / ' a~ -z{~// Jig--?, _.2--::Z ?fr~ 

, <z'Y;-!O'7 ;0/ ~8.t~ , 72-- ~ cR~~ 

;12 ,Yf -- .y)Z/~ '7 luA.--' uvy', !<---r:.-;.. d:.,;>4~,z.. y/' .,6. ~e;_/-4- {!,,-,!!f:JA'~~,:.... ~Z::::-­
;(.J'2 "/ ,-,.pi: . - / ;/;< k t-( , / Y / ) , /V / 

_____~_'t:1.'__"r;./_'- ' ~""A__ -<J--V-~~~- ' _~>-<?<d~'- ~_'~, <---v ~=-~c( tA-L~~'~~:~ <0-"" ) (A&;.-r-

jl 
A<--f 

~~ ~____ '/'l.-- ,c "-J c.,t.&./ ~ .f),{1ci'~~~ 4<--"--V .-<;r':z;:-v~<-"'-- c.',-J-?EF­

~,tt~/P/,l-~,.d-->C~~- /">-::;~" z:. C!'<'- /V4~{(~"'--'-Y;Y~'_.J!.'w~~..,,;, .') 

&.,,-,-i ,':r/k~<-- w-!-c~~~ tk~0<-->c4:U'zJ~~ A~~~vM. /L4,~~ /.:~~r?I' 

,d:c.:r-~v:' k-~18~'- 1J <Jt{{,J~,.(I"~ L::.e:,;q.(" /V4'? L~; j~',c...t~, J:(I'7;tC.,/ t?/.~~(.r 
\\ 



l _\ 

".'--Ih:'1-Ji!J ,r<.-., 7] (_1/k ,'i ) /1 tI " f·.
V ". , ,. C· 

OY f 

G ;)
. h .7 F:r772J>-' 

h, -0 -0,"'1 ( ~"1-, ~y--t-'-. I iJY '1·1:J;:J'1..-I/r:V ;;2.... -v'/~ F ~ r . . . 
,.L/17-:J!J:-C {. ,! i'lil/l l-r;n/!1f ),"'h1-'~ '~'(f5 t7 

4L v-'I: ~~ ,.'l7V;;/ ;;t.ryo "7P r~ (I t/ ,
"YJ-.~'-",1'!17 .. .~ ., [O/t(.//I( ~ LOf/1 1 7~1 

f 
;, oj-(.-C )" / ' '/'7 If/I . ;)'1 '<' L I ' -.J)... : 1'1-/ r))." . r.l'7'fr~?,r.p'i · '-vv'~,r:;y),.r,;r7> (. f7 u t,u.c> .,l' rp .','/-" ',!_... . . -£, '(Iv 

.() t. '..In...() ! "77~ ' 1V1-~~. / ,-~ty;-r'i"" ,rt. ..........Y>--'Y?;.-c/ '1-vL".' ~"'"'71'"'j' 'VJ'}.,.,'7 

,., ..~ .1/",) -,J.:.~'r)· . r."'U (If." '.1 !' "'";,.~ / /if"' y,...' ft.. !., ,I . 0', 

. : , . .. . ' .. ' I '" .... < ..y!-,/J h 

..--.)--,-rf,(71 /-,rrr-J -;v"t ;'J Y7 n£)I . --~-.,. -~/1... :' ,1/T/-,.,1'Y'l,;y I '('/) ~ 'I.' ... , : ,-, .... ' y <. ·:1 . r' c" I,' I 7/ J 7 .. / '. / c 7. :..3J ~".i ,..... -;::;:e 7fS..,., i, -;t.--mo

<I v '1-./2.C·· ~7~..-7:>r--z·')-!l'~1 .C.....'n-Y';;..Prr ,I ~ '. 11/ '~·--L~ .. 


I
r
 ?-v'{,? ~~~~?J2))/1 CI/LLi J~'~;r'12~-yft/(t'7 'lJ C!lfft /" t ?/fi/l .5"7 

1 ~, /1 ,7 (J )~ ..)s':J 
JF Vf J (/ 

I ;-;:~ -r '1'~rJj!? -"7-1;:r?!21 ,-;rvnT;i .. +~ /X~?!f7 
, '7.' ,~-f;"7';jJf'CJ);:""f.;n7!V (,"-';';'v"'(;..,,,?y-C !l ~':;'rE . · ,.,/}.,., . '. (/~1f'i/. i . Jj,-t.. IrY7>7 " ,'1 .' . ------rY-, . ~ );? , ''Z/'?7/;(}lb J ....c: /. !" ' ~_.._/ r.. .,.' /7 }

~"qh'~' 17f "7'· ,n/v -r...-t..-J"l-Io? ~:<" ?,J.."1.(.. +"'P;"?-'<?i ~.:(2 >f,J Lv/;. Z"/') -,--.tJ!£Ij-J h' 
.:1..7< ,? -:>:h'h://!:1::-'?.:)-. / M-;:) Lv . ,4 -, ~ 


l ~~P ~,;?~ .'t..y7:'7?-~/(l'7YV ~ (: -:-r~;)v-r Y-o , '''~~ 1::t-nfT..J'/ 


L.,?-o'? ·-LJ7 r5 r-<""'7' _3:"~-;?J::r~? ~'~-'''''()Ji)) !~qjot/}~~/r ~~ 

'J,7't! .;: il?'..L ~~7P~ .I (~'~'1.;>-t?1'/."'"T.~,-u--;nlll.7-,713· . 


h'1.. ?~1,Y'-;>/~"'7.,?"2..(1~,z.??, ~f7~ -fJ-;J,,>;kj-J'fJ ',J;..f'r;.? ' '14 ~~,..,!-?-;r?';'(lj'" 

--+-.... r . / . yc ~. .' ( .' /' ,:' / t ~ ...J Ii.. {/ . 

.~:~W?Y7J· ';>7 jP,r~2,,-?? '-T7'?-;? {~J7..7-j~J ---:~(:~~# "r0.J.j'7;it'/2.. 


~ --:~·~7f'.(~ ,,?-,?,p.7 tY~'~''7 ~..J:,;rJ,~:,?~~n/?(? .;>~,7JY 

rtF"?i'P ~~l?c7--~"'7/ <'---Z7? 'Nl "'V {--.-p-,Y;;;rv~~ ~p' (+~1 


( ~/ :..JS? .{ -,..;;;> ?-" )-?j7 )-? r-<.l ·~?".22:-PV' '-'..... 0 J:'P'-n )-rJ..6/ r'7Y'I-~_./!.-1 ~~,v «7 .-0 
i :7", " --:C:' ",/(., 'I' -i/' (/ &--. f,/·/ ~1 

'i$ ~vo'7 ~-V ..,rV ~'~/?:'2 ~'r;f;L:J'o?/ ,.~ <"'~ ~ff/AI L ':/?9"f" -i o;f'(If' 'tf! 
?-, ?' .~?:?h/(7';?~;lI. -"'-"7?:-~~ '-V 1 J-'~-Y7J'r'r);:r r>-::J,9Z')

? (/c/ T=>.-"-' .~ -:-......,.-... //-./ --4'-{/ 
. I ~). I ~/.' /. ?~~/f?"'~"1f... 7"'.9?"-"~:Yl? r.r:'77-~"--"~-;!-·7"1.. --~---rry?... "-d_.~p 

»-} /;."""'f,:: .cJ.:-t-·:ryp ,.r~~~ Y:"-,..-.; ("\.~/'rrVVft-X7 ..../]7 I :>ry.;"1! . , . --7'--; --r. .. ~'.,/ t7 .. {/ '-.. ' {'-/-. , 

,.-,Iop-,,~9 ......,4 '-,....,..,ry7 -,..,.,....,9 4-J"l;Z; ~/""'--:n? i:"--t-t r"Y"'~.J.......,.J;L~ /~->~ '7 _

'Y' . (/ ../. . . , -#-_ , 1-717; .. ~ 

() , -~." 

'. ,f! C/!.;..·t:'T)/d:2 J "~rr,;)~rlJ '/:?-->J:J / ""_//J~f'-'/.I'7-7";'{ F '-'1"--;"1·,7 ~7->--t;;·/;Z ...1.J /'/ f-r?;t7C J1~'''?I'2l!? r:)
--C;?' ~ (. ~ ~ I ) ~-/; ,I '.-/-_; '", {, S/A 1(1 : (/~7(e I' 

, --".~?~~~;'~;Z~ lOy ~"7:?,[? hpt/:~:;r-.~7; Ir7J Lvjc;d? ~.?-;;~4 -£f; ' 

lVIlN301 



F ETI 
,---- S 

C05 5/7/~n - "i/:;.]/t'7 ~« ;~~ }t,~[~-vT:3 Tl/.-L-; 11~~r.;; "",Y-£" ' ~ c::C~~t~ <n!u

~~~ 'I! c.i-.4)""4 L,;Z, ; c6~-f'_'i1;t3 """<~". }' 
.:zi;.r-l- tdt~r_,/Jp.Li !-f~ d~ 7U-f (</ -: T07 r ·t ~c,· '- " 

ot, f)0'~ __.2ji/C? /a~,.'/ '7~ TY~-'~yfJ ~'-- L£~j $~ ,,~~/// > 
(/;o;... ~'~, Ia>- l-d'v i-ivLUf~~~ / ' cLut.', fM/~ m61t ~y_/rA!'r' C~<" 
~ . 

/ 1/.rV'_" ''7'<~-/~f -k~¥ .' ~,,~1.e·t.'" 0 

87 ;.;~ 7/ l-5/67 ~~~ C.c>'V'-U .~,- ,L.;-~:{.. Pl.~· pv 4Z'tz....."." C-'t .~~/~ 

~. a4i"') t!&"d~, -<-i- e6-F ~~-:. ~. ~r-. -;e:;7' ~.:+~( 
~ .' 

-tc~.-/ "1?/ e,," ~~"4 ·~rc'J.;vv A.l.1a f~ c:z-K. b ,4A.(, ~}-<--' '; 


(!b~; Ib ~2e..¥,~ ~/.Y~~~ ut~ %il/:fff()c ,c ~ 


JI 7fo).~t (~1L/' ~ ~r §ir' ~~rtr~ ~ It) jUuj V~'G/ 


A.. ~u' c:e.d. j - ~""-"'~ ~f ~.,,~-tk.- c:£:z;;~ J L;ZZ-, / j?z:3-1-~""-

tf:v--d) -t;7<dj ~ ~-~' .-a,~~~ )V'ru1LL7:-Z;:~~ ~~ i~~ 

icvZ/~o..<.. £ Urv'1.c~v' ''-- ~." -41..ec:- aL'\.- / / 6F ~ ~~..<;,. ~ //h.-L~~ 

?i.tc/'dc-L--v UJ~'~\.- ~ ~r~---~' -'~-t--..~ ~r~y-- ~/ 

1/ic/ ~/~J c:k-~ /' ~ /..( ~o~,. {. 'V ' c;, 

:2A7/1'I/C'g-./ 7/S"/C>~ (1d-, ~-&~, -dlil ~~drv c::tu'\A~--r~ f/l1U-; ,~<-<j)o<!iJ J, ,.d&4) u;~ !~~ ft....;:... ) ~ u,.,-#. ~ '2' fJ?;; /' 7/:£/ 

0. ..-4? c..h-fl'f, V?--,,7~ tY---7!31 ) /O"j' J~f, !II ~D;)-L/. f- r 

23 S>/Y!~1Y--- f /:;/& t .A.'c;t /-c'~'I.. ~V'y-- t>->--- Cud, ./r't.~, ~"'~'"~T!/j ~7C:1 / j?1~

Q:t:J /1't~ '~ "7"-1 &~, g4/h"?~( r£ ))~f~/L fl1 U)?"k-z:/3 Tl./ 
Gf; 

~ m /~( ;; §-"j: S7-' 

3 // 1/3 ti ot'- -.l-/:;2(;.jt;- t!.'u-::/-I ~ r3../t.. a0 /0~'L- ;!2/,.,h1~ c-6<.-t..-u'<-t"'.,f'*-/ 
, . vZ ~ '''j7-'cJ.7't4<. .J"1.,Jl.Cf2""T 'Zr-c-.ttz~/ ,4u~. d'/.'?{ l.!,'-t::t:- .t;;-u-~~~J'? .tA~h.?u.r 

'1 ---/ /) -Lv,.;J ~ . ,O-'<-zi!-.'. /) _ ,,;;> t'/~//.
I~/ -"H') l4., CvL./'-i ;.cc=·(,-C? /C'U ?f1...L..Ke-C-U-v<.-C.~'''''''' r:'(' 1- ~.,,-<,dr 

. . ' /, --'~ , ,t·/J -----~ ~ . .,,/tJ. ,~ ~k-- Y7'--<!.::t..-... i Crt..t:z,---- .-e ({/C) ~"'-~' .-::--- ct2"u~ !,:,,--&.P-.- / plr(.~ ~'V, ... 



J:fIf5 --'1J/ J/1 . c;f. 
./ . 

'n\ 

~7~? ~f~;.~,· J->-,-..?7:Jr/-rr/' 

fr<11~~.-':;z-..-~' 7'~27-1;/ .:'~-?=-~l ~-::VN1 -''Y />":~ 
~.0? 1;""" ,'7 / -r/'-v:'V>1''??7J!/ -........;< ~?~,7 "'---r -:7A~/ ,JP-,>' ''-''1 ..7 " ,,,." ;!J " 7?:) 1'7 :f" (;' '. .:.j/ .... / ." , tI' -/ .' _ I 

):. , ,'-' »1.7?-O;q' r~~2.~:r/"'A ( C7d"1--1 ?-Q--, 7'-=7!!T;7 -C~~~rJ; --'''7/7 

'7"'0/ {zm-;J';:; r,.,~;l F-r'n~""',~~,~t1'-r v~lJ (!;if) 
/.,' ,y.5/~, ~ ~p/~ j} 'J 

)?-'''-,J l., ().? ?' (J C; / lr"! / k-z. ~ ,7 ).--v-,J?" 
(7' 7 7-' -5 ,:I \ ,I 7;6 -j/ 

;0,>-> ')0--;Y--<' '>-? __ .2 g~I t.. 0/5~/1> '-''';;...71 .,.....;?~:,~,, -~rul ("77 n (}'1J.r;j(? "> ' -'? 7)/ .;:-<->-~ . -. '.. , . , 

-;Y-~~,.-v·-;' ;J-,, :'r'.?'~;rp. ' -n/.?} -<'<''1.?tt,!71 I ffn-r.~ c:n?) ""7V'.,.7'">~ ~/"V. ~ 


-r r I {/ f· ~~.,J} -;t -/" ':1 

.5[', ' ,? );;c,""vTJ '-..,..:> Yj.)h.-t. /,:J 1r'''_V ·7'?' ,~ Prri/'~;-)P1? l',§o/}7/£--..$. '/Lf/J LJ,/ 

r-~ ;!---+:"7Y/ ;r~J~J'-vnfJ? ,?'It-: ;r?"'? ~ 'l:~~lAI (~'t~ .,~.y 
-f (rr-;~ 

.:.r-r0-,''''''-''?,,? ,-<>-.......s>r/~·"'::>---?7' r~~'~ r~"-0~"4 ..);? ,.,.,,,..-r.7?! 

;-'y1? k~?~7~1""ZZ-. '7--'>'7 fYij ,/';r-7/'-{/ 7---rv>7~ >'y-;r-v.717 ,;;:::'-1 "'!f.J-1{ 


.r?;y>YL/ ~~r;~?-..J ~! /~-/~,/A,Yp d-~d .~ 'r~? 

.;; ,~ . O-JT,.... (J';;J,$:?I /7,...,..,.....·!/7'..v--~A1~) -I> ~7',,;.-"1 'l 'YJ ( ~1;>-v'c. ,/ ;c--~" # 1/ " I~' J ") .7 


...p /)~......y '''8'Y/J 1.'>.(/ 9-<7.c •-;;~ '1""-;:/ -~~~,?'I1.-.r~1(1 _">J.J ~'C7 ~ _""'-rJ~1?J1 
 (/ "J:"-... ,./ 7 c& t r" v " [/ 

.-r~-;............",;? ~:~'--n7i/'iJ --;:c-~""-7"J-:>-v:r ::o..-o, ...., '~I "Y??-O }." -...v>?-'?7 

V t '-zT . --,. 


,j'~r7-t ;J/ ;':r?7 ~''Z~~?rp.¢7 ,pr;J rr-z--v>v--;l ~-f.r/z.,-l::'7 
c;Av~ "~ll!7>-t.A.r~~/rz~~ ~~/ '-(~>-" ?Y':l-'-;'-/ ~1 ';p- -V-y\-I1/ ?" 

In;?dBpi' /~(rr:;"'2~ f --zh;-o/ 1~'W /N;prl~ c?:ij) 
1?1-,:r;~~r'7 ''101.7 

7
£ J ~'~~--L/~~7-'.(t ~d,ryr .rl g'1~1 ~J(J/Jj/! 

WI ~' -' ,)l,7~ t~l~e..L ~tr'?P 'r-~'?? ~,?JY f'7/ -('//6 

)::'~if??? (...,~ "-~'Yvhy?L?-7 -7 #? p?'?';' l"":I-"1?l? /lPl/ ~7(/7.1 ? ' ,,-"71 

( .•..,..,-;,:>~·.7 (." ·?-r~,-',;>-,:·' ,.y"",,.o)L~_-?/? l:::. " ?~?r-r;/ ,I ",,:" ?7?,:r? ~f~"'!l'? ,:;-?"11/ l',,P,..;,r. .:,?<7 

. ? . .~ " , '( fJ ./ b'.. 

";J"':;.~'??Y,:HY ' "':;2'~? ---:'.?"'!?J ............. 99-~/-f?~~ 7",rJ.? ,~/ n:h~' /17'1:? 


. t J • ,. ~ • 

~~~,L,,! '7--A~7,r/7-:""?,7: ,>~~" q f!iiD d9d ?:l-'U,':;' ~......--~.r. .$"."'7 )o?f-f:....,... :;~~.;z..,•.~., :rr:--'1.t.--?/ .F,?/? ,~ ,7/-0/ 6 -..-5,1/)."t/:,) < r. 
' ,1/ ' . /' L: 

Olj t.:,4I-y.SS 3:1(1 



CO FIDE TI L
ECLASSIFIE 



Ii .~, ;f-'" VI 

c A SIFIED 
f'n Ir ,... 

i.e' Mj ,,:1' .~; (./' /li\ (,'i.: ...j;;' 1.--"-) t-.c_~~ Uic-x4; ;; !.:.-U<S..... -,.... c1." , 4'[ 

3 u-~'>-- 'l.~'.."-J' -ti....j '~.. >~ '1"-'C.:;.... 1\ '.&r~) ~;.....-<;.;yAJ 6.pu~ 
"-q z . ." M -r- ". /.1 '-/- -,;.(1' // 'L 'r- '; /J1 /J

) _. ) (7 "..,f t':_~ ' I ' ~'1t;.« vel';, /0- 1,....~ .:1.",4--:.' \ c" t . c...~S' -c"'''~l I C-<LeVr 

(;;.vij- ,</- ~~l c..l!~-"--~-_ 'dln/ cli --rz.t '?d ~(O vi 



Bureau of Performance Analysis 
Interview Summary 

Company: Progress Energy Florida 
Area: Customer Property Damage Claims Interview Number: PEF-IVS2 


uditor(s) FisherlCr an 
 File Name: Same 
l--lame: Larry Mazer Date of Interview: 10/2/08 
Associate General Counsel and Claims Manager Location: St. Petersburg 

Tele hone Number: 

(1) Purpose of Interview: To understand the responsibilities and duties of the Claims Mana Jer in the claims rocess. 
(2) Interview Summary: 
a. Larry has been with the company 18 yrs. and is a licensed attorney in N.C. and Fla. w/25 yrs. experience in claims in Progress 

Energy Carolina and Florida; Larry has been in Florida 3 years; he was attorney for claims group for 14 years in the Carolinas; the 
Claims team is located within the Legal Department; Larry is the Associate General Counsel and Claims Manager; he reports to Alex 
Glenn, Progress Energy Florida General Counsel; 
b. "8" claims are claims ftled by the company against others , such as contractors, vendors, and outside interests negatively impacting 
the company; " A" claims are filed against the company, such as customer property damage claims; both functions are handled within 
the claims staff; six investigators handle "A" claims; a secretary handles the checks and accounting for both types of claims, and a 
paralegal assists with litigated claims; Larry rarely litigates claims, PEF uses outside attorneys for litigation matters; 
c. The six claims investigators are all licensed investigators with the State of Fl orida ; Clai ms goals include 90% of all customers called 
back w/in one business day, 60% of all claims closed within 10 days, and 80% of a ll cla ims closed within 30 days. (provided in DR­
1.8 ); the primary need to track dollars for claims is to return budget dollars; Claims Manager trends dollars for annual dollar estimated 
budget; the objective is to be at $0 at the end of the year; Larry is measured on how well he does against expectations, along with 
other qualttatlve goals pertaining to handling of claims and efficiencies. A monthly report shows where Claims is with the budget; 
d. Calling the c laiman t back within one business day is all important goa l; early on the investigators give the customer the lay of the 
land and discuss what the company does and does not pa y withe cust. and that the y may want to contact their insurance company; the 
primary goals with handling claims investigations is to go over liability first then damages; that is why PEF does not use a claim form 
up front to capture customer equipment model, age, etc.; rEF first determines liability; PEF primarily discusses this inforn1ation over 
the phone and may have the customer fax the information to the investigator; 
e. 	PEF requires a signed release in cases where PEF is paying a deductible; a release agreement is also prepared for complex claims on 

case-by-case basis, not by dollar claim amount; the check also ucts as a release mechanism ; PEF checks tells the customer they want 
J speak to the insurance company when the y are requested to pa y the customer deductible; this allows PEF to confirm whether the 

insurance company is paying the deductible in their settlement; if the customer goes to both the insurance company and PEF for 
payment of the same claim they have completed a fraud; 
f. IfPEF experiences delays in the claims process it will not close the claim if the ball is in PEF's court, but will place the claim in 
pending state if the customer is delaying the process; pending claims are not included in the claims measurements as an open account; 
claims can also be re-opened when the customer decides to pursue the claim up to four yea rs ; 
g. New claim assignments are by territory; this helps the investigators develop a relationship with the operations centers in their areas; 
all invesligators are munaged based on the workload; one of PEF 's goals is to have no single investigator with more than 5% of the 
average claim load of thc group; this assures no single group is inundated with claims whde another has none; two investigators are 
located outsicl e Pinellas county ; one covers the panhandle and one covers Orlando and the ope['ating areas within Central Florida; 
investigators hi.lndle claims both from their desk and from the fi<.:ld ; for accidents or clallns that are questionable, the investigator 
would go to the field. 
h. Larry reviews performance with investigators at mid year and end of the year; otherwise Larry would only discuss performancc if 
the investigator was out of sync with performance; PEF upper management gets a copy of the Workload Completed monthly report; 
i. In the evcnt an investigator found a trend in claims due to employees not following procedures the investigator would notify the 
General Manager and the G.M. would communicate with tl1c work centers that procedures were not being followed; Claims would be 
copied on ;lIIY improvement actions by the field; 
j . The primary diffcrence between OH and UG is that UG can ' t be inspected like OH; no utility has periodic testing ofUG service 
lines to horne :;; Ihe key IS timeliness and accuracy; because of the inability to find an open neutral; PEF believes that it is not a 
gua rJI\tor; the ((l i\1pany is looking for whether it failed to mainli.lln, inspect, or install incorrectly; the company has to find culpability 
on the comp'ln y's fl,Ht 10 pay 0\ claim; any time there is CUI[lilbilllY on PEF the company pays; if there is no culpability on PEf, it does 
not pay the c l3i m; PEl: has based its policy on input from standa rds people and have delermined their poli cy to be the best for the 

company and cu:>lo mer . 
k. PEF's dccl~lun for replacement or repair looks al the like ly costs to rcpa ir vs . actual cash value, and determines whether to use a 
local repair shop 01' a vendor should be sent Ollt have an cV'Ilualion done; the con\[lany will pay to havc a vendor go out and complele 
the evaluallon if necded, this clecision may prove less lor tl1e customer and get the equi[lmcnt repair soont::r, which assisls the 

Istomer; there is no preset value of determination, but anything less is in the ratepayer Interest; PEf uses a variety of sources to reacl1 
I ueprecii.lble " mounl, but would never go to zero, <lncl rntly otTer a goodwill gesture in those C;Jses; .____. 
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r 
(3) Conclusions: 

a. The six claims investigators are all licensed investigators with the State of Flo rida; Claims goals include 90% of all customers called 
back w/in one bus iness da y, 60% of a ll claims closed within 10 days, and 80% of all claims closed within 30 days. 
b. "A" claims are filed against the company and "8" claims are claims filed by the company against others; 
c. The primary need to track dollars for claims is to return budget dollars; Claims Manager trends dollars for annual dollar estimated 
wdget; the objective is to be at $0 at the end of the year. 
4. Call ing the claimant back within one business da y is an important goal; early on the investigators give the customer the lay of the 
land and discuss wllat the company does and does not pay withe cust. and that they may want to contact their insurance company. 
e. In the event an investigator found a trend in claims due to employees not following procedures the investigator would notify the 
General Manager and the G.M. would communicate with the work centers that procedures were not being followed; Claims would be 
copicd on any improvement actions by the field. 
f. PEF first determines liability; PEF primarily discusses this infonnation over the phone and may have the customer fax the 
information to the investigator; 
g. IfPEF experiences delays in the claims process it will not close the claim if the ball is in PEF's court, but will place the claim in 
pend ing state if the customer is delaying the process; pending claims are not included in the claims measurements as an open account; 
claims can also be re-opened when the customer decides to pursue the claim up to four years; 
h. The primary difference between OH and UG is that UG can't be inspected like OH; no utility has periodic testing of UG servi ce 
lines to homes; the key is timeliness and accuracy; because of the inability to find an open neutral; PEF believes that it is not a 
guarantor; the company is looking for whether it failed to maintain, inspect, or install incorrectly; the company has to find culpability 
on the company's part to pay a claim; any time there is culpability on PEF the company pays; if there is no culpability on PEF, it does 
not pay the claim; PEf has based its policy on input from standards people and have detennined their policy to be the best for the 
company and customer. 
i. PEf's decision for replacement or repair looks at the likely costs to repair vs. actual cash value, and determines whether to use a 
local repair shop or a vendor should be sent Ollt have an evaluation done ; the company will pay to have a vendor go out and complete 
the evaluation if needed; this decision ma y prove less for the customer and get the equipment repair sooner, which assist s the 
customer; there is no preset value of determination, but anything less is in the ratepayer interest ; PEF uses a variety of sources to reach 
deprec ia ble amount, but would never go to zero, and may offer a goodwi ll gesture in those cases; 
(4) 	 Date Request(s) Generated : 

No . 
No. 
No . 

NONE 

(5) Fo llow-up ReqUired : 
NONE 

Project Manager 

SIFIEEeL 
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Bureau of Performance Analysis 

Interview Summary 


Company: Progress Energy Florida 

Area: Customer Property Damage Claims Interview Number: PEF-IVS3 

uditor(s): FisherlCrya~n~~~~~~~~~~~~~~_~~~F~i~le~N~a~m~e~:~S~a~m~e~~~~~~~~~~~~~~~~~~~
t'\]ame: Mary Shelton 10/2/08 
Title : Claims Agent/Investigator 

(I) Pur ose o!J.!.lterv:~ew: To understand the res onsibilities and duties of the Claims Investigator/A ent in the claims rocess. 
(2) Interview Summary: 

a. Has been w/co. 17 yrs.; reports to Larry Mazer and has no direst reports to her; prior to joining the claims group she handled 
Commission complaints for PEF; has been in Claims since October 2005, received her license in December 2005; 
b. Responsible for receiving, investigating, and resolving property damage claims; claims> $5,000 are reviewed w/Larry to make sure 
everything is covered; work is assigned by work center through STARS; her area is Jamestown, Seven Springs, Zephyr Hills, and 
helps cover other areas if work load requires assistance throughout the state; in investigating claims she looks to what id the driving 
force in the claim if the claim is non-electrical; claims investigators get input from the field and rely on their input to help analyze the 
conditions causing the claim; upon occasion, if necessary they may have equipment evaluated by outside engineers to evaluate the 
cause of failure of equipment; 
c. Goals include (;us tomer contact w/in 24 hI'S; completing inves tigations in ten days and 30days; they receive monthly feedback on 
their performance through the monthly performance report done by Larry; also have mid year and end of year reviews; are not 
measured on percent of claims denied or paid, and are not measured on reductions in claims levels for the year; training consists of 
different types of company training and licensing continuing education; for instance learn about use of company equipment from work 
center safety training re: bucket trucks, etc.; Crawford also provides adjuster training seminars that are useful in keeping accreditation 
(every two years 24 credits) and licensing requirements current; 
d. On cases w/injuries she would provide Larry a report; ea. Agent I responsible for preparing a report that goes to Larry for approval 
based on what the payout is expected to be as well as the FPSC reporting requirement for claims> $5,000; 
e. Use reporting infornlation from the Customer Service System CSS regarding the account address and any outstanding balances; 
STROMS is the claims system that claims documentation resides in; WBS is the system used to research work orders, FDROP is the 
system used to check on feeder operations within the areas a claim is filed, OMS is the system used to find out whether any outages 

'ere experienced in the area the claim was reported; primarily the Claims Team receives customer damage claims form Customer 

.. are; 


r. Arter completing investigation, the customer is called to give them the results; ir the customer is not able to be reached, the 
investigator will leave a callback number where they can be reached; if the customer is not in agreement with the results and wants to 
escalate the claim, the Claims Comminee is a second level of appeal at PEF to review the investigation, results, and facts of the case 
to determine whether the customer has a logical appeal to the decision; the Committee may be able to call the customer the same day, 
or may need further investigation; if additional investigation is needed the customer is called and informed of the decision; if the 
customer is not happy with the decision of the Committee their decision may be appealed to the Claims Manager as a second level of 
appeal. After that level of appeal the next recourse is usually litigation of the customer chooses to continue to appeal; If the claim is a 
payable claim, the investigator prepares a check request and spreadsheet inventory goes with the check including the depreciation 
schedule; PEF uses web claims pages sllch as "How Old Is My Appliance')" to find the age of the customer equipment once they have 
a model number; on-line resources help w/rcplacement values, equipment life, and age for depreciation; Orion is also used for 
computers, TVs, stereos, and playst<ltions: 
g. Investigators are I'equired to investigate more thoroughly open neutrals and underground claims; the claims dccision matrix 

lIpgrade in 2006 provided additiol1a l gu idance to assure cons istency in ru li ng on claims ; re gular updates to the ma tri x sce na rios are 
mode to nsslire that a ll investigurors ust: the snme guidelines for consis te ncy; for undergrou nd isolatio n and repai rs, PEF uses 
"Thumper" to Isolate damaged cable and "The Beast" to lest the cable under voltage load; the devices can assist in detennining 
whethel' fence posts, tree roots. or damage cause by other parties can be the source of the UG cable problem; 

h. If a splice fails aeter a long period (10-12 years) PEF may not pay since the splice is considered a pennanent repair; it may be 
considered an unknown failure unless the company can find some culpability due to workmanship, materi als, or somcthing the 
company failed to do that could have caused to. failure; .----~~~~_l 

(3) Conclusions : 
a. Claims investigators get input from the field and rely on their inplltto help analyze the conditions causing the claim; upon oceasion, 
if necessary they may hav.:: equipment cvaluated by outside engineers to evaluatc {he cause of failure of equipment; Goa ls inc lude 
clistomer COllt , c t wlin 24 hrs ; (; ulllpl eti llg inv\.:st igations In ten days and 30days; 
b. Usc reponing information ['mill the Customer Service System CSS regarding the account address and any outstanding balances; 
STROMS 	is the cialll1S system that cl,lims documentation resides in; WBS is the systcmused to research work orders, FDROP is the 

Istem used to check on reeder 0P::~(~~ within the areas a claim is filed, OMS is the system used to find out whether any outa 'cs 
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were experienced in the area the claim was reported; 
c. Inves igators are required to invest igate more thoroughly open neutrals and underground claims; the claims decision matrix upgrade 

. in 2006 provided additi ona l guidance to assure consistency in ruling on claims; regular updates to the matrix scenarios are made toI a su re tha t all inves ti gators li se the same guidel ines for consistency ; 
d. For undergrollnd isolation and repairs, PEF uses "Thumper" to isolate damaged cable and "The Beast" to test the cable under 

')Itage load; the devices can assist in determining whether fence posts, tree roots, or damage cause by other parties can be the source 
rthe UG cable problem; 

e. Ifa splice fails after a long period (10-12 years) PEF may not pay since the splice is cons idered a pennanent repair; it may be 
considered an unknown failure unless the company can find some capability due to workmanship, materials, or something the 
company failed to do that could have caused to failure; 
(4) Date Request(s) Generated: 

No. -­
No . -­
No. - -

NONE 

(5) Foll ow-up Required: 
NONE 

Project Manager 

I FIDE TJAL 
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d. The cus!. Is notified of the investigation results by phone contact, and in some cases by letter, if they are waiting on the customer to 
provide ,information, will inform customer that information is needed to move forward w/c1aim; CSS provides customer contact 
information numbers if needed; ifthe customer is not happy with the claims decision, two levels of appeal exist, one is the Claims 
Commil1ee and the second level is the Claims Manager; Claims payments cannot be credited to the customer's bill; in some cases a 
two-party check may be issued to ensure payment of a vendor is made by the customer; the investigator can make "good will" 
) ijustments up to $1 00 as they be lieve is necessary for a claim; 
~" Senior investigators handle the more complex claims, which may have a "long release" form as part of the documented claims 

package; 
f The decision matTix was brought about in the last five years, and has been updated recently by the Metric Committee; in claims 
meelin~s we examine any areas for imerovement to the matrix; 

I

(4) Dale Requesl(s) Generated : 
No . -­
No . -­
No . - -

NONE 

(5) Follow-up Required: 
NONE 

Project Manager 

EC ASSIFIED 
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Bureau of Performance Analysis 

Interview Summary 


Company: Progress Energy Florida 
Area: Customer Property Damage Claims Interview Number: PEF-IVS4 

uditor(s): Fisher/Cryan File Name: Same 
[\lame: Keith Bentley Date of Interview: 10/2/08 
Title: Sr. Claims Investigator Location: St. Petersbur 

Tele hone Number: 

(1~lJlose of Interview: To understand the res onsibilities and duties of the Senior Claims Investi ator in the claims process. 
(2) Interview Summary: 

a. Keith has been with the company 10 yrs.; before his time w/PEF he was an insurance agent; has been in the Claims dept. about 5 
yrs. and was a claims investigator 21/2-3 yrs. and a Senior Investigator for a couple of yrs.; reports to Larry Mazer; part of the Senior 
Investigator position is serving on the Claims Review Committee, which consists of the three senior claims investigators, and acts as a 
first level review panel for customer claims that appeal a claims decision; Senior Investigators also assist in taking witness statements 
and gather data ( take measurements, take possession of evidence, tag evidence for investigation, do fire investigations); more 
experienced investigators assist and help newer investigators in these instances; He covers the St. Pete, Inverness, Winter Garden; 
Wildwood and Lake Wales work centers are locations for other two Sr. Investigators; 
b. His goals are the same as other investigators, w/addition of training assignments; he will set up training sessions and make them 
available to Florida and Carolina investigators as well; goals are reviewed twice annuaJly as part of the PEP personal development mid 
yr. and end of yr. 
c. The IIlvestigator works with the oper<ltions centers and field personnel to learn about different equipment at safety meetings and 

other operations meetings; Must fulfill 24 hrs. credit over 2 yrs. for licensing requirements; also have regular meetings with the Fla. 

Investigaturs tu diSCUSS tupics as a gruup; 

d. The claim is first received by Claims Investigators in STARS; CSS provides customer service files with, customer contact 
information on the account, the system address of the feeder that serves the customer, a history of trouble information related to the 
customer account, and work tickets generated to resolve any service problems; the OMS system provides detail information on system 
events, such as outages, that have occurred and may have impacted the customer's service; investigators can use information from op 
center on feeders in the field; SDROP is used to identify when feeder operations occur; Investigators rely on information provided 
from the ops centers, engineering stds. people, as well as sharing "golden nuggets" between agents to help the group be more aW~lre of 
,ecial items; 

e, The eust. Is notified of the investigation results by phone contact, and in some cases by letter, if they are waiting on the customer to 
provide information, will infonn customer that information is needed to move forward w/claim; CSS provides customer contact 
IIlformatioll numbers ifIleeded; if the customer is not happy with the claims decision, two levels of appeal exist, one is the Claims 
ComrTllttee and the second level is the Claims Manager; Claims payments cannot be credited to the customer's bill; in some cases a 
two-party check may be issued to ensure payment ofa vendor is made by the customer; the investigator can make "good wil l" 
adjustmen ts lip to $ 100 as they be li eve is necessary for a claim; 
r. Senior lllvestigators handle the more complex claims, which may have a "long release" form as part of the documented claims 

package; 

g. The decisioll matrix was brought about in the last five years, and has been updated recently by the Metric Committee; in c la ims 
meetings we examine any areas for improvement to the matrix; 

(3) Conclusions: 
a. part of the Senior Investigator position is servillg on the Claims Review Committee, which consists of the three senior claims 
Invcstigatul's, and acts as a first level review panel lor customer claims that appeal a claims decision; Senior Investigators also assist In 
taking witness statements and gather clata (take measurements, take possession of evidence, tag evidence for investigation, do fire 
investigations); more experienced investigators assist and help newer investigators in these instances; 
b goals are the same as other investigators, w/addition of training assignments; he will set up training sessions and make tllClll 
available to Florida and Carolina investigators as well; goals are reviewed twice annually as part of the PEP personal development llliJ 
yr and end ofYL : Must fullill 24 hrs. credit over 2 yrs. for licensing requirements; also have regular meetings with the Fla. 
Investigators to discuss topics as a group; 
c. Thc claim is lirst received by Claims Investigators in STARS; CSS provides customer service files with, customer contact 
Information on the account, the system address of the feeder that serves the customer, a history oftTouble information related to the 
customer account, ancl work tickets generated to resolve any service problems; the OMS system provides detail information on system 
events, such as outages, that have OCCUlTed and may have impacted the customer's service; investigators can use information from op 
cenler on feeders in the field; SDROP is used to identify when feeder operations occur; Investigators rely on information pl'Ovided 
from the ops centers, cngineering stds. people, us well as sharing "golden nuggets" between agents to help the group be more aware of 

lcciul items; 
~--~--~--~~----------~------~~~~~~~---------------------------------

1\00 BUREAU PERFORMANCE ANALYSrS\OO PERFORMANCE ANALYSIS AUDITS\Damage Claim Review\lnterviews\PEF 
In lerv i c: w Su IlllllaryW EF-I VS'-I.d oc 



e-

Bureau of Performance Analysis 

Interview Summary 


Company: Progress Energy Florida 
Area: Customer Property Damage Claims Interview Number: PEF-[VSS 

uditor(s): Fishcr/Cryall 
I\)ame: Rudl Mas t 
Title : Surge Programs 

---------------+ File Name : Same 
Date of Interview: 
Location: St. Petersburg EeL 
Tele hone Number: 

(I) Purpose of Interview: To understand the company's role in providing surge protection de vices to its customers and how the 
claims rocess for these devices works. ----------.------------------------------------------------------------------4
(2) Interview SUlllmalY: 
a. Rudi Masi has worked for the company for 3S years: has been in both regulated and non-regulated marketing; stal1ed as a lineman 
and moved up in the line de pa rtment , into energy consel·va tion, product development, commercial maj or accounts manage r (CIU), has 
been in distri ct manageme nt has been an account specialist; has been in non-regulated for about 10 years; the non-regulated portion of 
PEr is making org. changes; he wi ll report to the Direetor of Lighting in Rakigh beginning November I, 2008. 
b. Rudi is currentl y in the Market and Energy Servi ces department and has approx. 30 people reporting to him; 10 sales people, 
custome r dispatch, customer sa les, and a contractor network used for insta llation , repair and removal of product; Market and Energy 
Services department also provides the non-regulated home wiring services; this group supports both Florida and the Carolina 
Operations; the department is responsible for handling e-billing, customer billing payment options, bill inserts and marketing for e­
bill ; I-lave beell in the home wiring service for 10 yrs. and use the sa me contrac to r network for surge protection to handle home wiring 
serv ices; con tl·a ctors are licensed and bonded, and must go through I)EF Customer Service Training to adhere to PEF policies, 
guidelines, ilnd rroced ures; Only master electricians are sent out to the customer location; 
c. PEF provides class-B meter-ba sed arresters and UL lis ted plug-in suppresso rs to provide two levels of customer surge protect ion; 
plug-in suppressors ca rry the manufacturer warranty and are backed up by an insurance poli cy; an y claims for suppressors are raid out 
ofa non-regulated claim fund if the contractor does not cover the customer deductible; Pa id l R2 ti mes in pia . For a total oCS3 4,4 80.61 
avg. $189 .45: 
d. The meter-bascd procl uct is strong and beefy and operates in milliseconds; the meter-based service is walTanted for a s long as the 
customer has the service , and PEF will replace ifany problem with the service; does not make cust. Wait until unit is repaired or re­
stocked , Immediately brings ne w unit and replaces the old unit ; basic troubleshooting IS to have customer see if the light on the unit is 
lit; if not a t~liltlle has occurred and th e unit is repbeed w/in 24 Ius.; C1ass!\ plug-in s arc warranted lor ten years (cuslOmer owns); if 
·ls tOl1lt: r h~IS d problem, r FT rt:places the custOll1el· plug-ins and wOI·ks with 1l1fgr. for replace mcnt : 

J oals lor surgt: protection art: t:stablished in eusto mt:r satis l~lclion, customer penetration , customer Churll ,« .7% ), safety goa ls: 
co ntractors held ltl sante sa fety gllals and rt:Cjuirt:l11ents as regulated emplo yt:es; contractor accidents count against internal acc idents 

SII!\ l'vt.:IIl$ , rcportll ig or Illonthl y KPI (Key Pt:r/tll"lmnce Indicators) to Customer & Markd Services - Ra leigh, wh ere the 
cIeparlllK' ll t head is responsihle t<.H bo th regulated and non-regulated husinessl:s: clalllls handled through manufacturers and I'U: will 
back-up if nceded; upon occasion will offer "good will" payment to customer; clai ms arc gencrally rece ived by phonc ; 

(3) Conclusions 
a. the non-regulated porti()n of" PEF is making org. changes; he will rerort to thl: Director of Lighting in Raleigh heginning Novembn 
1,2008 
b. Ru(li is cllrrently in tht: Market and ~ncrgy Services dcpartmcnt and has ap prox. 30 pcorle rcporting to him; 10 sales people, 
customcl· dispatch , customcr sales, and a co ntractor network used lor insta llation, repair and removal of product; Marke t and Energy 
Se rvices derartlllcnt also prov idcs til t: non-regulatl'(1 IlOme wiring scrvices; thi s g roup supports both Florida and the Ca rolin 'l 
Operat ions; tht: (lcparll1lent is responsibl e for handl ing e-billing, custonle r billing payment op tions, btll inse rt s and marketing ft)!" c­
bill; Havc been ill the hOIl1t: wiri ng serv ice lor 10 yrs. and use the sa mt: contractor m:t\vo rk for surge protection to handl e horne wiring 
services; cont rac tors arc licellsed and bonded, anllmust go through PEF Customer Servi ce Training to adhere to PEF polic ies, 
guidelines, ,I nci plOc ecI urcs; Only master e lec tr ic ians are sent out to the customer location; 
c. PEr prOVides class-n 1l1cter-based arresters and UL listed rlug-in Sllprrcssors to prOVide two levels or cust01l1er surge protecti on; 
rlug-in supprcsso rs carry the manufacturer warranty and arc backed ur by an insurance policy; any claims for suppressors an: paid out 
ora non-regulated c laim fund if"the contra ctor does not cover the customer deductib le; Pni d IR2 times In Fla. For a lowl or$34.4 0(J.(11 
~lvg. $ 189. ) : meter-bascd product IS stro ng and bccf"y and operates in milliseco nds; the meter-based se rvice is wurr,lntl:d ror a s long 
as lhe custOr11l:I· has tht: service. and Pl::F will replace It· any problem with th.: se rvice ; does not make cust. Wait until unit IS rl:pJired 
or rt:-stocketi, imJ11ediatcly hrings ne w ullit <Ind rcplaces the old uilit; bas ic troublesho oting is to hnve customcr see if rhe light Oil the 
ullit is lit; if' nut a failulc has OCCUlTed and the unit is replaccd w/in 24 Ins ., C lass!\ 1)lug-ills arc wa rranted Cor tell years (Custolllcr 
OWIlS); if cuSllll11er has a rroblcll l, PI:-Y rep laces tite ClistOI11C1 plug-ins and works with mj"gr for replace11lent; 
d. rerorting o j" J11ullthly KP! (Key Performance Ind ica lors) 10 Custo J11cr 8:. i'vLnket Serv ices - Ra leigh, where th L' d':p~l·tlllclll Iiead is 
rcspons ible- j"or ho th re ;~ u"ll ed nnd non-regulated busi nesses: CL11111S handl n l th rough i11~lllll l'act ll1ers ,IIHII'U: wi l! back-up if needed: 
~eas l (l ~\~1 1I o""n :· ;;(lod wdl~llI~~lI:; t(]JlI t: r: clalll1., dl~!-!e l1nally ITCt:I V.:d hy phune: 
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(4) 	Date Request(s) Generaterl : 

No. 
No. 
No. 

,ONE 

(5) Follow-up Req llired : 

NONE 

Proj ec t Manager 
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Bureau of Performance Analysis 
Interview Summary 

Company: Progress Energy Florida 
Area: Customer Property Damage Claims Interview Number: PEF-IVS6 

uditor(s): Fisher/Cryan File Name: Same 
Name : Raymond Phillips 
Title: Internal Audit Manager 

Date of Interview: 10/3/08 
Loca tion : St. Petersburg 
Tele hone Number: 

(I) Purpose of Interview: To understand the role of Illternal Audit in auditing the claims process an 
understand why PEF has not conductcd an internal Judit of this area in over five years. 
(2) Interview Sununary: 
a. Raymond has over 30 years with thc company and has In Jccounting background; has audited his entire career with PEF; has been 
involved in operational Judits of field offices, and most recently he is involved in the nuclear auditing of the uprates and the new units; 
Last Jan '07, became Audit Manager for FloridJ Delivery type audits; Mid '08 audit focus on Construction Auditing became more 
pivotal; Raymond is a CIA and reports to Bob Bazemore, Vice President; . 
b. Excluding Project Assurance PEF plans one yr. ahead in its audit horizon; PEF does risk-based auditing, not cycle-based auditing; 
40% of the audit plan is not risk-based; SOX auditing represents about 20-25% of the total plan; the new SOX plans allow more risk­
based evaluating; part of the 40% non risk-ranked auditing is in trading, where a look at loss trading, data mining, and look at outliers 
as a means of reviewing those areas; in environmental safety JA does more cycle type auditing; 
c. In developing the audit plan, receive input from the VPs of different business units and potential risk issues are clarified; the highest 
risk issues are formally ranked as the top audit candidates; fi ve factors are reviewed, and three are conunon inherent risks to all, 1) 
recent major changes, 2) reliability and customer service image 3) .).).); the risks are ranked into the highest risk priorities and balanced 
against resources to complete the audits to complete the final plan; Damage Claims has not come up; several ways damage claims may 
pop-up are through networking w/management, SOX process requires auditing of litigated cases, or through benchmark reviews; 
Timing of last audit is a component of risk evaluation, but has not raised the risk level high enough to warrant audit; the SOX reviews 
provided added insight into the function and its areas of risk and help satisfy management that the le vel of risk is small compared to 
other business areas; 
(3) Conclusions: 
a. Excluding Project Assurance PEF plans one yr. ahead in its audit horizon; PEF does risk-based auditing, not cycle-bas ed auditing; 
40% oftlle audit plan is not risk-based; SOX auditing represents about 20-25% of the total plan; the new SOX plans allow more risk­

1scd evaluating; part of the 400;;, nOll ri s~ -rJllkcd ~uditing is in trading, where a look at loss trading, data mining. and look at outliers 
~s a means of reviewing those areas; ill environmental safety JA does more cycle type auditing; 
b. In developing the audit plan. receive input from the VI's of different business units and potential risk issues are c larified; the highest 
risk isslies are formall y ranked as the top audit candi dates: the risks are ranked into the highest risk priorities and balanced against 
resources to complete the audits to complete the final plan; Damage Claims has not come up; the SOX reviews provided added insight 
into the function and its areas of risk and help satisfy management that the level of risk is small compared to other business areas; 
c. 
(4) Date Request(s) Generated: 

No. 
No. 
No. 

NONE 

(5) Follow-up Required : 
NONE 

Project Ma nager 
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Bureau of Performance Analysis 

Interview Summary 


Company: Progress Energy Florida 
Area: Customer Property Damage Claims Interview Number: PEF-IVS7 

uditor s): fisher/Cryan 
 File Name: Same 

1-..1 a me: Larry Mazer Date of rnterview: 10/3/08 
Title: Claims Manager re: Legal-Litigated Claims Loca tion: St. Petersburg 

Tele hone Number: 
(I) Purpose of Interview: To understand the role of the Legal-Litigated Claims function and understand how it handles litigated 
claims and claims reater than $5,000 in com liance with Commission Rules 25-6.019 and 25-6.0345. 
(2) Interview Summary: 
a. Litigated cases take longer in Fla. Than N.C. due to the courts system; ave rage would be about 3 years or longer; litigated cases are 
not re-opened like property damage claims, but can be appealed, which takes longer to resolve; in cases where litigation is experienced 
the release is much more detailed and check grea ter than $5,000 would go through Treasury for a check and require higher approvals; 
the check is returned to the attorney for payment; 
b. Litigated cases are often served by an attorney or registered agent; the registered agent sends two copies to claims; the lawyer 
determines the nature of the law sui t and the paralegal calendars the case; a response, ifneeded, is mailed out and the case would be 
referred to the outside attorneys to defend the company; 
c. Goals and Objectives are only based on the budget for litigated claims; staying within the budget is successti.illy meeting the goal; 
budgeted amounts are regularly revised based on anticipated settlement amounts; The budget is for one calendar year and the goal is 
measured yea r by year; the goal is also to always work to wa rd the expectation of the budget; at the end of the year the target is to be at 
$0; A monthly Litigated Claims report is maintained and presented to executive management to follow the sta tllS of outstanding cases 
and any revi sio ns as those occur; the claims budget is used to pay for all claims; quarterly, estimates of probable and estimated 
amounts required for contingent liability are reported to accounting by the Claims Manager. 
d. PEF is sel f insured for the first $5 million and has secondary insu rance levels beyond that amount for unusual cases; 
e. In reporting claims greater than $5,000 having to do with the electrical system, the claims adjuster evaluates the claim as 
representing >$5,000 and it is sent to the Claims Associate, who prepares a check and Larry must see FPSC report befo re it goes to 
Tony; Claims manager has a personal approval amount of$5,000; 
f. During the last five years PEF changes in handling litigated claims were primarily that it combined the Claims Manager and the 
Torts Lawyer responsibilities including property and litigated claims; 

One improvement area might be in balancing legal resources based on case loads and types of cases handl ed; Larry is looking at 
.. ~Ia ncing work load and cases with outside nttys and fees against internal costs : also considering decentralization vs. centralization of 
resources, case loads, etc . and in-house vs . outside; 
(3) Conclusions: 
a. In cases where litigation is experienced the release is much more detailed and check greater than $5,000 would go through Treasury 
for a check and require higher approvals; the check is retumed to the at10rney for payment; 
b. Lit igated cases are often served by and attorney or regislered agent; the registered agent sends two copies to claims; the lawyer 
determines the nature of the law suit and the paralegal calendars the case ; a response, if needed, is mailed out and the case would be 
referred to the outside attorneys to defend the company; 
c. Goals and Objectives are only based on the budget for litigated cla ims; staying within the budget is successfully meeting the goal; 
budgeted amounts are regularly re vis eci based on anticipatcd settlement amounts; 
d. In reporting claims greater than $5,000 having to do with tile electrical sys tem, the claims adjuster evaluates the claim as 
representing >$5,000 and it is sen t to the Claims Associate, who prepares a check and Larry must see FPSC report before it goes to 
Tony; Claims manager has a personal approval amount of$5,000; 
e. During the last five years PEF changes in handling litigated claims were primarily that it combined the Claims Manager and the 
Torts Lawyer respons ibilities includillg~~~<i litigated~<:.i! .l2.s..!..._-------. 
(4) 	Date Request(s) Generated : 

No . 
No. 
No . 

NONE 
---------_._--------­

(5) 	Follow-up ReCluired : 
NONE 

--------------- ---.-_..._ .-. ­

Project Manager 
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Bureau of pr )rmance AnalysisCONFI TrAL 
Document Summary and Control Log 

ICompany: Progress Energ y Florida Workload Control #: PA-08-08-003 

. Area: Customer Damage Claims File Name: I:\BPA \ReQQrts\DanRQ,waims\DQcumants\PJ;F DR-l Lo g.doc 

I Auditor(s): Fisher/Crya n 

I Document DR-l.l: 

I Date Requested : 

I Date Received: 

I Comments: (i .e., Confidential) 


I 
ICONFlDENTI AL 
i Exhibit 2 and 21 
i 
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Document DR-1.2 : 

Date Requested : 

Dnte Rcceived : 

Comments: (i.e ., Confidential) 


CONFIDENTIAL 
!Exhibit S and 10 , 

Document Title and Purpose of Review: Please provide a copy of the company policies and procedures relating to customer 
property damage claims . 
Summary of Contents: Exhibit #1 Job Descriptions: Job Content Questionnaires are provided for the Associate Claims 
Investiga tor, Claims Investigator, Sr. Claims Investigator and Lead Claims Investigatio positions were provided. Each shows Job 
Purpose, Major Job Duties, Major Leadersh ip or Supervision, Nature of Job, Task Complexity, Discretion and Judgement, Working 
Conditions, Background , Job Related Experience, and Other Job-Related Skills for th e job title . Exhibit #2 Claims Payment 
Scena r ios: A Clai ms Payment Matrix is provided with Scenario Guidelines and explanations of when different types of claims for 
Potential payment or po tential denial; 32 scenarios are provided .Exhibit #3: Title Page UsedPrice.com is used to find out what 
lIsed equipment is worth; th is information is used by auctioneers, appraisers, collectors, pawn brokers, and investiga tors to eliminate 
the guesswork about cunent and fair market value for products and equipment. Exhibit #4 Title page ClaimsPages.colll provides 
current insurance news ns well as other tools such as Claims Resources and Tools, fomls, databases, and a depreciation calculator; 
the calculator computes the depreciated value of an item, given the item's age and replacement value; formula used is ACV =RCV­
(DPR"RCV*Age) ; ACV is Actual Cash Value (depreciated value), RCV= Replacement Cash Value (Cost to Purchase Now), DPR= 
Depreciation Rate (% per year); Exhibit #5 Depreciation Guide provides a 14 page li sting of major appliances , with their annual 
dep rec iation% and use ful years; in some cases th instruction is to use a % od replacement costs or full replacement cost; Exhibit #6 
PSC Damage Notification Form is the form the company uses to report applicable damage claims> $5k to the FPSC; Exhibit #7 
Rcquest For an Invcstigntion Cnrd (given by field personnel to customers) shows an example of the card field personnel provide 
to customers whe n they meet a customer experiencing an event where poss ible damage claims would be filed , or the customer asks 
the fIeld rep how t2.._reach a claims agent. 
Conclusions: PEF has different le ve ls of claims investigators personnel responsible for increa sing complexity of claims and duties . 
Sl1l.erviso ry responsibilities are only part of the Lead ClaLm Inve~tigator. 
Data Request(s) Generated: 

No. __ Description: 
No. DescriQtion : 

Follow-up Required: Document depreciation methodology lIsed by company for determining claims value 

Document Title and Purpose of Review: Please provide a copy of the company's current customer property damage claim goals, 
objectives, and key performance measurements. 
Summary of Contents: Exhibit #82008 to date Claims Investigation Performance Measures; 2008 to date Workload 
Financial Forecast Data shows 2008 claims goals 60% of all claims closed within 10 days of receipt, 80% of all clai ms closed 
within 30 days of receipt (cla ims on ho ld due to customer inactivity is pending; nei ther open or closed and are excluded from the 
total) ; also 90% of all customers receive cn ll back within one day after mitial notice from customer is entered into STARS; no claims 
investigator should ha ve more than 5% plus or minus from the average workload of the unit; each investigator is responsible for 
taking the required CE classes necessary to ma intai n their Property Claims Adjuster' s license ; Exhibit #8 also includes the Workload 
Completed and Financial Statis tics repon for August-OS showing annual claims and fi nanc ial forecast s and comparisons of 
2007/2008 data ; A 2008 Callback 90% with in I Business Day chart for each adjuster was pro vided with data through August; 
Exhibit 9 Investigator Insurance Licenscs was provided to show that all adjusters ha ve state lice nses as adjusters for all lines; 
Exhibi t #10 Invest igator Performance & Deve lopment Plan (Redacted) shows the Claims Genera ted by Op Center for August-08 
tracking the nu mber of claims in each area , pe rformance of the 10 and 30 Day Percentage Goa Is for each investigator during '08; a 
Month ly Claim Workload for each of the invest iga tors is included for August '08; a chan showing January - August Open Claims 
to tals is added; Exhibit 10 InYestiga tor Pcrf()rrll,ance all<L.Develoflm~nt _Pia n (Redacted) provides a c~of the Performance 

'I 

http:UsedPrice.com


Jnd Development Planning (PDP) re, 'e for the SR CIJims Investigntor; key areas include six key measuremer ,als and core 
skills for the position; Employee Devc Jment PlaJUling is also an activity documented with specific actions to bt. 'nGui~F{UENTIAL Concl usions: 

Data Request(s) Generated: 

No. __ Description: 

No. Description: 


i 
i Follow-up Required: 

Document Title and Purpose of Review: 
I Date Requested: 
I Document DR-1.3: 

Summary of Contents: a. Please provide a listing of all customer proper!)' damage claims alleged to be caused by electricI Date Received: power outages, voltage drops, surges or spikes, and related causes filed against the company for the period January 2003 tillough 
Comments: (i .e., Confidential) 2008 to date . The listing should include Date filed, Name and address of complainant, Actual or alleged cause of complaint, 

Amount claimed, Amount Paid, Date closed, Annual summary of amounts claimed and paid for each year b. Please identify ,all 
customer proper!)' claims identified in question 3a that were in excess of $5000.00. 

CONFIDENTIAL Conclusions: Exhibit 11 Customer Property Damage Claims for 2003-2008 to date states that the cit y and zi p code of a 
complainant is identified in ench STA RS file but it is not contained in a field that is retrievable as part of a search ; Progress Energy 
addresses a valuatJon of the customer's claim after it has accepted IlJbility. In all those Instances when ltabdlty IS dellled no claim 

LASSIFlED 


vnluation is prepared. Progress Energy does not elicit this information from the customer because it establishes an expectation that 
he will be compensated. It is standard insurance industry practice to address liability before addressing damages . Progress Energy's 

DoculIlent DR-IA: 
Date Requested: 
Date Received: 
Comments: 

STARS data base does not have a dedicated field for a customer's estimate of loss; Exhibit #12 Annual Dollar Value of Claims 
Paid 2003-2008 lists claims by Report Date, Complainant Name, Claim Number, Address, Cause of Complaint, Amount paid, and 
Close Date; Each day has the total dollars paid amount for the day; Total Claims by year and Total Dollars Paid by year are 
sunmlarized annually. Exhibit #13 PSC Audit Report for 2003-2008 claims >Sk, provides a listing of PEF claims paid in excess 
of $5,000 for the eriod 2003-2008; Tota l of 56 claims> $5,000 and total dollars of $1.0 I million; 
Data Request(s) Generated: 

No. __ Description: 
No. Descri tion: 

Follow-up Required: 

Confidential)(i,e ., 

Documellt Title and Purpose of Review: Please provide a listing of company damage claim codes, and company policy for 
ayment for each code. 

Summary of Contents: Exhibit #14- Codes provided for Claimant/payee, Full and Final Set1lement, Transaction Type, Caps. 
Hist.orical COl', Paid Code, Class Code, Type of Injury (Fatality, Injury,Proper!),), Financial Code (employee, substation,regional 
operations, power plants), product or service, regulated and non-regulated, coverage (general liability and Auto liability), Agent 
code, Litigation code (Claim, demand, informal hearing, petition, in suit , settlement, trial), Major Coverage (general liability, bodily 
injury, property damage) and by company (Prgress Energy Florida) ; Exhibit # 2 Claims Payment Scenarios - A Claims Payment 
Matrix is provided with Scenario Guidelines and explanations of when different types of claims for Potential payment or potential 
denial; 32 scenarios are erovided; 
Conclusions: STARS provides many different codes to allow claims management to review and analyze both current and historical 
claims information. 
Data Request(s) Generated: 

No. __ Description: 
No. Descri tion: 

Follow-up Required: 

Document DR-IS Document Title and Purpose of Review: Please complete the at1ached survey of claims payment policies. If the form does not 
Date Requested: allo\\' enough space needed for comment, please anach a sheet to your response. In the colunms labeled "Yes" and "No," please 
Date \{ccei\eci: ind icale if your com any's olicy is [Q ay such a dama e claim or not. 
C()lllm~ll(s: (i.e .. Cunfidcntial) Summary of COlltents: Exhibit #15 - Respollse to Survey of 2008 Claims Payment Policies - PEF does not pa y for utility 

normal e Uipll1elll failure : wire down, and failure of the utilit to maintain e ui )l11ent: Ii hrnin) arrestors , hot Ie) (UG) and 0 en 

'J,.,. 



I~~~:i; 1~~II~~ IDENTIAL 

I 
I 

I 
! 

I 

i Document DR-I.6: 

i Date Requested: 


Date Rel:eiyed: 

Comments: (i.e., Confidential) 


CONFIDENTIALIExhibit 16 

>ECLASSlFlED 


Document DR-I .7: 
I Date Requested: 

neutral (ULi) wile n otller uti litIeS dO ' ,. Cloes not pay lor maJIunct lonl11g service connecllon: ClLle 10 normal we; 10 lear, Oue to 

failure of utilit y-owned equipment, \ .1 other utilities do; 

Conclusiolls: PEF does not pay in some categories ",hen other utilities do. PEF appears to be more restrictive to pay/deny 

conditions than are other utilities reviewed. 

Data Request(s) Generated: 


No. __ Description: 

No . Description: 


Follow-up Required: 


Document Title and Purpose of Reyie\\': Please provide a flow chart detailing the progression and timeframe of a customers 
propen)' damage claim through its conclusion. Include any points in the process where the customer is notified of the progress, 
and/or receives updates as to the claims status. 
Summary of Contents: Exhibit #16 Claims Flow Chart- PEF provided a four page foldout flowchart showing Day 1 through day 
30 Ilow of events and decisions regarding the claims process; Shows Day one as when the investigatoer opens the claim and' begins 
documentation; shows day two as when the customer is contacted by the investigator, indicating that the goal is to complete 60% of 
claims within 2 -1 0 days, and 80% wi thin 2-30 days ; shows investigator activities during investigation, communication between 
departments, determination of liability, denial/acceptance of liability, request of customer documentation of damages, the adjustment 
process and issuing check process; also shows denial process and the appeal process through Claims CortU11ittee or Claims manager 
if the customer is not satisfied and process that concludes with cllstomer satisfied or unsatisfied; 
Conclusions: The flowchal1 gives direction of key process activities and events, but does not fully explain how to perform those 
activities or direct the employee to specific departments for assistance; the flowchart does not provide derailed informatIOn, but 
instead a srep by step Oow of the process; employees may need more detailed information in formal procedures; 
Data Request(s) Generated: 


No. __ Description: 

No. Description: 


Follow-up Required: 

Document Title and Purpose of Review: Please identify all methods available to the customer for filing a property damage claim. 

Summary of Contents: Property damage claims may be filed by phone, mail or via the internet; , 

IIDate Received: 
Conclusions: no additional statements as to how customer reaches claims dept. by internet , etc. COlllments: (i.e .. Confidential) i 

Data Request(s) Generated: 

No. __ Description: 

No . Description: 


Follow-up Required: 

Document Title and Purpose of Review: a. Please provide a copy of any form that is required to be completed by the customerDocument DR-1.8: 
when filing a property damage claim. b. Please provide a copy of any forms identified in question 8a that are available to customersDate Requested: 


Date Received: 
 in languages other than En.l;lish. 


Comments: (i.e.. Confidential) 
 Summary of Contents: a.) No form is required by progress Energy. Investigators conm1unicate with customers by phone, personal 
visits, e-mail or fax. b.) N/A

i Conclusions: PEF does 1101 use a form to have customers report their damaged equipment; instead the company gathers information 

tlu'ough phone, fax or internet; 

Data Request(s) Generated: 


No. __ Description: 

No . Description: 


Follow-up Required: 


Document Title and Purpose of Review: Please provide the <l1lJ1ualnumber, and percentage, of claims that required litigation toDocument DR-1.9: 

Date Requested: 
 provide resolution to customer property damage claims for each year from January 2003 through 2008 to date. 

"3 


i 



\ 'ed: IDate P 
COlllm_ ,: (i.e., Confidential) 

\ CONFIDENTIAL 
! Exhibit 17,18.19 

CONFIOENTIAL 

Document DR-I.1 0: 

Date Requested: 

Date Received: 

Comments: (i.e., Confidential) 


D I ~CLASSIFIED 

! 
I 

I 


I 

Document DR-l.ll: 
Date Requested: 
Date Received: 

I Comments: (i.e., Confidential) 
I, 
i 

I 
I 
! Document DR-l.l2: 

Date Requested: 
! Date ReceiYed: 

COillments: (i.e .. Confidential) 

Summary 01 Contents: At tlie cune 'iie l'rogress energy IS 1l11gallng ) maners re131ca to Power Quality iSSllf County, 
Circuit or Appellate Courts and 0 ma . " in Small Claims court regardless of the year the matter was initiated; T. .ngle largest 
category of power quality litigated are subrogation claims brought by insurance companies that have paid customers for their 
damages; Progress Energy estimates that it litigates, on average, 5 or less claims per year in county or Circuit Court; Maners likely 
extend beyond one year; the date of fding has been used for statistical purposes; Since litigated claims are not always identified in 
Exhibit II , they are listed below both as to open and closed litigated matters for the time period requested; Exhibit #17 - provides 
sununary of closed litigated cases regarding pov ..·er quality during the period 2003-2008; Exhibit #17 Closed Power Quality 
Litigated Matters Z003 to Present shows seven cases the claim numbers, case summary and status of the case; Exhibit #18 Open 
Po\\'er Quality Litigated Matters Z003-Present shows six xases litigated during 2003-2008 and the status of the claims; Exhibit 
#19 Annual Number of Liq uida ted Claims provides the aDnual number of litigated claims, number of paid claims armuaUy, and 
percent of claims requiring litigation; For the period PEF paid 22,856 claims; 4505 ('03), 6091 ('04),3856 ('05),3313 ('06), 3033 

1 CO?), and 2058 through August 'OS 
1 Conclusions: Total claims paid for the period was 22,856 claims; 4505 ('03), 6091 (,04),3856 COS), 3313 ('06),3033 ('1)7), and 
I 2058 t1uouQ.h AUQ.ust '08 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Review: Please provide a copy of all audits completed, or expected to be completed, on the 
customer property damage claims process for the years 2003 through 2008. 
Summary of Contents: NO SUCH AUDITS HAVE BEEN UNDERTAKEN 

Conclusions: NO SUCH AUDITS HA VE l3EEN UNDERTAKEN; See PEF interview IVS-6 explaining Intemal Audit planning 
process and SOX audit reviews which give company confidence that claims is a low risk audit area; 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 


Document Title and Purpose of Review: a. Please provide a copy of all property damage claims education materials made 

available to customers from January 2006 tluough 2008 to date. b. Please provide a copy of all materials listed in question Ila that 

are available to customers in languages other than English. 

Summary of Contents: PROGRESS ENERGY HAS NO SUCH MATERlALS 


Conclusions: PEF does not provide educational materials to customers regarding the claims process ; However, the company 

explains the process once an investigator has been assigned the claims fde; 


Data Request(s) Generated: 

No. __ Description: 

No. Description: 


Follow-up Required: 


Document Title and Purpose of Review: Please provide an aClllal, or transcript copy of all public service atllOUncements, or 

advertisements relating to customer property damage claims from January 2006 t!u'ough 2008 to date. 

Summary of Contents: NO PUBLIC SERVICE ANNOUNCEMENTS REGARDING CUSTOMER PROPERTY DAMAGES 

HAVE BEEN MADE. 

Conclusions: 


Data Request(s) Generated: 

No. __ Description: 

No . Description: 


Follow-up Required: 


"-\ 


i 

i 

http:17,18.19


DoculP I)R-I.I3· 
D;J(e R. csted: 
Da te Received: 
Comments: (i.e., Confidcntial) 

Document Title ;Jnd Purpose of Rc" ,,: Please identify all damage prevention programs offered to customers 

Summuy 01' Contents: For a monthl), ,ee or $5.95, the Surge Protection Service program provides customers Wk. u main surge 
protection device that is installed at the electric meter and maintained by PEF. PEF also offers plug-in surge protectors that 
customers can purchase outright for any electronic equipment they may have; Exhibit # 20 Customer Information Materials on 
the Surge Protection Program provide~ad<!itional information Clll th~ervic~rovid_ed ~ PEF. 
Conclusions: Surge Protection Service program provides customers with a main surge protection device that is installed at the 
elecnic meter and maintained by PEF. 
Data Rcquest(s) Generated: 
No. __ Description : 
No. DescriEtion: 

Follow-up Required: 

Division of Regulatory Compliance 
Bureau of Perfonnance Analysis 
i: \blT\audit forms\3field\document summary and controllog.doc CONF/D TIAl 

IECI-lASS 
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http:I)R-I.I3


Bureau of Pi )rmance Analysis 

Document Summary and Control Log 


Company: Pro!!.ress Enerey Florida I Workload Control #: PA-08-08-003 

I Area: Customer Dal11aee Claims File Name: I :\BP A \Reports\Damage CIa i ms\DocLlmants\P EF DR -2 Log. doc 

Fisher/Cryan _________________I Allditor(s): 

I 

IDocumcnt #: DR-2.! 

: Date Requestcd: 

1 Da te Received: 

\ Comments: (i.e., Confidential) 

I 
I 
! CO~FIDENTLAL 

I 
I 

1 

DECLASSIFIED 

Documcnt #: DR-2.2 

Date Requested: 

Date Received: 


Docu men t Title and Purpose of Review: Please provide the most cLlnent organizational chart for (he Legal Services Department, 
including the Claims Management organization 
Summary of Contents: Organizational chart as of 10114/08 shows General Counsel's organization, including four Assoc. Gen. 

Counsel II-Legal and Regulatory Affairs-FL Team reporting to General Counsel; Claims organization is LInder Assoc. General 

Counsel II-Legal Lawence F. Mazer and CLAIMS-PEF TEAM includes Claims Investigators (3), Sf. Claims Investigators (3), SI'. 

Legal Secretary( I), and Associate Claims SpeCIalists-Legal (3); 

Conclusions: Total of II in Claims Team members that report through Associate General Counsel and Claims Manager; 


Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Revicw: Please provide a disk of damage claim listings during 2003-2008 to-date by cause code, 
with a sllmmary of arUlual total claims made, total claims paid, and the dollars paid for each of the following cause codes: Outage, 
Open Neua'al, Weather, Irregular Voltage, and Customer Related Event. 
Summary of Contents: Disk provided with claims by cause code, w/summary of armual total claims made, paid, and dollars paid 
for top five calise codes (Outage, Open Neutral , Weather, Irregular Voltage, and Customer Related Event); 

Comments: (i.e., Confidential) 

CONFIDENTIAL 

I
I 

Document #: DR-2.3 
Da te Reg uested: 

I Date Receivcd: 
Comments: (i .e. , Conficiential) 

CONFIDENTIAL 

! 
I Document #: DR-2,4
i Date Requested: 

Date Received: 
! Commcnts: (i.c., Confidclltial) 

! ­

Conclusions: 

Data Request(s) Generated: 

No. __ Description: 

No. Description: 


Follow-up Required: 

Document Title and Purpose of Rcview: Provide copies of the Monthly Claims Repon for the last two years, providing total 
complaints monthly, number of claims, dollar amount paid for claims, and the top ten categories of claims reported to management. 
Summary of Contents: Provide copies of the Monthly Claims RepOr1 for 2007 and 2008, providing total complaints monthly, i 

I 

number of claims, dollar amount paid for claims, and the top ten categories of claims reported to management. 

Conclusions: Monthly Claims reports track the results for claims paid, not paid, dollars paid, types of claims and claims level 

handled by Claims Investigator, and top ten claims causes are documented for 2007 and 2008; STARS report of monthly total for 

2007 -2008 are also provided; 

Data Request(s) Generated: 


No. __ Description: 

No. Description: 


Follow-up Required: 


Document Title and Purpose of Review: Please provide a more detailed description of the detailed cause codes listed in PEF's 
STARS "A" claims listing provided in DR-l giving specific detail as to the type of claim included within the cause code. 
Summary of Contcnts: Additional explanation is provided for 12 cause types; 

Conclusions: None 

lv 



- -- - - - -

-Data Request(s) Generated: 
- ­

CONflLL,H1AL No. __ Description : 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Review: a. Please describe the criteria PEF lIses to determine whether a damage claim estimated 

Date Requested : 
Document #: DR-2 .5 

to be greater than :55,000 is reported to the FPSC in compliance with Rule 25-6.019. b. Please explain why PEF did not report to the 

Date Receil·ed: FPSC any reports of damage claims over $5.000 during 2003-2005 and only one report in 2006. c. Please explain why PEF reported 

COlllments: (Le" Confidential) only three damag_e claims> $5,000 during 2007 and has reported none in 2008. 

~) I

CONFIDENTIAL 

CONFIDENTIAL 


I 

i 

~CLASSllFIED 


Document #: DR-2 .6 
Date Requested : 

I Date Received: 
, Comments: (i.e., Confidential) 

CONFIDENTIAL 

I 

I 
Doculllent #: DR-2.7 

Date Requested: 

Date Received: 

COlllmellts: (i.e., Confidential) 


i 
I 
I CONFlDENTI.'\L 

Summar~· of Contents: .A property damage claim is reported within 30 days to the FPSC when it meets the following criteria: I) a 
malfunction oor ac cident occurs; 2) in cOlmection with any part of the electrical system; 3) damages property of others; and 4) the 
amount of damages exceeds $),000.; Criteria I does not include normal expected operations of the elecn·ical system such as feeder 
operations ; Criteria (2) does not include automobile accidents, or events indirectly related to the electrical system such as damage to 
properry caused by trucks or persollJ1el in the course of repairs or installations (ruts, cement damage, damaged fences, rxcavation 
damages).; Criteria 3) above does not include any claims involving personal injuries nor the costs for appraisals, expert opinions etc . 
obtained by PEF or the customer related to adjustment of the claim but not repair any property ; Criteria (4) requires damages that are 
verifiable and adjusted for acnlal cash value. PEF does not verify or adjust damages for customers unless it first accepts liability for 
damages ofa third party; b. PEF did not have well articulated reporting criteria and controls in place during 2003-2005; PEF has put 
in place the following controls to ensure compliance including: ( I) re-training of Claims I nyestigators, (92) Requiring all claims in 
excess of$5 ,000 be approved by a second signature of tile Claims Manager or a Senior In vestigator (3) tha Claims Assoc iate has 
been n·ained to nag all payment requests in excess of $5,000 to ensure compliance (4) Investiga tor goals for 2009 will include 100% 
compliance with this requirement; Retroactive reports for 2006 and 2007 are being subm.itted to Tony Valazquez; c. In 2007PEF 
inadvertently failed to notify FPSC 01'4 claims meeting the criteria of Rule 25-6.019; All four occurred in the fIrst halfofthe year 
before PEF began to more rigorollsly comply with this Rule ; One claim resulted from one event but multiple checks were writ1en 
and the investigator did not realize the payments exceeded $5,000; One claim resulted from a set of facts involving the liability od a 
third party; in 2008 PEF has been in full compliance; 
Conclusions: PEF has established better controls to report claims in excess ofS5,000 and has ren·oactively repol1ed 2006 and 2007; 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Review: a. Please provide a list of all claims greater than $100,000 during the period 2003-2008. 
b. Please provide a detailed description of the primary cause for each claim greater than $100,000, whether it was a property damage 

claim or personal injury claim, and the outcome of the case (i.e ., appealed, settled, currently in litigation) . 

Summary of Contents: PEF had three claims greater than $100,000 during the priod 2003-2008; One claim was $380,000, one was 

$250,000, and olle was pending and between $100,000 and $300,000. 

Conclusions: 


Data Request(s) Generated: 
No. __ Description : 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Review: 


Summary of Contents: Please provide copies of the standard release (on the back of the check) and a PEF release contract used to 

settle large damage claims. 

Conclusiolls: Exhibit #S - Standard release (long form) document provided; 


Da ta Request(s) Genera ted: 
No. _ Descriptioll: 

~ 



I 

1 

No . _ _ Description 

Follow-up Required: 

Document Title and Purpose of Review: a. Please describe PEF's policy on handling customer damage claims associated with Document #: DR-2.8 
underground facilities. b. Please provide PEF's policy for routine inspections of underground plant facilities, and a copy of its plan, Date Requested: 

Date ReceiHcl: as required in Rule 25-6.036, Inspection of Plant. 


Comments: (i.e., COIlfidential) 
 Summary of Contents: a. PEF pays all damage claims caused by underground fail ures when damage is due to the culpable actions 
of its employees; For ins tance, PEF will pay an underground claim if due to an improperly prepared splice; P EF wil presume the 
culpabilit y of its employees ir an undelground line fails with in twO years of its initial installation; rEF wil l also presume the 
cu lpabliil)' of its employees if underground facilities fail for a third time Indicating the end of its lIsef'ulllfe and PEF's failure to! CONF[DE~T[AL

! I Identi fy this state when making a second repaiL . b. PEF provided refereIlce to its DSSOP or Disrributiol1 System Storm Operational 
' Plan as having the documentation for ItS InspectIOn program; 

I , Conclusions: PEF will pay UG claims in first twO years, if PEF employe es are found to have culpability, or when the third failure 
I COtI/FtOENTlAL occurs; this policy allows for poss ible culpability by company employees, and the customer will experience at most three incidents 

be fore cable is changed out; 
I 

Data Rcquest(s) Generated:I 
I No. _ _ Description:! 

I 
No. Description: 


Follow-up Required: 


Document Title and Purpose of Review: 9. a. Please describe [he step-by-step calculation and methodology rEF uses for : Document #: DR-2.9 
depreciating customer equipment in the damage claims process, including any website URLs used, no! previously provided in DR-I.! Date Rcquested: 
b. Please provide an example of the calculation described above using a damaged three year old customer refrigerator, a customer i Date Received: 

I Cumlllcnts: (i.e., Confidential) equipment purchase value of$1 ,000 and depreciation values used by PEF in the example. c. Assuming that PEF finds it has liability 
for the customer claim, what would the settlement price offered by PEF be for the example in 9b? 
Summary of Contents: a. (I) Customer provides descriptive information regarding the damaged item includin, brand name, model 
number, serial number, approximate age, size, and features; (2) PEF's Investigator will research the depreciated value of the item ifICONFIDENTIAL 
it is included within data bases and the value therein will be the depriciated value; (3) lfnot within an existing data base, PEF's 
Investigator will seek out the current cost of a similar like kind and quality item; (4) the current or replacement cost (RCV) will be 
depreciated using depreciation schedules customarily used to identify the annual depreciation rate(DPR) for consumer goods; PEF 
Investigators often use the depreciation calculator contained in ClaimsPages.com; (5) the formula to determine acrnal cash value 

;)ECLASSIFIED 
(ACV or depreciated value) is as follows: RCV X DPR x age= Depreciation; RCV - Depreciation = ACV; b. Assuming base item 
was new and cost $1,000, the calculation would be: $1,000 x .07 x 3 = $210, $1,000 - $210 = $790 (round up to $800); Assuming 
PEF had liability the depreciated settlement figure offered would be $800. 

Conclusions: 

I 

I 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Doculllent #: DR-2.iO 
Date Requested: 
Date Received: 
Comments: (i.e .. Cunfidential) 

Document Title and Purpose of Review: Please provide a tiered listing of primary and secondary insurance claims coverage 
levels , including sel f insurance, additional levels of excess coverage, insurance providers, and dollar limits for each level of 
coverage. 
SUlllmary of Contents: PEf is se lf insmed for $0-$5 million and has additional liability insurance providers for clai ms coverages 

! of $5-35 million, $35- 100 mill ion, S I OO- f2 5 million , and $1 25-250 mil ho n; 
I Conclusions: PEF has sufficient insurance coverage for claims up to $250 million 1 
ji CO~F[DE\:TLu,L

I !Data Request(s) Generated: 
I I No. Description:

i No. -- Description:i 
~ 


I 

http:ClaimsPages.com


Follow-up Required: 

Document Title and Purpose of Rc\'lCw: a. Pl ease provide the Internal Audit Department Process Summary for uamage Claims.Document # : DR-2.11 
b. Please provide the Internal Audit Risk Assessment of Controls for Damage Claims. c. Please provide the Internal Audit summary Date Requestcd: 
of SOX samolin!! and results comoleted to-date for Damage Claims. Date Rcceived: 


Co Il1I1lC n ts: (i.c.. Con fiden ti al) 
 Summar)' of Contents: PEF 's Audit Service Depallment (ASD) provided a response to staffs request for additonal documantation 
for SOX testing and process review completed for the Claims function that identified levels of risk associated with Claims and what 
ASD would need to cause an audit of Claims; ASD noted that "substantial change in the risk profile" could cause an audit to be 
required ; no such change has occurred and Claims remains a low risk profile; ASD also provided a de scription of its annual audit CONFIDENTI.AL 

Ian and risk prioritization (21 pages) 
Conclusions: Until PEF 's Claims organization experiences change that seriously increases its risk profile, Claims will remain as a 

low ri sk audit prospect; 

Data Request(s) Generated: 

No. __ Description: 

No. Description: 


Follow-up Required : 

Document #: DR-2,12 
Date Rcquested: 

, Date Received: 
i COlllments : (i.e., Confidential) 

CONFIDENTIAL 

Document Title and Purposc of Review: Please provide the wrinen summaries of claims, discussed with staff during field 
interviews, associated with the Tampa Tribune articles related to PEF' s repayment for power damage. 
Sum mary of Contcnts: PEF provided additional information re: Lakamp claim, Bowmer claim, Riordan claim and Dombkowski 
claims me ntioned in the St. Pete Times articles: Ther was no claim made under the name Dombkowski during December 21-17 
2005,2006, or 2007 ; Riordan claim began 9/8/08 and as of9/22/08 company accepted liability and was adjusting damages; 
Boehmer claim began 5/28/06 PEF accepted liability for 51 yr. old transformer wi no prior customer service issues ; Pef accepted 
liability based on cash value and agreed to pay insurance deductible of $500, and customer received replacement coverage from 
insurance; Lakamp claim started 9/25 /07 and ex tended through 10/24 /07 claim liability was denied by PEF and lener was provided 
to customer for insurance claim; 
Conclusions: Based on company-supplied summaries, These claims were handled per policy and customers did not agree with 
company not taking responsibility; However, customers were indemnified tlu'ough personal insurance and PEF did pay deductible 
when requested ; 
Data Request(s) Generated: 

No. __ Description: 

No. Descriotion: 


'ECLASS 

Follow-up Required: 

Document #: DR-2.13 
Date Requested: 
Date Received: 
Comments: (i.c., Confidential) 

CONFIDENTIAL 

Document Title and Purpose of Review: a. Please provide a status of the cun'ent condition at Mrs . Friar's location after the 
resolution of her damage claim, i.e. have all cuts been fixed, has cable been replaced and tested, etc. b. Please provide the number 
of claims that had been reported by the prior owner of Mrs. Friar's house, c. Please provide the number of cable cuts identified by 
PEF during its investigation of Mrs . Friar's claim. d. Please describe any conditions identified by PEF that ultimately showed 
company culpability and payment of Mrs. Friar ' s claim. e, Please describe any conditions identified by PEF that ultimately showed 
the comoany had no culpability and led to Mrs, Friar's claim being denied. 
Summary of Contents: a.) The fail ed neutral line has been repaired and no further complaints regarding power quality have been 
received; b) PEF has no record of any claims being made by any resident of the home prior to May 23,2007; c.) PEF identified two 
cable failures at the customer location; one failure occurred on a hot leg entering the residence; the second failure occurred on the 
neutral also serving the residence; d.) no facts were identified showing company culpability; e.) the failure of the neutral line 
occurred on May 23,2007 approximately tlu'ee years after the customer purchased the property; the servicemen's report stated that 
the neutral was most likely nicked during installation of the landscaping directly above it based 011 the fact that a hot leg had also 
been spliced in the same hole; the failure of the hot leg occurred betv.'een October 1981 and July, 2004; PEF has no record of the 
earlier repair to the hot leg, but it had to have occurred before July, 204 when the property was purchased by the current customer; 
there is no record ofa power quality issue before May, 2007, The serviceman's secondary cable fa ilure report was based on the fact 
that the ClI lTent repair occmred in the same hole as the first repair and both repairs were in an area that was clearly landscapedwith 
laree bushes and timbers; Facts unknown to the serviceman caused the serviceman to make an eIToneous supposition that the two 

C\ 


http:CONFIDENTI.AL


events were related; there were three 'i between the two events; therefore PEF concluded the first repair was Jl' 'vidence that 
the line was in a filure end of life 1ll0(,_ Alt rather that a member of the public had interfered with the lin e; Pef de" ,ned that the 
entire event was due to the negligence of the property owner or a contractor during the initial installation of the planted area or at a 
later time. 
Conclusions: PEF reasoned that the conditions experienced by the current owner were probably due to the previous owner or 
contractor when the planting beds were put in. Therefore, PEF denied the claim, but fixed the service. 
Data Request(s) Generated: 

No. __ Description: 
No. Description: 

Follow-up Required: 

DiVISion of Regulatory Compliance 
Bureau of Performance Analysis 
j\bn\audit forms\3field\document summary and control log. doc 

\ (.':> 



Bureau of P 'ormance Analysis 

Document Summary and Control Log 


Workload Control #: PA-08-08-003Company: Progress En~1JQ' Florida 
File Name: I:\BPA\Reports\Damage Claims\Documants\PEF DR-3 Log.doc , Area: Customer Property Dllmage Claim 

IAuditor(s): Fisher/Crvan 

Document #: DR-3. 1 

Date Requested: 

Date Received: 

Comments: (i.e .. Confidential) 


CO:\FIDE~TIAL 

t CLASSIFIED 

Document Title and Purpose of Review: Please provide the detail claim file information for the attached listing of90 sample 
claims from the period 2003-2008. Include all documented claims details, including work sheets, notes of claim activity, written 
remarks, depreciation analysis, and other documents memorializing the claims decision process made for each claim. ProviDe any 
STARS screen prints that identify the claim and provide subsequent actions by the parties, investigation reports, amounts offered to 
customers for settlement of claims, denials letters, settlement agreements, and other communications with the customer. If possible , 
please provide this information on CD media. III addition, please identify all information to be claimed confidential by the 
company. 
Summary of Contents: PEF provided 90 claims sample requested for staWs review and provided both hard copy and media views 

Conclusions: Results ale sUI1U11anzed 111 the flllalleport and 111 staffwOlkpapels, Ovelall, PEF was timely In 80 of90 (88.9%) 
claims. it was Consistent in claims handling ill 76 of90 (84 .4%) claims, Fair in 78 of90 (86.7%), and compliant with company 
procedures ill 73 of 90 (81.1 %) claims handled; Claims file documentation was lacking in some cases and did not provide enollgh 
information for staff to clearly identify whether the claim was handled timely, fairly, consistently, or in compliance with company 
procedures: staff fOllnd that PEF could better document claims activities In the file to help clarify what actions were completed, 
deciSions were made and what methodolo ies were used. 

Document #: DH.-3.2 

Date Requestcd: 

Date Reccivcd: 

Comments: (i.e., Confidential) 


Document #: 

Date Requested: 

Date Received: 


IComments: (i.e., Confidential) 

I 
I 

\ 

Data Request(s) Gcnerated: 
No. __ Description : 
No. Descri tion: 

Follo\\,-up Required: 

Document Title and Purpose of Review: If there are any problems in correctly identifying any of the sample claims, please call or 
e-mail me ASAP to discllss or receive a replacement sample item. 

,Summary of Contents: No replacements were necessary or provided; 

Conclusions: 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Document Title and Purpose of Review: 

Summan' of Contents: 

Conclusions: 

Data Request(s) Generated: 
No. __ Description: 
No. Description: 

Follow-up Required: 

Division of Regulatory Compliance 
Bureau of Performance Analysis 

\ \ 

I 



RESIDENT 
LICENSE 

TOM GA LLAGHER 

Chief Financiar Officer 


State of Florida: 


MARY R SHELTON MRS. 

Licens.e Number P024071 . '. ,. 
IS UCENSED- TO TRANSAC!THE FOLLOW\NG CLAssES OF INSURANCE 

Independent Adj - All Lines 12/27/2005 
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ECLASS 


RESIDENT 

LICENSE 


ALEX SINK 

Chief Financial OffICer 


State of Florida 


KEITH ALAN BENTLEY 
License Number' Aii19596 
13 LICE~ED TO TRANsA,CT n1E. FOLLOWING CLAsses OF INSURANCE 

Independent Adj - All Lines , 02/01/2005 

'f'­

.. .~.. 



DECLASSIF 

RESIDENT 
LICENSE 

....... . ~. " 

, ,: ;~ . . 

DEPARTMENT OF FINANCIAL SERVICES 

Q . 



l 

ECLASSJFIE 

Independent Adj - All Lines 03/21/2007
RESIDENT 
LICENSE 

,,';,>jl ALEX SINK 
,, ;j.~,{ Chief Financial Officer 
, -" .,~: State, of Frorida 

JAMES CURRIER 

LICENSED TO TRANSACT THE FOLLO'NING CLASSES OF INSUltANCE 



c 

DECLASS 

TOM GALLAGHER 
Chief Financial Officer 

State of Florida 
STEPHEN OSBURN 
License Number E161445 
IS LICENSED TO TRANSACT Tl-IE FOLLO'MNG CLASSES OF INSURANCE: 

Independent Adj - All Lines 

RESIDENT 
LICENSE 

..", ~ .: .... ,., ....uS! ""I"" I .... ,eu.. , IpOO'nlmtl"!t ...... 1'1 tfl. ,n1uar or iOfT'Iploy'( ,orwtllCI'I prOOUC'lI or UrI.c., ,f' )"'''\1 
"'¥~f~ 'O So. r .... ",. 'or f(/o,\lo"~ rlQutrlrn,"11 
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DEPARTMENT OF FINANCIAL SERVTCES 



)rogress tergy Florida Inc. 

'5C Audit Report for 2003 - 2008 claims >5K 
iTAR5 

Date Filed Name of Complainant 

~eport Date: 2003 

Claim Number Address Cause of Complaint AmountPaid Close Date 

8/5/2003 BLACKVVELL, PETER 
8/4/2003 BRYAN, LAURA 
11/3/2003 CHURCH OF 

SCIENTOLOGY 
1/20/2003 CO-OP PARTNERS 

FLORI DA 
8/14/2003 CYPRESS HOTEL 
5/27/2003 MCCLARREN,ROBERT 
112712003 SORRENTO APTS. 
8/26/2003 ST PAU L UNITED 

METHODIST 
Total By Report Date: 

tTl 
><
:5 
to 
=l 
w 

03 -4477 
03 -4417 
03 -6419 

03 -0373 

03 -4653 
03 -2756 
03 -0517 
03 -4984 

8 Claims 

Open Neutral 

Outage 


Transformer 


Underground 

(dig-in/failure) 


Outage 

Fires 


Irregular Voltage 

High Voltage 


7,121.86 

6, 352.31 

9 ,979 .00 


7,866.59 

5,689.64 
60,744 .08 
5,620.98 
8,581 .21 

111,955.67 

9/4/2003 
10/20/2003 
2/5/2004 

4/3/2003 

9/5/2003 
10/16/2003 
2/20/2003 
8/27/2003 

n r ~Iiif ,-1,- , 

~STARS -1­ Friday,Augu~29, 2008 

1 :45:37PM 
Y'PSC -C OHMISSIOH CLE R\\ 

http:111,955.67
http:5,620.98
http:60,744.08
http:5,689.64
http:7,866.59
http:7,121.86


'rogress t;(1ergy Florida Inc. 

SC Audit Report for 2003 - 2008 claims >5K 
TARS 

Date Filed Name of Complainant Claim Number Address Cause of Complaint Amount Paid Close Date 

eport Date: 2004 
10/20/2004 BELLINGER, EDWARD 

7/15/2004 BEST OPERATORS INC 
1119/2004 ENTERPRISE RENT A CAR 

9/1 1/2004 FEAZELL, JONATHAN 

9/8/2004 FRENCH, JACQUENLYN A. 

10/8/2004 HGI OPCO LLC DBA 
HILTON GARDEN INN 

11/2/2004 JOHNSON, CHERIE 
9/9/2004 MILLER, MICHAEL 

2/25/2004 ORLANDO UTILITIES 
COMM. 

9/8/2004 PETERSON, DEAN L 
4129/2004 POLOUS, SUSIE 
7/12/2004 R - MOTEL, INC. 
2/10/2004 RIVER RUN LLC 

2/21/2004 SIEMENS WESTINGHOUSE 
11127/2004 TOWER REAL TYIMAITLAND 

CTR 
8/24/2004 TRIN ITY ASSEMBLY OF 

GOD 

3/22/2004 TRINITY TILE 

12/16/2004 WESTGATE VACATION 


VILLAS DBA CENTRAL 
FLORIDA INV. INC 

Totai By Report Date: 

04 -7300 

04 -3551 
04 -7857 

04 -5452 

04 -5 172 

05 -1026 

04 -7703 
04 -5307 

04 -1028 

04 -5453 

04 -1948 
04 -3475 
04 -0800 

04 -0892 
04 -8381 

04-4668 

04 -1274 
04-8672 

201 SPANISH OAK TRL 

633 TUSCARORA TRL 

2603 MAITLAND CENTER 

18 Claims 

Weather 

(hurricane/catastrophic) 


Fires 

Weather 


(hurricane/catastrophic) 

Weather 


(hurricane/catastrophic) 

Weather 


(hurricane/catastrophiC) 

Weather 


(hu rrica ne/catastroph ic) 

Open Neutral 


Weather 

(hurricane/catastrophic) 

Transmissionllndustrial 


Fires 

Fires 


Outage 

Underground 

(dig-in/failure) 


Transmissionllndustrial 


Transformer 


Weather 

(hurricane/catastrophic) 


Outage 

High Voltage 


5,689.51 

6,798.69 

6,738.01 


7,350.86 


5,341 .00 


5,000.00 


7,090.53 

5,410.35 


6,471 .00 


380,010.00 
5,161 .79 
8,086 .64 
7,443.71 

33,637.14 
45,071 .11 

6,858 .00 

5,967.65 
29,477.00 

577,602.99 

10/27/2004 

2/9/2005 
11/9/2004 

9/21/2004 

12/9/2004 

3/22/2005 

3/8/2005 
10/27/2004 

3/15/2004 

10/3/2005 
5/6/2004 

7/13/2004 
3/29/2004 

5/3/2004 
5/20/2005 

12/9/2004 

8/11/2004 
1/13/2005 

E 


, STA RS -1 ­ Friday , Augu~29 , 2008 

1 :45:37PM S<: 

http:577,602.99
http:29,477.00
http:5,967.65
http:6,858.00
http:33,637.14
http:7,443.71
http:8,086.64
http:380,010.00
http:5,410.35
http:7,090.53
http:5,000.00
http:7,350.86
http:6,738.01
http:6,798.69
http:5,689.51


'rogress t..L>'lergy Florida Inc. 

SC Audit Report for 2003 - 2008 claims >SK 

TARS 

Date Fi led Name of Complainant Claim Number Address Cause of Complaint Amount Paid 

eport Date: 2005 
3/15/2005 BALLANTYNE, DAWN 05 -1256 

8/1/2005 CITY OF ST. PETERSBURG 05-3966 
BEACH FD 

2/21/2005 DINGMAN, WILLIAM 05 -0868 

14051 MARINE CT 

1621 VIA TUSCANY 

Weather 
(hurricane/catastrophic) 

Fires 

Outage 

7,500.00 

9,704.60 

14,000.57 

2/10/2005 HARDER PREC COMP INC 
2/19/2005 HILMER, LELIA 
2/12/2005 KALMANSON, BARRY 
9/2/2005 MCMAHON, KAREN 
3/9/2005 MORROW, EDWARD 
12/9/2005 SHERATON SAFARI 
2/15/2005 ST. PETERSBURG 

Total By Report Date: 

05-0713 

05-0863 

05 -0755 
05 -4698 
05 -1173 
05 -6597 
05-0792 

621 TOMOKA DR ­
1 035 KELLY PL 

10 Claims 

Single-Phasing 

High Voltage 

Open Neutral 

Open Neutral 

Open Neutral 

Transformer 

High Voltage 


ss 

9,330.45 
6,844.57 

6,042.49 
6,010.44 
13,619.96 

6,237.44 
9,138.56 

88,429.08 

Close Date 

9/6/2005 

11/28/2005 

3/1/2005 
3/16/2005 
4/15/2005 
4/18/2005 
5/17/2006 
4/5/2005 

3/13/2006 
2/18/2005 

~STARS -1- Friday, August 29, 2008 

1 :45:37PM S\ 

http:88,429.08
http:9,138.56
http:6,237.44
http:13,619.96
http:6,010.44
http:6,042.49
http:6,844.57
http:9,330.45


Irogress t;;f1ergy Florida Inc. 


SC Audit Report for 2003 - 2008 claims >5K 
TARS 

Date Filed Name of Complainant Claim Number Address Cause of Complaint Amount Paid Close Date 

eport Date: 2006 
8/14/2006 AHAD, MAHOOTCHI 

6/22/2006 CARROLL, RICHARD 
6/13/2006 COLWELL, MATIHEW 

1/4/2006 CONSTRUCTION MATLS 
6/19/2006 DJRJ CO 
2/10/2006 ESCALERA, GABRIEL 
3/9/2006 METZEL, FREDERICK 
6/26/2006 MISSION INN RESORTS 
6/22/2006 RAINER, ROBERT 
7/5/2006 WALLSCHLAGER, CHERYL 

Total By Report Date: 

06 -4412 

06-3171 
06 -2989 

06 -0051 
06 -3110 
06 -0734 
06 -1211 
06 -3244 
06 -3213 
06 -3445 

1939 DIXIE LN ­
ENTERPRISE PLANT ­

7600 S ORANGE AVE ­
4103 GALL BLVD­

9524 RIDGE RD ­
14252 AMERO LN­

10400 COUNTY ROAD 48 ­

10 Claims 

Underground 

(dig-in/failure) 


Outage 

Weather 


(hurricane/catastrophic) 

Transformer 

Open Neutral 


Fires 

Transformer 


Outage 

Fires 

Fires 


7,338.00 8/16/2006 

5,540.00 6/26/2006 
6,197 .89 6/19/2006 

8,556.85 1/17/2006 
5,371 .53 6/20/2006 
5,611 .92 2/21/2006 
19,534.91 4/26/2006 
5,985.38 6/27/2006 
15,000.00 6/30/2006 
30,982.95 7/10/2006 

110,119.43 

ONF10ENTIAL 

SSIFIE 

, STARS -1- Friday, August 29, 2008 

1:45:37PM52.. 

http:110,119.43
http:30,982.95
http:15,000.00
http:5,985.38
http:19,534.91
http:8,556.85
http:6,197.89
http:5,540.00
http:7,338.00


'rogress t:r1ergy Florida Inc. 


SC Audit Report for 2003 - 2008 claims >5K 
TARS 

Date Filed Name of Complainant Claim Number Address Cause of Complaint Amount Paid Close Date 

eport Date: 2007 
9/26/2007 ADOLPHSON, CURTIS 07-4412 2534 HERON LN N - Feeder Operations 5,426 .39 10/3/2007 
5/11/2007 GONZALEZ, JOSE 07 -1936 307 S 20TH ST • APT B - Fires 7,688.86 5/31/2007 
3/23/2007 HERMANN ENGELMANN 07 -1195 3050 S BINION RD - Outage 25,555.41 4/5/2007 

GRNHSE INC 
2/8/2007 LAWSON, GAIL 07 -0568 1500 CARLTON CEMETARY RD - High Voltage 14,541 .60 2/19/2007 
6/11/2007 MANOS, GEORGIA 07 -2439 941 MANDALAY AVE - REMAINING Outage 5,120.50 6/27/2007 
5/912007 MASON, DONALD J. 07-1922 307 S 20TH STREET UNIT 2 Open Neutral 22,000.00 6/26/2007 
1/212007 MORRISON, RAY 07 -0028 2455 CAROL WOODS WAY- High Voltage 11 ,690.70 1/8/2007 
7/13/2007 SENOR BUBBLES 07-3022 1408 CLEVELAND ST- High Voltage 12,130.34 10/24/2007 
1/3/2007 WATSON , ROBERT 07 -0039 2435 CAROL WOODS WAY- High Voltage 9,595.64 1/4/2007 

Total By Report Date: 9 Claims 

113,749.44 


EeL 


,STARS -1- Friday, August 29, 2008 

1 :45:37PM =? 

http:113,749.44
http:9,595.64
http:12,130.34
http:22,000.00
http:5,120.50
http:14,541.60
http:25,555.41
http:7,688.86
http:5,426.39


'rogress t:oergy Florida Inc. 


SC Audit Report for 2003 - 2008 claims >SK 

TARS 

Date Filed Name of Complainant Claim Number Address Cause of Complaint Amount Pa id Close Date 

~port Date: 2008 
2/4/2008 FLORIDA MULCH 08 -0552 4754 N. KENANSVILLE RD . - Underground 12,686.32 2/13/2008 

(dig-in/failure) 
Total By Report Date: 1 Claims 


12,686.32 


SSIF~£I 

~STARS -1- Friday . Augu~29 . 2008 

1 :45:37PM ~L) 

http:12,686.32
http:12,686.32


rogress ~t1ergy Florida Inc. 


SC Audit Report for 2003 - 2008 claims >5K 

rARS 

)ate Filed Name of Complainant Claim Number Address Cause of Complaint Amount Paid Close Date 

and Totals: 56 Claims 

1,014,542.93 

ECLASS 


I,rSTARS -1- Friday,Augu~29, 2008 
1:45:37PM '» 

http:1,014,542.93
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Search 


C&MS Home Page 

CS C Online Manual s Hom e Pago 

My Customer 

Contact Information ~ 

Emorgenc y ~ 

Power Outage 

Find Information ~ 
News U pda te , 

My esc, 

Feedback. 

Receipt Number 
g 

(fmm~~ m~1ll 
sC 

Subject: Claims - Customer's Property Damaged 
Definition/General • Please do not commit to any claim requests. 
Information 

• If a customer insists on obtaining specifics 
about their appliance claims (whether we will 
replace their appliances, or whether they should 
get estimates on their appliances, etc.) , please 
inform the customer that our Claims 
Department will make those decisions. 

• We are unable to provide resolution details 
because each claim is investigated and 
resolved by a Progress Energy Claims 
Investigator. 

• Storm Related Damages - Do not refer 
customers to our Claims department for storm 
related damages. Suggest that customers call 
their insurance company or agent for any storm 
related damages. This may include damage 
from fallen poles or wires to home and/or 
property and claims resulting from outages such 
as food spoilage, hotel expenses, and meals. 

• All non storm related claims should be initiated 
by issuing a property damage order in CSS at 
the account level. 

• If the customer insists on filing a storm related..u 
claim with Progress Energy, please issue a ~ <t 
property damage order through CSS Be sur~ 
be as specific as possible with your comment&: 
The customer is typically contacted by claims~ 
within a 24 hour time frame (excluding .L 

weekends and holidays). - ' ..r:. 
• Any claims pertaining to our Meter Based ' .. , 

Surge Protector are handled by the SHOP - ::.-~ 
227-2307 (Speed dial 30), or e-mail the r 

::.." 
Products-Sales and S~rY tce mailbox. ( _i 

Work Process • Retrieve account. r-.: 

Information • Issue the service order from the account level. 
However, if the location is inactive, issue the 
order from the premise level. 
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• Select Actions/Account Actions/SeNice 
Ordersllssue Other Request. 

• 	 Double click task list item "Investigation Order" 

L • Investigation Order Type: Scroll down to select 
Property Damage 

• Enter "requested by" information . 
• Enter today's date in the "Date Wanted" field 
• 	 Enter specific details in the comments field, 

include: 
1. 	 Specific equipment and/or property the 

customer is reporting damaged. 
2. 	 The date of the incident and the time (if 

at all possib le). 
3. 	 The name of the person calling in the 

claim. 
4. 	 A daytime telephone number so the 

claims department can contact the 
individual making the request. 

5. 	 If a PE contractor was involved, the 
name of the contractor. 

• 	 Select O.K. and Process. 
• 	 Note: A Request and a Customer Contact will 

be automatically generated . 

Load Management 
(Potential Damage Caused By Load Management 
Equipment) 

• 	 The claim should be the result of the 
malfunction of Energy Management equipment 
or a problem caused by a Progress Energy 
contractor upon installation of maintenance of 
the equipment. 

• 	 Issue a Load Management Maintenance Order 
o 	 Select Programs 
o 	Select Residential Load Management 

from the listing 
o 	Select Actions 
o 	 Issue Load Management Maintenance 

Order 
o 	 Enter Phone Number 
o 	 Select Other SeNice Type Radio Button 
o 	 Select Needs Immediate Attention and 

Defer To Energy SeNices checkboxes 
o 	 Insert Comment and Process 

Note: The comment shou ld indicate the problem 
and the potential claim and any other important 
information. 

• 	 Upon reviewing the WFM item, the DOC 
technician will contact the customer to advise 
that the potential claim has been received . 

• 	 The DOC technician will process the WFM and 
assign the investigation order to the appropriate 
field agent. 

• 	 The field agent will contact the customer to set 
up an appointment to investigate the validity of 
the claim. 
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• Any disputed claims will be sent to the 
appropriate claims investigator by the field 
agent. 

Contacts Daytime Contacts: 
2-$m K;:mQ~~ - 230.5034 

After Hours Contacts: 
Claims DeQartment - After HQur_s_lnforJD.?JiQrl.(Please 
do not provide home phone numbers) 

Related Topics 
Last Update Wednesday, May 21 , 2008 
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