REQUEST TO ESTABLISH DOCKET

(PLEASE TYPE)

Date_April 28, 1999 Docket No. q qo SQ\(D - E[.

1. Division Name/Staff Name Division of Legal Services (Collins) Tiffany Collins

2. OPR Division of Legal Services

3. OCR Division of Electric and Gas (E. Draper) Elizabeth Draper Division of Consumer Affairs (Stokes)

Shirley Stokes

4. Suggested Docket Title Comptaint by Rena Denson against Florida Power Corporation regarding meter
tampering.

5. Suggested Docket Mailing List (attach separate sheet if necessary)
A. Provide NAMES ONLY for regulated companies or ACRONYMS ONLY regulated industries,
as shown in Rule 25-22.104, F.A.C.
B. Provide COMPLETE name and address for all others. (Match representatives to clients.)

1. Parties and their representatives (if any)

Rena_Denson 664 Creekwood Drive Orlando, FL 32809

Florida Power Company 3201 34th Street South

PO Box 14042 St. Petersburg, FL 33733

2. Interested Persons and their representatives (if any)

6. Check one:
Documentation is attached.

Documentation will be provided with recommendation. -
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company_FLURIDA PUWER CURPURAI LON

name _UENSUN, KENA

Address _664 CREEKWOOD DRIVE attn. _Carol Cornell1237481R
Consumer*s
Telephone #
Can I;e

cityszip Orlando 32809 county ORN reached _ (407)-533-3900

Account Number 7844598145 Note INF. CONF. REQ.

caller's Name GENE DENSON

Informal Conf. outreach TELEPHONE DIRECTORY

REFER TO FPSC CASE # 1985681

Customer states that this issue pertains to a meter tampering incident that he
was not able to dispute. The address in question is 433 Declarational Drive,
Orlando, Fla. The customer presently lives at 664 Creekwood Drive.

The customer states that his electricity was disconnected on Thursday Dec 3 and
Monday Dec 7. The customer states that he was told that the company had
permission to turn his lights off by the PSC. The customer states that the
latest bill he received at 50 Gulfport Drive where he was having his bills sent
temporarily due to a mailbox break in, the latest bill stated that he had until
December 17, 1998. The customer states that he never received a cuttoff notice
and would like to receive a copy of the report of the meter test. The customer
states that he was not allowed to make payment arrangements for this backbilled
amount and his lights were cutoff for nonpayment of the backbilled amount. The
customer states that his lights were disconnected for this reason.

The customer states that he would Tike to receive a copy of the meter results
and the customer states that he was overbilled $152.00. The customer states
that an FPC representative went over the bills and the

final bill was $240.00 and not the $388.00 he was charged.

PLEASE RETAIN SERVICES UNTIL THIS INVESTIGATION HAS BEEN COMPLETED.

Inquiry taken by T. Gordon

12/09/1998 Case was sent to FPL. Received call from Roseanne Lucas stating that

Request No. Z23/481K

By TVG 1ime _11:13 AMate 12/09/19

10 CO vime FAX Date 12;09[19

Type S form _Phone

Category GI-05

Infraction

Closed by TVG Date 12/28/1998

Reply Received T ‘

CONSUMER REQUEST

FLORIDA PUBLIC
SERVICE
'COMMISSION

2540 SHUMARD OAK BOUIQ’AR
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

TARRAH GORDON

DUE: _12/31/1998 /
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this was not their account. Case forwarded to FPC. TVG

12/11/1998 Received report. TVG

*xxx X JPDATED INFORMATION** %3k x%

12/12/1998 Thank you for your response. I need to know if the customer has
been forwarded a copy of the meter results and more information regarding the
current disputed amount. Please refer to last paragraph in the above notes.
Please respond by 12/21/1998. Refaxed to company. TVG

12/28/1998 Received report. The company states that there was a previous case
which covers the same issues. (1985681)

12/28/1998 Analyst contacted Kim Berghoefer with FPC. She stated that the
customer is eligible for cutoff due to nonpayment of current charges. The
analyst requested that the company notify the customer and inform him of this.
The company will do so. The company also stated that the customer was mailed a
copy of the meter results. Case closed by letter. - TVG

1/13/99 I will be sending the customer a copy of the file, so that they may
have it for their records.

1/26/99 The customer called and stated that they are sending us a letter
requesting an informal conference.

1/26/99 - CUSTOMER HAS FILED A REQUEST FOR AN INFORMAL CONFERENCE, PLEASE
SUSTAIN COLLECTION ACTIVITY.PAJ |

1/27/1999 Analyst spoke with customer at 11:30 a.m. Customer stated that he had
spoken with Mrs. Johnson on yesterday and had requested an informal conference.
The customer stated that he was not aware his case had been closed nor had he
received a closeout letter. Analyst will mail another one out again today. The
customer stated that presently, his service was on and he was disputing the
amount the company stated he owed. The customer stated that in December the
amount due was $240.00 not $388.00 as he was previously informed. The customer
stated he paid the $388.00 leaving a credit on his account of $148.00. He then
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received another bill with totaling $68.00. Mr. Denson stated that this would
leave him an $80.00 credit minus this amount from the $148.00. He stated that
he then received a bill of $479.00. Analyst informed customer that FPC would be
contacted to find out the amount owed at this time and the status of his
account.

1/27/1999 Analyst contacted FPC at 2:30 pm. The company did disconnect service
yesterday for current charges totaling $476.00. The company did allow the
customer to pay $200.00 to have his services reconnected and with the
understanding that the customer would contact the company in regards to setting
up a payment arrangement for the balance of $276.00. As of now, according to
‘the company, he has not contacted the company regarding a payment arrangement.
In addition, the customer’s new bill was issued on January 21, 1999 totaling
$396.47 (includes past due amount of $276.00). The company will not disconnect
or actively pursue this account until February 22, 1999. After this point, the
company will disconnect for nonpayment. TVG

1/27/99 11:30 a.m. Customer called to speak with Mrs. Johnson, and Mrs.
DeMello. Customer was informed that they were both in a meeting and was advised
he could leave a message on their voice mail. Customer wanted to speak to the
director and did not want to leave a message. The customer was then transferred
to the analyst assigned to the case. eaa.

01/28/99 Customer called to speak with Mrs. Johnson.

02-02 - I am unable to contact the customer by phone. The CBR is has been
disconected, and it appears I have no other numbers.

02-02 - I spoke to FPC, and I was told the CBR was for a mental health facility.
I ask that they check to see if they had any other phone number to contact the
customer./JFP

02-03 - Carol called, and she provided (407)566-9356./JFP

02-03 - I called the number provided, and left a message with the customer’s au
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pair. It was my understanding that the customer would not get the message until
late today. It most likely will be the 4th before the customer can contact
me./JFP

02-04 - I called the number again, and was given the customer’s work number./JFP
02-05 - I left a message on the voice for the new phone number./jfp

02-09 - The customer called back, and he said that the Denson’s no longer lived
at that number, and he did did not know how to contact them./JFP

02-11 - I contacted the company, and I requested to know if there was any other
contact information for the customer. There is no other contact information for
the customer. I will have to follow up by letter./JFP

02-24 - FPC called me, and I was told the customer has not kept her account
current. The company is scheduling the customer for interruption. I will be
sent a written report show the customer’s account status./JFP

03-02 - Letter sent to customer. The letter provides a disputed and undisputed
amount. The customer has until 03-19 to pay the undisputed amount. The letter
also request the customer call us because we have no current phone number for
the customer./JFP

3/18/99 Customer contacted the PSC. He was upset because he considered the
amount in dispute to be much greater than $152.00. He considers part of the
dispute to be connected with the amounts at 433 Declarational Drive, Orlando,
Fla. (his previous residence). He was also upset because FPC told him in
January that they would disconnect his services if he did not pay $200.00, and
then found out that he really only needed to pay $117.00. He vrequested a copy
of the entire case file, including a copy of the meter tests. In addition, he
also offered to pay approximately $250.00 to settle this matter and agreed to
call back tomorrow at 3 p.m. to see if such an agreement could be reached. JEB
(Jennifer Erdman-Bridges) ’
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3/19/99 9:30 a.m. Leroy Rasberry and I spoke with the FPC, Ms. Cornell, and
explained the customer’s concerns about the disputed afrom yesterday. We also
explained that the customer offered to settle the matter for approximately
$250.00, but Ms. Cornell indicated that FPC was not amenable to this settlement
offer. Ms. Cornell agreed that she would be available to discuss this matter
this afternoon. JEB (Jennifer)

3/19/99 2:30 p.m. Ms. Cornell called Leroy Rasberry and I regarding this issue.
She outlined the billing history and noted the inconsistent payment history of
the customer. In regards to the proposed settlement offer from the customer, Ms.
Cornell also noted that this settlement offer should be applied to the $495.89
balance on the customer’s account (this was the balance as of February 1999),
leaving a disputed amount, in her opinion, of $245.89. In regards to the
customer’s comment that he did not receive a copy of the meter test results, Ms.
Cornell emphasized that FPC sent the customer a copy of these meter test results
in January 1998.

3/19/99 3:00 p.m. Mr. Denson called Leroy and I to discuss his concerns and a
possible settlement. He stated that he considered $433.00 to be in dispute, not
the $152.00. He also stated that he consistently paid the current amounts on
his electric bill and did not understand why if he paid $385.25 in December 1998
that his service was then disconnected. He also noted that he could not
understand why FPC waited until December 1998 to disconnect his service if his
account had been in arrears. "He then emphasized his concerns about the $200.00
payment in January 1999, noting that this amount, along with the $385.25
December payment, should have covered all the past charges. Mr. Denson then
stated that he considered everything except the current bill due of $66.47 to be
in dispute. He also emphasized that his regular monthly electric bill is
$60-$70 per month. He requested a copy of the breakdown of charges on his

237481R
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account for both addresses. We agreed to send hjm, via overnight mail, the
documentation of the account history that FPC provided to the PSC. He also
mentioned that he wanted his wife to participate in any discussions with FPC
regarding the breakdown on the accounts. In addition, we agreed to try to
arrange a three-way discussion with the customer and FPC to try to settle this
issue. Since Mr. Denson wanted his wife to participate and because she works
for Disney and only has Mondays and Tuesdays off, we agreed to set this
three-way discussion for Monday, March 22, 1999, at 10 a.m. jeb (Jennifer)

4:00 p.m. Called FPC to inform them on our most recent conversation with the
customer. They initially declined the Monday, March 22 meeting 10 a.m., because
they had a staff meeting from 9 a.m. until 12 noon, but later agreed to try to
be available. However, FPC reinterated its intention to disconnect the customer
on Monday morning, March 22, 1999, for the undisputed amount which is excess of
$152.00 and which was identified in the PSC’s March 2, 1999, letter to the
customer. Mr. Rasberry sent an overnight letter to the customer, providing
copies of his case files and the payment histories that we received from FPC.
JEB (Jennifer)

3/22/99 Approximately 11:15 a.m., Mr. Denson called the Commission and spoke .
with me, Leroy Rasberry, and Pam thnson. He said his wife was not available,

and he did not get our overnight package. He reinterated that he believes the

disputed amount is greater than $152.00, and stated that he was only going to

pay what he believed to be the current amount of $66.34. He said that FPC

quoted that amount to him, but later advised him that the amount due was more

than this. The customer then stated that he is disputing $371.00, but he was <;7
unsure of this amount because he did not have copies of the bills to review.

During this conversation, he also stated that he would be available for an
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informal conference during the second week of April, preferably Monday, April 12
or Tuesday, April 13, 1999 before 12 noon at the Winter Park FPC office.

Also, during this conversation, we contacted Ms. Carol Cornell from FPC. She
indicated that the customer would have to pay a minimum of $200.00 to prevent
service interruption. She also agreed that she would accept an amended disputed
amount if the customer would pay the $200.00 and would provide, in writing, the
exact disputed amount along with an explanation of why this amount is in
dispute.

We relayed this information to the customer. He reinterated that he would only
pay $66.34 today, and that if he were disconnected he may consider moving. At
this point, Mr. Denson then agreed to participate in a three-way conference call
with FPC (Ms. Kim Berghoefer and Ms. Gonzalez) to discuss the amounts in
question. During this three-way call, Mr. Denson stated that he considered
$371.00 to be in dispute from his 433 Decorational Drive address, and that FPC
was aware that this amount was in dispute. During this discussion, FPC
indicated that it appeared he only paid his bills when he was about to be
disconnected. Mr. Denson then indicated he was offended by this comment. Mr.
Denson also said he was unwilling to put a disputed amount in writing because
FPC was still requiring the $200.00 minimum payment to retain service. He
became frustrated, used foul language, and then indicated that he was not going
to pay the $200.00. Ms. Berghoefer then reinterated that he would need to pay
$200.00 to retain his electric service. Mr. Denson then stated that he was
going to contact his Senator and terminated the call at 2:40 p.m.  jeb and paj
(Jennifer & Pam)

03/22/99 Received FPC’s updated print-out of this customer’s account break-down
for the period, 4/11/97 thru 3/4/98, and 2/11/98 thru 3/18/99, for the 433
Neclarvation Drive. and 664 Creekwood Drive addresses consequetively.lar (Leroy
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03/23/99 Called Airborne Express, the overnight package we sent the customer on
Friday 3/19/99, was left at the door on 3/22/99 at 11:27 a.m.lar (Leroy)

03/23/99 1, Shirley Stokes, received this case from Ms. Jennifer Erdman-Bridges
today. Leroy and Jennifer also briefly informed me of their (Leroy, Pam,
Jennifer, and FPC) telephone conversation with Mr; Denson on March 22, 1999, and
a proposed date of April 12 or 13 for an informal conference in Winter Park at
FPC’'s office as the customer requested.

03/23/99 When I called Ms. Carol Cornell, FPC, regarding another concern, she
told me that its Legal Department is available on April 12 or 13 for the
informal conference. S. Stokes

03/24/99 At 1:19 p.m., I left Mr. Denson a voice message on his can be reached
telephone number at 407/533-3900 (beeper) explaining that I have been assigned 4
to handle his informal conference request and asked him to give me a call at our
toll-free telephone number to discuss this concern. S. Stokes

03/26/99 Received report from company stating that the customer still has not
paid, so its Revenue Protection drove by to check to see if the service was
still off. However, the report stated that a moving van was blocking the meter.
The company will check next week to see if the customer is still at the
residence. S. Stokes
03/26/99 Based on my discussion with Leroy and Jennifer, I was instructed to
send a letter to Mr. Denson setting an informal conference date of Apri] 13,
1999, 10 a.m., at FPC’s Winter Park office. I also called FPC and left a message
e 1 v M ¥hic cnnenvn FPC cent an F-Mail response stating
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that the conference room at its Winter Park Office has been reserved for the 10
a.m. April 13, 1999 conference. S. Stokes A

03/26/99 Letter (certified and regular mail) to Mr. Denson regarding the
conference time as noted above. S. Stokes

03/26/99 After Mr. John Plescow’s March 2, 1999, certified letter was returned
to CAF, Pam Johnson told me that Mr. Denson had requested, during the March 22,
1999, telephone conversation with her and Jennifer, that no certified letters be
sent to him since he doesn’t have time to go to the post office. She stated
that he requested that regular mail be sent to him. Since this information was
not noted on the file previous1y the March 26, 1999, letter was sent to Mr.
Denson as certified. However, it was also sent in the regular mail as noted

above. S. Stokes

03/29/99 John Plescow’s March 2, 1999, letter was remailed to Ms. Denson and
sent by regular mail. S. Stokes

04/01/99 Received an E-mail from FPC stating that its Revenue Protection
Investigator found that the Denson residence appears to be "VACATED." S. Stokes
04/08/99 I called Mr. Denson’s can be reached telephone number 407-533-3900
(beeper) around 11:08 and 11:10 a.m. and left him two voice mail messages
explaining that we have made airline reservations to meet him at the Florida

Power’s Winter Park office, as requested, at 10 a.m. on Tuesday, April 13. I

asked him to give me a call at the toll-free telephone number 1-800-342-3552 if

there are any problems. I also explained that a letter was sent to him on March

26 regarding this information. S. Stokes

04/12/99 At 8:30 a.m. and 8:32 a.m., I called Mr. Denson’s can be reached number

and left voice messages on his pager. I reminded him of the 10 a.m. informal

conference tomorrow, April 13, at FPC’s Winter Park office. I called the second | (:T
time to finish my telephone conversation regarding this concern. S. Stokes

04/12/99 I sent Ms. Cornell an E-mail requesting the names of the informal

conference participant from FPC. Since there were computer problem, I called
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her at 2:21 p.m. to get this information. They are: Shauna Burkes, Asst.
Counsel (Legal); Anne Gonzalez, Credit Departmeﬁt; and Carol Cornell. Also, she
says that final bill is now $368, since $189 for deposit plus interest was
applied to the account. Additionally, Ms. Cornell stated that the SSN shows
that it belongs to someone else in Philadephia. S. Stokes

04/13/99 Jennifer Erdman-Bridges and I went to FPC’s Winter Park office for the
10 a.m. informal conference. Although FPC’s representatives met for the
meeting, Mr. & Mrs. Denson did not come to the meeting. Therefore, we officially
adjourned at 10:53 a.m. Actually, we did not leave the building until 11:10
a.m. However, I asked the company for additional information regarding the

social security number and previous address prior to the Declaration Drive
address. FPC stated that the sociai security number listed on Mrs. Denson’s
account was 088-54-8304 and belongs to a Grace Pfeffer in Philadephia. The
company also stated that Mrs. Denson’s previous address prior to the Declaration
address for the transferred amount of $154.55 listed in its January 15, 1998,
report was 7622 Forest City Road, Orlando, Florida. S. Stokes

04/16/99 At 12:15 a.m., I called FPC and spoke with Ms. Carol Cornell. I asked
her to verify if the custoﬁer’s service was disconnected in December 1997 as
indicated in the original complaint, 198568I.

04/16/99 Report received, stating that the service was cut in error on December
23, 1997, for nonpayment and turned back on later that same day.

04/19/99 Since the last portion of the Jan. 15, 1998, report was missing from
the file, I asked FPC, Ms. Carol Cornell, to fax me a copy. RECEIVED.

[0
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Author: Kimberly M. Brown at nsc

Date: 1/15/88 1:00 PM

Friority: Normal

T0: sgonzale (sgonzale@psc.gtate.fl.us) at internet

Subject: Response for Rena Denson, 198568I

""""""""""""" mrmmem—mccumen-= MegtSage CONLENtS =——-——-——--amerm—— e hmmr e

Below is the response for Denson Inqu;ry I have faxed you all the
attachments. Please give ma a call if you have any questions.
’I‘hanks ’

Kimperly

FPSC LIMITED RESPONSE INQUIRY FORM
FPSC Analyst’'s Nama: Sam Gonzalez Inquiry Numbex: 1398S68I
Complaint‘s Name: Rena Denson

Customer of Record’s Name: Same as above

Service Address: 433 Declaration Drive

FPC Account Number: 48540-78116

Telephone Number(s): No phone number on account or given to the
Commission

Names of Prior FPC Contacts: Unknown

Date/Time Received by FPSC: 12/23/97 2:44 PM

Restate Custcmer’s Concern: The customer says that his service was

disconnected, even thought he had a previous arrangement that was put
on his account by your representatives, The customer wanted to have
the meter checked for accuracy after they had reported that scmeocne
had been stealing theix electricity service, so the account had a hold
put on the acgount until the meter was checked for accuracy. The meter
was not checked for almost 2 menths, and the customer says that they
continued to call you about this problem and they did not pay their
bill after your advisal. The customer was under the impression that
the aceount payment was on hold, until the meter was checked by your
field supervisors. Why was this customer’s service interrupted when
they had an agreement with your about this problem, and why was this
customar not informed of a problem with the arrangement when they
called into your offices? Could somecne look into this matteyr, and
send us a response by the due date?

Date and Time of Initial Contact by FPC: 12/29/58 9:18 AM
Customer Contacted By: Consumer Affairs Analyst Kimberly Brown left a
message for the customer.

On May 2, 1987, FPC transferraed in a previously owed amount of
$154.55(pexiod between March 5, 1596 through June 4, 1996). This
amount from a previous account was writtem off until the Densons
activated their curraent service.

On May 22, 1997, Mr. Denson wag cut for non-payment. On May 23, 1937
Ms. Denscn requested & reconnect with promise to pay $154.55 (amount
transferred in from previous account) plus deposit and April
bill($256.12). A credit extension was denied and Ms. Denson asked for
the number of the Public Service Commission. On May 23, 1997, Ms.
Denson made a payment of $180.00 only. The next payment made by Ms.
Dencon was on July 31, 1997 for $56.00 leaving a balance of $554.68.

on June 20, 1997 the Densons were cut non payment. On July 2, 19887,
payment for $306.26 was guaranteed by an agency. On July 3, 1997, Ms.
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‘Danson’s powar was cut back on that day.

Onn July 18, 1997, Ms. Denson called agking for more time tc pay her
current bill of $106.97. Ellen Baglio, Customer Solutions Centex
Repregentative advised M8. Danson she neaded to pay that amount by
July 25, 1998. On July 31, 1897, Ms. Denson wag cut for non payment.

On August 4, 1997 and on August 18, 1$97, FPC received payment of
$50.00 and $323.00(agency) respectively.

On Qetober 17, 1997, Mr. Denson called and gpoke with Amata Bowers,
Customer Solution Cantaer Supervisor. Mr. Denson said he feels his

bill is too high and he requested a meter tast, Ms. Bowers issued a
high bill inquiry.

FPC woerks closely with customers to determine the cause of high bills.
The company tests approXimately 1800 meters a year based solely on
high bill complaints. Less than one half of one percent test ocutside
of the range specified by the FPSC. FPC Mass Markets representatives,
therefore, work through a series of resolution steps tc identify the
cause of high bills. Meter testing is always available to the
customer based on the FPSC rules, however FPC will always reread the
meter as a preliminary step in resolving the high bill ¢omplaint.

On October 18, 1897, Mass Markets representative James Pooler reread
Ms. Denson’s meter and verified the reading of 71102 taken on
September 17, 19%7. The reading on October 18 was 72069, or a
difference of 967; a daily average of 31 kwh per day. On November 3,
1997, James Pooler sent Mr. Denson a latter verifying the accuracy of
the kilowatt-hours billed. Please see actachment. Exhibit B.

On November 19, 19397, Mr. Denson called and spoke with David Pettay,
Customer Solutions Center Rapresentative. Mr, Denson insisted FPC
test his meter on site and mail test result. On November 19, 1897,
Maxwell Wright, Coordinator, sent Mr. Denson a letter to set up a time
to have an on site meter test performed.

On December 1, 1997, Mr. Denson spoke to Cynthia Washington, Customer
Solutiens Canter Representative. Mr. Denson told Cynthia that the
next door neighbor is stealing power and is using an OUC meter for the
last 10 days. Ha said he would like to remain anonymous. He was not
sure of the address. NMr. Denson told Cynthia it was either unit 437,
424 or 415.

On December 2, 19397, Mr. Denson called Maxwell to schedule meter
testing at his homa. Maxwell arranged for Mike Nolan, Division
Meterman, to test the meter at 9:30 on December 5.

On Dacember 5, 1997, Maxwell spoke to Mike Nolan regarding the
scheduled meter test. Mike said his equipment was being repaired and
he would go by Mr. Denson’s home on December 8, 1997 to inform him of
the delay.

on Monday, December 8, 1937, Mike met Mr. Denson and t0ld him that his
meter equipment was being repaired. Mike did verify that when he
turned of£f all breakers to Mr. Dengon’s meter; the meter stopped
spinning. Mike explained that only the load on his breakers would
causae the meter to spin. No additional loads were found. Mike told
Mr. Denson he would come back and perform the on-site metexr taest in his
presence. That same day, Mr. Denson said he thought one of his
neighbors was stealing power. Mz. Denson told Mike he saw an OUC meter
in another unit’s meter base. Mike did not find anything that looked
suspicious.

On December 1§, Mr. Denson called and spoke with Rod Pasteur,
Coordinator. Mr. Denson asked when the on-site meter test would be
completed, Because the eguipment was still being repaired. Rod
suggested that FPC change out the meter and test it in accordance with
the Florida Public Service guidelines. Mx. Denson agreed, Rod placed
a “"do not cut” contact on the account: however, the account was cut in
error on December 23, 1897, due to non payment and turned on later
that day.

Actions Taken to Satisfy Customer: On December 30, 1997, Scott

Moeller, Account Specialist, went to Mr, Denson’s home and told him
Florida Power was in receipt of his FPSC inquiry. Mr. Denson was very
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upset that Florida Power cut off his power while the meter issue was
being investigated.

¢n January 8, 1928, thwell Wright spoke to Tim Farrens, Revenue
Protection, regarding Mr. Denson’'s concern that a neighbor was
st-ealing power. Mr. Farrens stated he found no indication of anyone
stealing power.

On Jeanuary §, 1998, Rod Pasteur received meter tests results and than
sent results Lo Ms. Denson. Meter tests results show meter tested
with 100.11 percent ac¢euwracy. Exhibit €.

Ont January 13, 19298, Charles Massey, Account Representative, reread
Ms, Denson’‘s meter. The mater reading ¢£f RO0623; reflects a daily
averags of 35 kWh per day; 18 days after the meter was changed. The
meter reading is in line with previecus usage. On Januaxy 13, Jean
Belyeu, Account Specialist, sent Ms. Denson a letter the showing
current status of her account. Exhibit D.

Qustomer Satisfied: Not sure. Jean Belyeu sent follow up
lettezr to customer on Januwary, 13, 1998.
Date Submitted: 1/15/98
Total Savings tec Customer as a Result of this Inquiry (if applicable):
Attachments: Yes. Attachments were faxed to the FPSC
Analyst
p@ 3OV NIWAV OAS 1SN Dd4 LLBE-TIS-LTL
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m: CAROL @ SMTP {Carol.C.Corn @fpc.com}
‘ShirTey Stokes ‘ '
iject: Denson

:NOTE 4/16/99=12:33pm
BERGHOEF @ SMTP {Berghoefer_Kimberly_J/nsc@sv003.fpc.com}

:urn-Path: <Carol.C.Cornell@fpc.com>
.eived: from fpc.com (199.184.211.2)

by mail.psc.state.f1.us (Connect2-SMTP 4.30A.1000128)

for <sstokes@psc.state.fl.us>; Fri, 16 Apr 1999 12:28:41 -0400
.eived: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)

id AA29905; Fri, 16 Apr 99 11:23:50 EST
eived: from localhost (root@localhost)

by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id MAA21862

for sstokes@psc.state.fl.us; Fri, 16 Apr 1999 12:21:24 -0400 (EDT)
m: Carol.C.Cornell@fpc.com
)jpenmail-Hops: 2.
e: Fri, 16 Apr 1999 12:33:32 -0400
sage-Id: <H000029300f87d7e@MHS>
ject: Denson
ie-Version: 1.0

sstokes@psc.state.fl.us

Berghoefer_Kimberly_J/nsc@sv003.fpc.com
tent-Type: text/plain; charset=US-ASCII; name="cc:Mail"
tent-Disposition: inline; filename="cc:Mail"
tent-Transfer-Encoding: 7bit

Shirley

In reviewing our response submitted 1/15/98, the last paragraph states
"Rod p1a§ed a Do Not Cut contact on the account; however, the account
was cut in error on December 23, 1997 due to non payment and turned on
later that day."

Hope that helps. Let me know if I can be of any further assistance.

Carol
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’rinted DYy Shirley stokes 4/14/99

8:32am

‘rom: Shirley Stokes COWFIRMED
o:
AROL @ SMTP
{Carol.C.Cornell@fpc.com}
subject: ]

)enson, Rena, Tomorrow's (April
13, 1999) Informal Conference

Irs. Jennifer Erdman-Bridges and I are
ylanning to participate in the informal
.onference at FPC's Winter Park office at
.0 a.m. on April 13, 1999,

Mease send me a 1ist of the names of
‘PC's representatives who will participate
n this conference.

‘hanks.

=y

age: 1



inted by Shirley Stokes 4/01/99 3:45pm

sm: CAROL @ SMTP {Carol.C.Cornell@fpc.com}

/ DeMello, Jennifer Erdman-Bridges, John Plescow, Leroy Rasberry, Pamela
Johnson, Shirley Stokes
sject: Denson Info...

=NOTE 4/01/99==3:32pm

RCHOEF @ SMTP {Berghoefer_Kimberly_J]/nsc@sv003.fpc.com}, GONZALEZ @ SMTP
{GONZALEZ_SHEILA_A/nsc@sv003.fpc.com}, TOMLINSO @ SMTP
{Tomlinson_David_W/nsc@sv003.fpc.com}
turn-Path: <Carol.C.Cornell@fpc.com>
ceived: from fpc.com (199.184.211.2)
by mail.psc.state.f1.us (Connect2-SMTP 4,30A.1000128);
Thu, 1 Apr 1999 15:29:10 -0500 ,

ceijved: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)
id AA09144; Thu, 1 Apr 99 15:23:26 EST

ceived: from Tocalhost (root@localhost)
by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id PAAl13774;
Thu, 1 Apr 1999 15:21:05 -0500 (EST)

om: Carol.C.Cornell@fpc.com

Openmail-Hops: 2

te: Thu, 1 Apr 1999 15:32:40 -0500

:ssage-Id: <H000029300f1f0df@MHS>

lbject: Denson Info...

me-Version: 1.0
y: bdemello@psc.state.fl.us, jerdmanb@psc.state.f1.us,

jplescow@psc.state.fl.us, lrasberr@psc.state.f1.us,
pjohnson@psc.state.f1.us, sstokes@psc.state.f].us
: Tomlinson_David_W/nsc@sv003.fpc.com,
Berghoefer_Kimberly_J/nsc@sv003.fpc.com,
GONZALEZ_SHEILA_A/nsc@sv003.fpc.com
ntent-Type: text/plain; charset=US-ASCII; name="cc:Mail"
ntent-Disposition: inline; filename="cc:Mail"
sntent-Transfer-Encoding: 7bit

---------------- [ Content-type: text/plain; name=cc:Mail J--------=--=-----
Our Revenue Protection Investigator found that Denson residence
appears to be VACATED. There are no curtains and it appears to have

no furniture.

Please call me with any questions.

Carol
FPC
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SENDER:
= Complete items 1 and/or 2 for additional services.
sComplete items 3, 4a, and 4b.

card to you.,

delivered.-

#Print your name and address on the reverse of this form so that we can retum this extra fee):
s Attach this forin to the front of the mailpiece, or on the back if space does not .

permit.
aWrile "Refun Receipt Requssted” on the mailpiece below the article number.
#The Retum Recaipt will show to whom the article was delivered and the date

| also wish to receive the
following services (for an

1. {3 Addres3see's Address
2.0 Restricted Delivery
Consult postmaster for fee.

3. Article Addressed fo:
Ms. Rena Denson

4a. Article Number
P 263 573 887

664 Creekwood Drive. .
Orlando,

4b. Service Type

Registered [ Certified
Express Mail O Insured
Retum Receipt for Merchandise [J COD

Date of Delivery

B

5. Received By: (Print Nam@}..p, of Consumer
L.

6. Signature: (Addressee or Agent)

X

ls your RETUBN ADDRESS completed on the reverse side?

| B) Addressee’s Address (Only if requested

and fee is paid)

Thank you for using Return Receipt Service.

PS Form 3811, December 1994

Domestic Return Receipt

/8



HP OfficeJet ] . .ax Log Report
Personal Printer/Fax/Copier N~

Mar-26-99 03:05PM ™\

Identification Result Pages Type Date Time Duration Diagnostic

617275623877 OK 02 Sent Mar-26 03:04P 00:00:50 002582030022

L30 28



STATE OF FLORIDA

D1vISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLO

DIRECTOR

(850)413-6100

ToLL FREE 1-800-342-3552

Commissioners:

JOE GARCIA, CHAIRMAN
J. TERRY DEASON
SusaN F. CLARK

JULIA L. JOHNSON

E. LEON JACOBS, JR.

Public Serbvice Commission

FACSIMILE TRANSMITTAL COVER SHEET

DATE: \‘//M W/ﬁ QC / 7?9

— 7

T0:

OFFIC USINESS:_EiM )ﬂ Aulee 0@«7@@7;/

FAXNUMBER: 727 / S¢t2- 3377

FROM: DIVISION OF CONSUMER AFFAIRS / ML%

FAXNUMBER: (850) 4136362~ (5] 3 b
TELEPHONE NUMBER: (850) 413 4366-0R¥860=3423552 ~(o [R5

oMMENTS:_ Y AP ',‘,_ 23 /48[~ otioon
N Rience 20 jregts (eo. altocflod [foTPe o [

It Mao. Befle. §)o pecobey Ho . [l /3
[3P9 1w povual. O onfennos 2 ,
NUMBER OF PAGES, INCLUDING THIS COVER SHEET: X

CAPITAL CIRCLE OFFICE CENTER ®2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, FL 32399-0850
An Affirmative Action/Equal Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.US
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inted by Shirley Stokes 3/26/99 L:lspm

v DeMello, Jennifer Erdman-Bridges, Leroy Rasberry, Pamela Johnson, Shirley

Stokes -
bject: Denson

=NOTE 3/26/99=12:34pm

om: CAROL @ SMTP {Carol.C.Cornell@fpc.com} S

‘RGHOEF @ SMTP {Berghoefer_Kimberly_J/nsc@sv003.fpc.com}, TOMLINSO @ SMTP
{Tomlinson_David_W/nsc@sv003.fpc.com}
iturn-Path: <Carol.C.Cornell@fpc.com>
iceived: from fpc.com (199.184.211.2)
by mail.psc.state.f1.us (Connect2-SMTP 4.30A.1000128);
Fri, 26 Mar 1999 12:32:33 -0500
sceived: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)
id AA20660; Fri, 26 Mar 99 12:25:00 EST
sceived: from localhost (root@localhost)
by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id MAA16699;
Fri, 26 Mar 1999 12:22:41 -0500 (EST)
~om: Carol.C.Cornell@fpc.com
-Openmail-Hops: 2
ate: Fri, 26 Mar 1999 12:34:06 -0500
assage-Id: <H000029300ef6c5e@MHS>
ubject: Denson
ime-Version: 1.0
o: bdemello@psc.state.fl.us, jerdmanb@psc.state.fl.us,
Trasberr@psc.state.f1.us, pjohnson@psc.state.f1.us,
sstokes@psc.state.f1.us
c: Tomlinson_David_W/nsc@sv003.fpc.com,
Berghoefer_Kimberly_J/nsc@sv003.fpc.com
ontent-Type: text/plain; charset=US-ASCII; name="cc:Mail"
ontent-Disposition: inline; filename="cc:Mail"
ontent-Transfer-Encoding: 7bit

---------------- [ Content-type: text/plain; name=cc:Majl J-----~--c-eouommn
Directions to the Winter Park Florida Power Office

I-4 to Fairbanks exit - turn East toward Winter Park. Cross Highway
17-92. Next 1light after 17-92, turn right on Denning. The next light
will be a three way intersection of Orange Ave, Denning and Minnesota.
Continue through this intersection and then turn left into the
office. (Office is located just before the railroad tracks.)

From Hwy 436, travel West on Aloma Ave toward city of Winter Park.
Aloma Ave will split into two roads (Orange and Fairbanks). At this
intersection, vear Teft onto QOrange Ave. Continue to the three way
intersection of Orange, Denning and Minnesota and turn left on
Denning. FPC office is Tocated on the left hand side, just before the
railroad tracks.)

I have reserved a conference room at this facility for our use for
April 13th at 10 am.

Carol

Page: 1



inted by Shirley Stokes 3/26/99 10:52am

om: CAROL @ SMTP {Carol.C.Cornell@fpc.com} c<—)

RGHOEF @ SMTP {Berghoefer_Kimberly_J/nsc@sv003.fpc.com}, Bev DeMello,
Jennifer Erdman-~Bridges, Leroy Rasberry, Pamela Johnson, Shirley Stokes,
TOMLINSO @ SMTP {Tomlinson_David_W/nsc@sv003.fpc.com}

bject: DENSON....

=NOTE 3/26/99=10:29am

turn-Path: <Carol.C.Cornell@fpc.com>
ceived: from fpc.com (199.184.211.2)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128);
Fri, 26 Mar 1999 10:27:45 -0500

.ceived: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)
id AA17624; Fri, 26 Mar 99 10:20:09 EST

iceived: from lTocalhost (root@localhost)
by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id KAA06041;
Fri, 26 Mar 1999 10:17:49 -0500 (EST)

‘om: Carol.C.Cornell@fpc.com

-Openmail-Hops: 2

ite: Fri, 26 Mar 1999 10:29:18 -0500

:ssage-Id: <H000029300ef4e20@MHS>

ibject: DENSON....

ime-Version: 1.0

> lrasberr@psc.state.fl.us, jerdmanb@psc.state.f].us,

sstokes@psc.state.fl.us, pjohnson@psc.state.fl.us,
bdemello@psc.state.fl.us, Tomlinson_David_W/nsc@sv003.fpc.com,
Berghoefer_Kimberly_J/nsc@sv003.fpc.com

>ntent-Type: text/plain; charset=US-ASCII; name="cc:Mail"

sntent-Disposition: inline; filename="cc:Mail"

ontent-Transfer-Encoding: 7bit

---------------- [ Content-type: text/plain; name=cc:Mail ]-------===c=-o---
The Denson's still have not paid so we had Revenue Protection drive by
to verify the service is still off. The Revenue Protection
Investigator could not verify that the service is still off as the
MOVING VAN was blocking the meter.

We will check the residence next week to verify that they are still
there.

Carol

e R R R R R T e e e ]

?age: 1



Type
R M Sonser » 135726399 boxmatbe
State ZIP CODE (Required) itbome Cuslomer account no, |checked.with an *X
Assumed Express
- Bifl Service unless
\LLAHASSEE 32399 (] Rece ervisenoed.
t by (Name/Dept) Phone Number Airborne Cuslomer account no.
Bl 3rd o Atomoon
Pary » Shipments over
TO (Company) Auboma Customer account no.
Paid in Ne.
f\R + Ps &V\ﬁ(\/f\l [JRadin, & 's PO (ciic: . 5 1)
3] Address Billing Reference wit appear on invoice dastinations only.
CPﬁ d\uuc XN \\’3&\ %
State ZIP CO| (Requlred)
. Second Da
)R '3 Ffl — HEN . {Lelter- 15 !bs)
ition: (Nama/Depl) Phone Number (important) Special Instructions ABSENI A manen ENT VALUATION,
A'S LABILITY IS ISLMTED 1O
L] gosercon, [] sotaa N B,
elivel ige) me
riplion it o4l locations) R C Ot AL DAVA TEAMS T
\ I — CONDITIONS ON HEVERSE SIDE OF Tris
- (C,Llﬁ 4 ':l Lab Pack E:l SCACARB Fro s NO. 91-0857468
THANK YOU FOR SHIPPING WITH AIRBORNE EXPRESS Declared Full Shipment Valuation .
Value Insurance /"RBOR"E
er's Date D D
ture > or $ : P REss
0 Signature Route No. Dale Time Recelved Al . ————
01 Drop Box # H Tomina PO BOX 662, SEATTLE, WA 98111.0662
SENDER'S COPY
154
V.Sl A, CA.Q./QDA DU+ ,Lw J)p(
%4 . él A i .‘,\ 0
2279 .o

3

502

"l’ll

T’Z M)

v e \MA\

o 2

XA Hay 4B, f~

d)(iMA



FPC CUST SVC ADMIN PAGE a1

CONSUMER AFFAIRS DEPARTMENT
1-888-634-4354
Fax: 727-562-3877

Date: / 2 féii Phone:

T ﬁa/ . L b\/‘\/j Fax:

From: Kim Berghoefer Phone: (727) 562-3886
Fax: (727) 562-3877

47 Pages Including Cover

Comments: W

GENERAL QFFCE: 3201 Thirty-fourth Streat South « P.O. Box 14042 « St, Petersourg « Forida 33733 « (813) 866-5151
‘ A Floficta Progrress Company



CURARITI lorida [Customer Service System Date: 03/22099
mqgggl; Account Activity bage: 10f3
¥%+% Account Information $*** *4eiv_Current Account Status  **eex
Account Number: Mail To: Cunent Bill: $8237 Excess Credit Amount: §0.00
T8446-98145 RENA DBNSON Billed Prior: $468.89 Unbilled Balance: $0.00
664 CREEKWOOD DR Balance Due: $551.26
Requested By: ORLANDOD FL 32809
RENA DENSON
(407)533-3900  Extenslon:
DATE RELATING TQ EB1 (1] CREDIT AMOUNT TOTAL BILL BALANCE FORWARD  DAYSUSED KWH
031899 Service Clarge $27.00
01899 Regular Bil) $551.26 $468 82 29 0000844 -
03718499 BLECTRIC SERVICB $74.93
0315499 Late Paymeat Charge $1.44
. 02/12/99 Regular Bill $495.89 $42347 28 0000712
w1199 ELECTRIC SERVICE $66.47
02415499 Lato Payment Charge $595
42199 Payment $200.00
0112199 Regular Bill $42347 $303.34 0000000
012799 DAY CONP RECONNECT CHARGE $27.00
012099 Regulas Bill $596.47 $476.34 33 0001405
01120/99 ELECTRIC SERVICE Sliz4s
0171399 Late Payment Charge ST.1S
12/18/98 Repulas Bill $426.84 $408.95 31 0000638
12718/98 ELECTRIC SERVICE $62.16
1211198 Late Payment Charge $5.73
12702/98 Payment $38825
1270098 DAY CONP RECONNECT CHARGR $27.00
101198 Regular Bil} $770.20 $719.34 29 1000363
11/17/98 ELECTRIC SERVICB $40.07
1113/98 Late Pagment Charge $10.79
10719/98 Regular Bill $N19.34 $643.38 3 0000694
1071998 ELECTRIC SERVICE $65.80 '
1075098 Latc Payment Charge $9.66

KW .
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CURAR1IT)

Customer Service System Date: 0322/%9
Account Activity Page: 2of3
Acconnt Number:  78446--98145 . Requested By: RBNA DENSON Phone:  {407) 533-3900 Extension:
DATE RELATING TO DEBIY AMOUNT  CREDIT AMOUNI JOTAL BILL, BAULANCEFORWARD  PAYSUSED  KWil kw
09718/98 Regutar Bill §643.38 $563.73 31 06000783
09/18/98 PLECTRIC SERVICE $71.69
09111198 Late Payment Chiarge $8.46
08N%/93 Regulas Bill §561.13 $415.70 29 0000927
0871898 ELECTRIC SERVICE $80.8%
0B/13/98 Late Paymsent Charge $7.14
08710/98 Payment 9.0
07120098 Regular Bill $566.73 503 32 0001383
0720098 ELECIRIC SERVICE $115.02
0711498 Late Payrent Chasge $6.63
06722/98 Payment $47.30
0671898 Regulas Bill $492.33 $401.30 i 0000988
06/18/98 ELECTRIC SERVICE S84.83
0671598 Deposit laterest $1231
0671198 Late Payment Charge $6.20
05/27/98 Payment 4
0526198 Miscellmnecous 36.77
05/26/98 Miscellaneaus 36.41
051898 Regulas Bill $174.56 $42126 28 00373
05/18/98 ELECTRIC SERVICE 54039
0571498 Late Paymcnot Chasge o4l
04r21198 Paymcol $78.38
04120/98 Regular Bitl $505.64 $451.10 32 0000456
0420/98 ELECTRIC SERVICE 41N
0411598 Late Payment Chasge §6.7
03719/98 Reguluor Biil $451.10 30 0000897
0319598 BLECTRKC SERVICE $78.32
03/11/98 Payment $58.30
0310498 Transfer Debit $in2nn
02717798 Regular Bill §58.30 §] 0000000

37
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CURARITA lorlda [Customer Service System :,) e ‘3)3(:;/99
et age: 3o
rower Account Activity
Account Number:  78446--98145 Requested Dy:  RENA DENSON Phone:  (407) 533-3900 Extension:

DATE RELATING TO DEBITAMOUNT  CREDIT AMOUNT TOTALBILL BALANCE FORWARD  DAYSUSED KWH KW
021798 ELECTRIC SERVICE CHARGE $15.00

017198 ELECTRIC SERVICE $43.30

021198 Transfer $180.00

0211/98 Paid In Advance $180.00

Ll ~t
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CURARI73

larida
er

Customer Service System

Accaunt Activity

Dete: 03/22/99
Page: 1of2

A

@40--‘[&1 Sewvie Bddress

DPATE

03/04/98
02710498
02/10/98
02/03/98
01721738
0172198
oLae8

121997

1219497

1212097

V1897

L1857

/1497

(2097

102097

1613492

1070197
09117192
W17
09711097
OWBMT
0818097
08218497
0’1497

k344 Account Information *¥¥4*

ber:

Ha3 Peclaralion (Dﬁ
Requested By: @V lando FL

RENA DENSON
(407)533-3900  Extension:

RELATING TO

Transfer

Regular Bill
ELECTRIC SERVICB
Pryment

Regulas Bill
ELECTRIC SERVICE
Late Paymeat Chacge
Regulas Bili
ELECTRIC SERVICE
Late Payment Charge
Regular Bill
ELECTRIC SERVICE
Late Payment Charge
Regutar Bit
ELECTRIC SERVICE
Late Payment Chasge
Payment

Regular Bill
ELECTRIC SERVICE
Late Payment Choarge
Payment

Regulas Bill
BLECTRIC SERVICE
Late Payment Chasge

32

by

Mall To:

RENA DENSON
664 CREEKWOOD DR
ORLANDO

DEBITAMQUNT  CREDIT AMOUNT

FL 32809

$52.11
$84.61
$4.97

$81.48
$3.69

$67.12
$2.64

s82.82

$1.38

§88.63
$3.33

$119.96

$6.28

$31278

$100.00

$221 68

$323.00

&84 Cyrrent Account Status  #*+1x

Curreat Bill:
Billed Prioy:
Balance Duc:

371278

$42067

$331.09

$24592

$176.16

$313.64

$221.68

TQTALBILL

$32067

$i31.09

$245.92

$176.16

591.96

$21.68

$95.44

$0.00 Bxcess Ceedit Amount:
$0.00 Unbilled Balance:
$0.00
BALANCEFORWARD  DAYSUSED KW

16 0000640
3 0000995
3 0000946
k] 0000722
3 0000967
30 0001050
30 0001457
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ronua | Customer Service;Sﬁm Dau b
@ I:gg‘%{ 7 Account Activity Page: 2012
Account Number:  48540-78516 Requesied By: RENA DENSON Phone:  (407) 533-3900 Extension: -
DATE RELATING TO . DEBITAMOUNT CREDIT AMOUNT TOTAL BILL, BALANCEFORWARD  DAYSUSED KwWH
0304/97 Paymeat $50.00
091131097 Payment $56.00
07219 Regulas Bill $52444 $440.23 3 0000979
02141 Ef ECTRIC SERVICE $801
0491 Late Payment Chasge $6.20
01/03897 DAY CONP RECONNECT CHARGE 521.00
0611397 Regular Bil) #1i2a $333.26 30 0000823
06/18/97 BLECTRIC SERVICR $75.33
06/12/97 Lal¢ Payment Charge $459 .
O5/27/97 DAY CONP RECONNECT CHARGB $22.00
0323197 Payment $180.00
051997 Regular Bill $486.26 $41067 30 0000768
051991 ELECTRIC SERVICE $1.7S
ONLS97 Late Payment Charge $3.84
05402197 Transfer Debit $94.48
050297 Transfer Debit $20.00
05/02/92 Transfer Debit $40.07
04121197 Reguler Bil) $256.12 $180.00 8 0000723
Q424497 ELECTRIC SERVICE 6112
0420197 ELECTRIC SERVICE CHARGE $15.00
011197 DEPOSIT $180.00

30



. STATE OF FLORIDA ‘

Commissioners: DIVISION OF CONSUMER AFFAIRS
JOE GARCIA, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

SusaN F. CLARK (850)413-6100

JULIA L. JOHNSON
E. LEON JACOBS, JR.

\
ToLL FREE 1-800-342-3552 m

Public Serbice Commission

March 19, 1999

Mr. Gene Denson
664 Creekwood Drive
Orlando, FL 3209

Dear Mr. Denson:
As you requested enclosed are copies of the two billing and payment histories of addresses in
question, for 433 Decorational Drive, Orlando, F1 32809, and 664 Creekwood Drive, Orlando,

Florida 32809. Additonally, I am enclosing copies of both entire files on your complaints,
#237481R, and 198568I.

I will expect a call from you and Mrs. Denson on Monday, March 22, 1999, at 10 am. to
discuss your account status with Florida Power Corporation.

Sincerely,

Leroy A. Rasberry

Chief, Bureau of Complaint Resolution

LAR

cc: FPC

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equal Opportunity Employer
PSC Website: www.scri.net/psc Internet E-mail: contact@psc.state.fl.us



. STATE OF FLORIDA .

Commissioners: D1viSION OF CONSUMER AFFAIRS
JOE GARCIA, CHAIRMAN BEVERLEE DEMELLO

J. TERRY DEASON DIRECTOR

SusaN F. CLARK (850) 413-6100

ToLL FREE 1-800-342-3552

Public Serbice Commission

March 2, 1999

JULIA L. JOHNSON
E. LEON JACOBS, JR.

Ms. Rena Denson
664 Creekwood Drive
Orlando, FL 32809

CERTIFIED MAIL
Re: FPSC Inquiry #237481R
Dear Ms. Denson:

This is a follow-up to your request for an informal conference against Florida Power
Corporation. Unfortunately, I have been unable to reach you by phone to further discuss your
concerns. In order to proceed with this informal conference process, please contact me at your
earliest convenience.

Also, I would like to take this opportunity to clarify the disputed and undisputed amounts. As
of February 26, 1999, documentation shows that the entire balance due on your account is $495.89.
Based on mformatlon provided by both you and the utility, the amount in dispute is $152.00. This
disputed amount is subject to protection until this matter is resolved. Please understand that the
remaining unpaid balance of $343.89 is considered undisputed and not subject to protection.
Therefore, to avoid possible service interruption, the undisputed amount should be paid by March
19, 1999. Also, please understand that all future charges for electric consumption are not considered
part of this dispute.

Again, please contact me at your earliest convenience so that we can address your concerns.
You may reach me at 1-800-342-3552, at my direct line 1- 850—413-6115 or by E-mail at
jplescow@psc.state.fl.us.

Sincerely,

Z@f% %ﬂf%ﬂv\r

Regulatory Specialist IT

c: Florida Power Corporation

CAPITAL CIRCLE OFFICE CENTER *2540 SHUMARD OAK BOULEVARD *TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equal Opportunity Employer
PSC Website: www.scrinet/psc Internet E-mail: contact@psc.state.flus
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-~ Public éerbiu: Commission e
A

State of Florida
-M-E-M-0-R-A-N-D-U-M-

DATE: February 1, 1999
TO: John Plescow - Regulatory/Supervisor Consuitant

FROM: Leroy A. Rasberry - Bureau Chief of Complaint Resolutions - Division of Consume@//
Affairs
RE: Informal Conference Request

You have been assigned the informal conference request of Mr. and Mrs. Gene Denson
against Florida Power Corporation. If at all possible, please handle this request as a video

teleconference.

237481R - Denson, Gene and Rena
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STATE OF FLORIDA

DIVISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLO
DIRECTOR

(850) 413-6100 .
TOLL FREE 1-800-342-3552

Public Serbice Commission

Commissioners:

JOE GARCIA, CHAIRMAN
J. TERRY DEASON
SusaN F. CLARK

JULIA L. JOHNSON

E. LEON JACOBS, JR.

FACSIMILE TRANSMITTAL COVER SHEET

February 1, 1999
DATE: -~

TO: Carol Cornell

OFFICE/BUSINESS: Florida Power Corporation

FAX NUMBER: (727) 562-3877

FROM: DIVISION OF CONSUMER AFFAIRS
FAX NUMBER: (850) 413-6362

TELEPHONE NUMBER: (850) 413-6100 OR 1-800-342-3552

COMMENTS:

NUMBER OF PAGES, INCLUDING THIS COVER SHEET: 3

CAPITAL CIRCLE OFFICE CENTER 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An Affirmative Action/Equal Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.US
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Commissioners: Dr1visION OF CONSUMER AFFAIRS

JOE GARCIA, CHAIRMAN BEVERLEE DEMELLO
J. TERRY DEASON DIRECTOR
SUSAN F. CLARK (850)413-6100

TOLL FREE 1-800-342-3552

Public Serbvice Commission

February 1, 1999

JULIA L. JOHNSON
E. LEON JACOBS, JR.

Mr. and Mrs. Gene Denson
664 Creekwood Drive
Orlando, FL 32809

Dear Mr. and Mrs. Denson:

.This is to inform you that the Florida Public Service Commission (PSC) received your letter
requesting an informal conference against Florida Power Corporation. Your request has been
assigned to Mr. John Plescow, who will be contacting you in the near future to discuss your

concerns.

If you have any questions, please contact him toll-free at 1-800-342-3552, by toll-free fax
at 1-800-511-0809, or if you wish, at his direct line 1-850-413-6115, or via e-mail at

jplescow@psc.state.fl.us.
Sincerely, C) w/{
gc

Leroy A. Rasberry, Chief
Bureau of Complaint Resolution
Division of Consumer Affairs

LAR:ewe

¢: Florida Power Corporation

CAPITAL CIRCLE OFFICE CENTER *2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equal Opportunity Employer

PSC Website: www2.scri.net/pse Internet E-mail: contact@psc.state.fl.us
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‘ STATE OF FLORIDA ‘

DIVISION OF CONSUMER AFFAIRS
BEVERLEE DEMELLO

DIRECTOR k

oL Fror 1-800-342.3552 m
Public Serbice Commission

January 13, 1999

Commissioners:

JOE GARCIA, CHAIRMAN
J. TERRY DEASON
SusaN F. CLARK

JULIA L. JOHNSON

E. LEON JACOBS, JR.

Mrs. Rena Denson
433 Decorational Dr.
Orlando, FL 32809

Re: Inquiry# 198568I
Dear Mrs. Denson:

. Thisisa follow-.up to your recent inquiry regarding the high electric bill you received from
Floria Power Corp.oratlon.. I certainly understand your concerns. First, let me give you some
background on Florida Public Service Commission (PSC) rules and electric meters.

PSC rules require electric meters to register a weighted average accuracy rating of between
98% and 102%. If a meter is found to register more than the maximum allowed, the PSC requires
the utility to credit the customer’s bill.

In this case, the elecpic company tested your meter and found it to be registering within the
limits set by this Commission. This means the company billed you properly.

Neither the Commission nor the electric company can tell you exactly how the energy was
used, only that it registered on an accurately working meter. In order for me to require a utility to
adjust a bill, I must have conclusive proof that the meter malfunctioned or that the company applied
improper rates. To do otherwise would give one customer an unfair advantage over all the other
customers of the utility.

You may want to consider having an energy audit performed, if you have not already done
so. You will need to call your electric company to have the audit scheduled. On the day of the
scheduled audit, a utility representative will come to your home and thoroughly check your
appliances and review the electricity usage within your home.

I wish that every complaint filed with the Commission could be resolved to the complete
satisfaction of the customer, but that is not always possible. Sometimes all we can do is be sure that
the utility is not in violation of any rule or tariff, has applied proper rates and has not made any
errors in metering or billing. In this case, the company appears to be within PSC guidelines.

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD ¢ TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equai Opportunity Employer

PSC Website: www2.scri.net/psc Internet E-mail: contact'd psc.state.fl.us



Mrs. Rena Denson | Q
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January 13, 1999

On the other hand, if you wish to save money on your electric bill, here are some useful tips:

Don’t heat or cool an unused room, and always turn off lights you’re not using.

. Switch to energy-saving halogen bulbs.

. In the winter, set your thermostat no higher than 68 degrees, lower if you can stand it.
Instead of turning up the heat, put on a sweater. Use blankets or down comforters at night
and turn the heat off completely.

. In summer, set your thermostat no lower than 78 degrees, higher if you can. (Every
degree counts—lowering the thermostat to 76 degrees increases your energy consumption
by 35 percent.)

. Do as much laundry and household cleaning as possible with cold water.

. Clean or replace filters in air conditioning and heating systems regularly. Keep outside

units free of leaves or debris that may clog vents. Interference with the free flow of air
makes the unit work harder and cost more to operate.

. Repair leaky faucets promptly.

. Weatherstrip and caulk doors and windows, saving up to 10 percent of your heating bill.
It’s easy to do yourself and costs about 325 for the average house.

. On a nice day, hang your clothes outside to dry.

. Insulate your attic to a :inimum of R-26. In an attic with old insulation, you may not be
able to tell the R-value. But if you have three inches or less of old insulation, chances are
you need to bring the insulation level up to the recommended level. Talk to a reputable
insulation dealer or with your local building inspector or county agent for more
information on insulating your home.

. Install ceiling fans and delay turning on your air conditioning.

. Install a whole-house ventilating fan in your attic or in an upstairs window to cool the
house when it’s cool outside, even if you have central air-conditioning.



Mrs. Rena Denson
Page 3
January 13, 1999

Thank you for this opportunity to address your concems. If you have any questions or need further
assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-511-0809, or by
E-mail at sgonzale@psc.state.fl.us.

Sincerely

Samuel R. Gonzalez
Regulatory Specialist IT

Enclosures (2)

SN



. STATE OF FLORIDA .
Commissioners: DIVISION OF CONSUMER AFFAIRS
JULIA L. JOHNSON, CHAIRMAN BEVERLEE DEMELLO W
J. TERRY DEASON
SUSAN F. CLARK Q\
JOE GARCIA
E.LeoN JACOBS, JR.

DIRECTOR
(850)413-6100
TOLL FREE 1-800-342-3552

Public Serbice Commission

December 30, 1998

Ms. Rena Denson
664 Creekwood Drive
Orlando, Florida

Re: FPSC Inquiry# 237481R

Dear Ms. Denson:

This is a follow-up to your recent inquiry regarding the electric bill you received from
Florida Power Corporation. I certainly understand your concerns.

PSC rules require el.ectn'c meters to register a weighted average accuracy rating of between
98% and 102%. If a meter is found to register more than the maximum allowed, the PSC requires
the utility to credit the customer’s bill.

. In this case, Fhe electric company holds the position that this complaint covers the same
issues as your previous complaint logged December 23, 1997 (198568I). The Commission
determined that FPC was not in violation of Commission rules or the company’s tariffs.

In the time since your initial complaint was filed, you moved to 664 Creekwood Drive,
Orlando. Prior to December 2, 1998 the last payment received on your acccount was August 10,
1998. At this time, you are eligible for disconnection for non-payment for the amount of $331.09.
A letter was mailed via regular and certified mail on December 2, 1998 advising payment must be
received prior to December 10, 1998. The amount that you are disputing in your recent complaint
is $152.00. This still leaves you eligible for disconnection for the difference of $179.09.

Neither the Commission nor the electric company can tell you exactly how the energy was
used, only that it registered on an accurately working meter. In order for me to require a utility to
adjust a bill, I must have conclusive proof that the meter malfunctioned or that the company applied
improper rates. To do otherwise would give one customer an unfair advantage over all the other

customers of the utility.

I wish that every complaint filed with the Commission could be resolved to the complete
satisfaction of the customer, but that is not always possible. Sometimes all we can do is be sure that
the utility is not in violation of any rule or tariff, has applied proper rates and has not made any

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850

An Affirmative Action/Equal Opportunity Empioyer
PSC Website: www2.scrinet/psc Internet E-mail: contact@psc.state.flus
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December 30, 1998
errors in metering or billing. In this case, the company appears to be within PSC guidelines.
On the other hand, if you wish to save money on your electric bill, here are some useful tips:
. Don’t heat or cool an unused room, and always turn off lights you’re not using.
. Switch to energy-saving halogen bulbs.
. In the winter, set your thermostat no higher than 68 degrees, lower if you can stand it.

Instead of turning up the heat, put on a sweater. Use blankets or down comforters at night
and turn the heat off completely.

. In summer, set your thermostat no lower than 78 degrees, higher if you can. (Every
degree counts—lowering the thermostat to 76 degrees increases your energy consumption
by 35 percent.)

. Do as much laundry and household cleaning as possible with cold water.

. Clean or replace filters in air conditioning and heating systems regularly. Keep outside
units free of leaves or debris that may clog vents. Interference with the free flow of air
makes the unit work harder and cost more to operate.

. Repair leaky faucets promptly.

. Weatherstrip and caulk doors and windows, saving up to 10 percent of your heating bill.
It’s easy to do yourself and costs about $25 for the average house.

. On a nice day, hang your clothes outside to dry.

. Insulate your attic to a minimum of R-26. In an attic with old insulation, you may not be
able to tell the R-value. But if you have three inches or less of old insulation, chances are
you need to bring the insulation level up to the recommended level. Talk to a reputable
insulation dealer or with your local building inspector or county agent for more
information on insulating your home.

. Install ceiling fans and delay turning on your air conditioning.

. Install a whole-house ventilating fan in your attic or in an upstairs window to cool the
house when it’s cool outside, even if you have central air-conditioning.
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Thank you for this opportunity to address your concerns. If you have any questions or need
further assistance, please contact me toll free at 1-800-342-3552, by fax toll free at 1-800-511-0809
or by E-mail at tgordon@psc.state.fl.us.

Sincerely,

C ;—i mmﬁ ?Z’-.\,_@mdan
T: V.Gordon

Regulatory Specialist

BD/

q\
>~



inted by Tarrah Gordon 12/29/98 g8:02am

: Tarrah Gordon
bject: Denson = 237481R
=NOTE 12/28/98==1:48pm
turn-Path: <Kimberly.J.Berghoefer@fpc.com>
ceived: from fpc.com (199.184.211.2)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128)
for <tgordon@psc.state.fl.us>; Mon, 28 Dec 1998 13:41:55 -0500
ceived: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)
id AA13255; Mon, 28 Dec 98 13:42:25 EST
ceived: from localhost (root@localhost)
by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id NAAO1551
for tgordon@psc.state.fl.us; Mon, 28 Dec 1998 13:40:41 -0500 (EST)
om: Kimberly.J.Berghoefer@fpc.com
Openmail-Hops: 2 -
te: Mon, 28 Dec 1998 13:48:24 -0500
ssage-Id: <H00000c600c6d3b9EeMHS>
bject: Denson - 237481R
me-Version: 1.0
: tgordonépsc.state.fl.us
ntent-Type: multipart/mixed; boundary="openmail-part-0fbed4ac-00000001"

om: KIMBERLY @ SMTP {Kimberly.J.Berghoefer@fpc.com} L/ﬂ)

As per below, I'd like to confirm that you've closed this complaint as
well.

Thank you,

Kim

Forward Header

bject: Denson - 237481R 3
thor: Kimberly J. Berghoefer at nsc
te: 12/11/98 10:52 AM

Tarrah,

The above complaint covers the same issues as her previous complaint
logged 12/23/97 (198568I). The inquiry was ruled on 10/22/98 as not
justified. I am faxing you copies of the completed response to her
initial complaint as well as a copy of the meter results that were
mailed to Ms. Denson on January 10, 1998 by Rod Pasteur, FPC Customer
Service and Marketing Audit Coordinator.

In the time since her initial complaint was filed, Ms Denson has moved
to 664 Creekwood Drive, Orlando. Prior to December 2, 1998 the last
payment received on this account was August 10, 1998. She currently
is eligible for disconnection for non-payment for the amount of
$331.09. A letter was mailed via regular and certified mail on
December 2, 1998 advising payment must be received prior to December

ge: 1



inted by Tarrah Gordon 12/29/98 8:02am

.10, 1998. The amount s’ is disputing in her recep complaint is
$152.00. This still le3es her eligible for cut £ the difference of

$179.09.

If you need further information, please call me. If I do not hear \\\S;
from you we will consider this a closed matter. ::3\‘

Thank you,
Kim

ge: 2



. Printed by Tarrah Gord‘ 12/29/98 8:00am t

From: KIMBERLY @ SMTP {Kimberly.J.Berghoefer@fpc.com} Y\F‘
To: Tarrah Gordon

Subject: Denson - 237481R ::r\
===NOTE= 12/28/98==4:55pm

CC: CORNELL$ @ SMTP {Cornell Carol_ C/nsc@sv003.fpc.com}
Return-Path: <Kimberly.J.Berghoefer@fpc.com>
Received: from fpc.com (199.184.211.2)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128)
for <tgordon@psc.state.fl.us>; Mon, 28 Dec 1998 16:48:55 =0500
Received: from sv003.fpc.com ([148.152.8.60]) by fpc.com (4.1/SMI-4.1)
id AA15649; Mon, 28 Dec 98 16:49:21 EST
Received: from localhost (root@localhost)
by sv003.fpc.com (8.8.6 (PHNE_14041)/8.8.6) with SMTP id QAA10086
for tgordon@psc.state.fl.us; Mon, 28 Dec 1998 16:47:38 -0500 (EST)
From: Kimberly.J.Berghoefer@fpc.com
X-Openmail-Hops: 2
Date: Mon, 28 Dec 1998 16:55:30 =-0500
Message-Id: <H00000c600c6f063E@MHS>
Subject: Denson - 237481R
Mime-Version: 1.0
To: tgordon@psc.state.fl.us
Cc: Cornell Carol_ C/nsc@sv003.fpc.com
Content-Type: text/plain; charset=US-ASCII; name="cc:Mail"
Content-Disposition: inline; filename="cc:Mail"
Content-Transfer-Encoding: 7bit

Per our conversation, we are closing the file for Ms. Denson as it is
a duplication of her complaint #198568I filed 12/23/97. The original
meter test results were mailed to her in January, 1998. Ms. Denson
will receive proper notification prior to the disconnection of her
service for non-payment.

Let me know if you have any questions.
Thank you,
Kim

Paras 1



FPC CUST SvC ADMIN PAGE B3/03

727-562-3877

82/24/1999 17:52

CURARITI hﬂd, Customer Service System « Deie: 02724199
Account Activity Page: 1 0f2
22 22 Emoum l.fom!m E o 3] kb ! m‘ GM!nI slm!! diekkk
Accoust Namber: MRl Te: Cureent Bik: $2.42 Exoess Credit Amount: $0.00
T8446-H3MS RENA DENSON Billed Prioe: 4 Uabilled Balance: $0.00
664 CREEKWOOD DR Balance Duc: $095%9
Requesied By: ORLANDO AL 32309
RENA DENSON

(407)533-3500  Extenslon:

U9
o199
02/15%9
onzI99
012199
ow271/%9
012099
01,20/99
011399
121598
12/1898
1211798

- 1200098

12/02/93
141798
11NN
1/
10/19/98
10/19/98
101398
091398
0s1v98
X198
08/18/98

RELATING TO

Regolae Bill

ELECTRIC SERVICE $65.47
Lato Paymcat Charge: $5.95
Paymest '
Regelar Bill

DAY CONP RECONNECT CHARGB $27.00
Rogular Bill

BLECTRIC SERVICE s1nz4s
Late Paymeat Charge $1.15
Regular Bill

BLECTRIC SERVICB $62.16
Late Psyment Chacge $5.13
Paymens

DAY CONP RBOONNECT CHARGE $21400
Reguler Bill

ELBCTRIC SERVICE $oq
Lato Paymsent Chacge $10.7
Regulac Bill

ELECTRIC SERVKE $65.80
Late Paymeat Charge $9.66
Regulsr Bill

BLECTRIC SERVICE $71.69
Lato Paymest Chasge $8.46
Regulus Bill

$200.00

$388.23

$49583 $42347 2
347 $30384

$535.47 $476.84 k£ ]
T $408.95 i
$770.20 $71934 23
ST19.4 $643.88 £} |
$643.88 $563.73 3
336373 $415.710 29

DERITAMOUNT CREDITAMOINT  TOTALMIL BALANCEFORWARD DAYSUSER KWH

0000712

0000638

0000363

0000785

438




FPC CUST SVC ADMIN PAGE 82/03

1794 (27=00L=38/¢ 7

Bi/44/1993

CURARI73

Customer Service Syslem
Account Activity

Date; 02/24/99
Page: 20f2

Account Numbe:  78446--98145

DAIE

ou1ass
o8/13/98
03/10/98
072098
022098
ou1498
06/22/98
04r18/98
06/13/98
06/15/98

04227/98

04720798
041598
03/19/98
00/19/98
031198
03/04/98
0217198
QUIN93
0217198
1198
071198

BELATING TO
BLECTRIC SERVICB
Lato Prymest Chasge
Payment

Regaler Bl
BLECTRIC SERVICB
Late Paymost Chacge
Payment

Regelar Bill
BLECTRIC SERVICB

Regular Bill
ELECTRIC SERVICH
Late Payment Chasgo
Regular Bill
ELECTRIC SERVICE
Payment

Transfer Deblt -
Regular Bill

ELECTRIC SERVICE CHARGB

ELECTRIC SERVICE
Transfes
Paid Io Advance

Requested By: RENA DENSON

Phone:  (407) 533-3900

Extenslon:

DERINAMOUNT CREDITAMOUNT  TOTALBNILL BALANCEFORWARD DAYSUSED KWH Ky

$60.89
§7.14

$115.02

$6.20

$4089
$6.41

M7

$6.77

SR

s

$15.00
$43.30

$130.00

"$91.03

$471.30

$12.31

san
$6.77

$78.38

$58.30

$180.00

$566.73

$49233

$505.64

$451.10

$445.00

$401.30

$427.26

s45100

3

i

0001383

0000788

0000373

0000456

0000897

~Z
\



name _DENSON, RENA

company_FLORIDA POWER CORPORATION

Catler's Name

address _433 DECORATIONAL DR. aten. _Carol Cornell, CW421985681
Consumer's
Telephone #
Can Be

City/Zip ORLANDO 32809 County ORN Reached

Account Number Note

Informal Conf. outreach CUSTOMER’S BILL

The customer says that his service was disconnected, even though he had a
previous arrangement that was put on his account by your representatives. The
customer wanted to have the meter checked for accuracy after reporting that
someone had been stealing his electricity service, so the account had a hold put
on the account until the meter was checked. The meter was not checked for
almost 2 months, and the customer says that he continued to call you about this
problem and did not pay his bill after your advisal. The customer was under the
impression that the account payment was on hold until the meter was checked by
your field supervisors. Why was this customer’s service interrupted when he had
an agreement with you about this problem, and why was this customer not informed
of a problem with the arrangement when he called into your offices? Could
someone look into this matter, and send us a response by the due date?

1/15/98 Report received. The company tested the customer’s meter for accuracy,
and found it to be within the Commission’s Regulatory standards. I will provide
this customer with a copy of all of the records, in order for them to review the
information provided to the Commission.

1/16/98 Report received. This is additional information concerning this matter,
and the company found that the customer’s meter tested in accordance with
Commission standards.

Request No. 1985681

By SRG Time _2:23 PM pate 12/23/199/

10 CO_ 1ime _FAX pate 12/23/1997

Type S _rorm _Phone

Category GI-05

Infraction

Closed by SRG Date 02/02/1&

Reply Received T

CONSUMER REQUEST

FLORIDA PUBLIC
SERVICE
COMMISSION @

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

S0

DUE: _01/15/1997




name _DENSON, RENA company_FLORIDA POWER CORPORATION Request No. 1985681

PAGE: 2

1/12/99 - Customer has reviewed the resolution by the PSC. The customer
disagrees with the resolution reached by the PSC. He believes that FPC is in
violation because the customer did not receive bills for several months. Once he
received the bills, he was told that he owed approximately $218 because service
was disconnected. He went to pay the bill and he was told that the amount due
was approximately $390. The customer paid the bill, and the next day his
service was disconnected without any notice. When he contacted the company he
was told that his service was disconnected in error, but they (company) was
within their right because the service was subject to disconnect within three to
five days.

The customer is concerned that if he knew that his service was going to be
disconnected, he would have made payment arrangements to prevent service
interruption.

The indicates that he never received the certified letter that the company
stated that it provided. The customer would like copies of all the
documentation that FPC provided to the Commission including a copy of the
certified letter and applicable bills. paj

1/13/99 1 will be sending the customer a copy of the file, so that they may have
it for their records.

1/26/99 The customer called and stated that they are sending us a letter
requesting an informal conference.

1/26/99 - CUSTOMER HAS FILED A REQUEST FOR AN INFORMAL CONFERENCE, PLEASE
SUSTAIN COLLECTION ACTIVITY.PAJ
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February 24, 1998

Ms. Rena Benson
433 Decorational Drive
Orlando, FL 32809

RE: FPSC Inquiry #1985681

Dear Ms. Benson:

This is a follow-up to your recent complaint regarding the high electric biil you received
from Florida Power Corporation (FPC).

Florida Public Service Commission (PSC) rules require electric meters to register a weighted
average accuracy between 98% and 102%. If a meter is found to register more than the maximum
allowed, the PSC requires the utility to credit the customer's bill. In this case, the electric company
tested your meter and found it to be registering within the limits set by this Commission. This
means the company billed you properly.

Neither the Commission nor the electric company can tell you exactly how the energy was
used, only that it registered on an accurately working meter. In order for me to require a utility to
adjust a bill, I must have conclusive proof that the meter malfunctioned or that the company applied
improper rates. To do otherwise would give one customer unfair advantage over the other customers
of the utility.

You may want to consider having an energy audit performed, if you have not already done
so. You will need to call your electric company to have the audit scheduled. On the day of the
scheduled audit, a utility representative will go to your home and thoroughly check your appliances
and review the electricity usage within your home.

CAPITAL CIRCLE OFFICE CENTER ¢ 2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An Affirmative Action/Equal Opportunity Employer Internet E-mail CONTACT@PSC.STATE.FL.LS



Ms. Rena Benson m

Page 2
February 24, 1998

I wish that every complaint registered with us could be resolved to the complete satisfaction
of the customer, but that is not always possible. Sometimes, all we can do is be sure that the utility
is not in violation of any rule or tariff, has applied proper rates and has not made any errors in
metering or billing.

If you have any questions or need further assistance, please contact me at the toll free number
1-800-342-3552, by fax toll free at 1-800-511-0809.

Sincerely,

Samuel R. Gonzalez
Regulatory Specialist I
Division of Consumer Affairs

SRG:ewe



nted by Samuel Gonzalez 1/16/98 8:36am

Samuel Gonzalez
ject: Response for Rena Denson, 1985681
NOTE 1/15/98==1:37pm
Message may be incomplete in this note due to:
Message text too large
The complete message is attached.

urn-Path: <Kimberly.M.Brown@fpc.com>
eived: from fpc.com (199.184.211.2)
by mail.psc.state.fl.us (Connect2-SMTP 4.30A.1000128)
for <sgonzale@psc.state.f1.us>; Thu, 15 Jan 1998 13:22:45 -0500
eived: from msgocOl.fpc.com ([148.152.29.50]1) by fpc.com (4.1/SMI-4.1)
id AA22361; Thu, 15 Jan 98 13:15:00 EST
eived: from localhost (root@localhost)
by msgoc0l.fpc.com (8.8.6/8.8.6) with SMTP id NAA06085
for sgonzale@psc.state.fl.us; Thu, 15 Jan 1998 13:26:03 -0500 (EST)
m: Kimberly.M.Brown@fpc.com
penmail-Hops: 2
e: Thu, 15 Jan 98 13:37:17 -0500
sage-Id:
00002920047b7b8*Brown_Kimber1ly_M/nsc/FLORIDA#b#POWER/US/MCI/FLPROG" @MHS>
ject: Response for Rena Denson, 198568I
e-Version: 1.0
sgonzale@psc.state.f1.us
tent-Type: text/plain; charset=US-ASCII; name="cc:Mail"
tent-Disposition: inline; filename="cc:Mail"
tent-Transfer-Encoding: 7bit

Below is the response for Denson Inquiry. I have faxed you all the
attachments. Please give me a call if you have any questions.

Thanks,

Kimberly

FPSC LIMITED RESPONSE INQUIRY FORM
FPSC Analyst's Name: Sam Gonzalez Inquiry Number: 198568I
Complaint's Name: Rena Denson

Customer of Record's Name: Same as above

Service Address: 433 Declaration Drive
FPC Account Number: 48540-78116
Telephone Number(s): No phone number on account or given to the

Commission

Names of Prior FPC Contacts: Unknown




nted by Samuel Gonzalez 1/16/98 8:36am

Date/Time Received by FPSC:f 12/23/97 2:44 PM .

Restate Customer's Concern: The customer says that his service was
disconnected, even thought he had a previous arrangement that was put
on his account by your representatives. The customer wanted to have
the meter checked for accuracy after they had reported that someone
had been stealing their electricity service, so the account had a hold
put on the account until the meter was checked for accuracy. The meter
was not checked for almost 2 months, and the customer says that they
continued to call you about this problem and they did not pay their
bill after your advisal. The customer was under the impression that
the account payment was on hold, until the meter was checked by your
field supervisors. Why was this customer's service interrupted when
they had an agreement with your about this problem, and why was this
customer not informed of a problem with the arrangement when they
called into your offices? Could someone look into this matter, and
send us a response by the due date?

Date and Time of Initial Contact by FPC: 12/29/98 9:18 AM
Customer Contacted By: Consumer Affairs Analyst Kimberly Brown left a
message for the customer.

On May 2, 1997, FPC transferred in a previously owed amount of
$154.55(period between March 5, 1996 through June 4, 1996). This
amount from a previous account was written off until the Densons
activated their current service. '

On May 22, 1997, Mr. Denson was cut for non-payment. On May 23, 1997
Ms. Denson requested a reconnect with promise to pay $154.55(amount
transferred in from previous account) plus deposit and April
bi11($256.12). A credit extension was denied and Ms. Denson asked for
the number of the Public Service Commission. On May 23, 1997, Ms.
Denson made a payment of $180.00 only. The next payment made by Ms.
Denson was on July 31, 1997 for $56.00 leaving a balance of $594.68.

On June 20, 1997 the Densons were cut non payment. On July 2, 1997,
payment for $306.26 was guaranteed by an agency. On July 3, 1997, Ms.
Denson's power was cut back on that day.

On July 18, 1997, Ms. Denson called asking for more time to pay her
current bill of $106.97. Ellen Baglio, Customer Solutions Center
Representative advised Ms. Denson she needed to pay that amount by
July 25, 1998. On July 31, 1997, Ms. Denson was cut for non payment.

On August 4, 1997 and on August 18, 1997, FPC received payment of
$50.00 and $323.00(Cagency) respectively.

On October 17, 1997, Mr. Denson called and spoke with Ameta Bowers,
Customer Solution Center Supervisor. Mr. Denson said he feels his

bi1l is too high and he requested a meter test. Ms. Bowers issued a
high bill inquiry.

FPC works closely with customers to determine the cause of high bills.
The company tests approximately 1800 meters a year based solely on
high bill complaints. Less than one half of one percent test outside
of the range specified by the FPSC. FPC Mass Markets representatives,
therefore, work through a series of resolution steps to identify the
cause of high bills. Meter testing is always available to the
customer based on the FPSC rules, however FPC will always reread the
meter as a preliminary step in resolving the high bill complaint.

¢
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nted by Samuel Gonzalez 1/16/98 8:36am
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On October 18, 1997, Mass Mar!ets representative James Poo'l?rer‘ead
Ms. Denson's meter and verified the reading of 71102 taken on
September 17, 1997. The reading on October 18 was 72069, or a
difference of 967; a daily average of 31 kwh per day. On November 3,
1997, James Pooler sent Mr. Denson a letter verifying the accuracy of
the kilowatt-hours billed. Please see attachment. Exhibit B.

On November 19, 1997, Mr. Denson called and spoke with David Pettay,
Customer Solutions Center Representative. Mr. Denson insisted FPC
test his meter on site and mail test result. On November 19, 1997,
Maxwell Wright, Coordinator, sent Mr. Denson a letter to set up a time
to have an on site meter test performed.

On December 1, 1997, Mr. Denson spoke to Cynthia Washington, Customer
Solutions Center Representative. Mr. Denson told Cynthia that the
next door neighbor is stealing power and is using an OUC meter for the
last 10 days. He said he would like to remain anonymous. He was not
sure of the address. Mr. Denson told Cynthia it was either unit 437,
424 or 415.

On December 2, 1997, Mr. Denson called Maxwell to schedule meter
testing at his home. Maxwell arranged for Mike Nolan, Division
Meterman, to test the meter at 9:30 on December 5.

On December 5, 1997, Maxwell spoke to Mike Nolan regarding the
scheduled meter test. Mike said his equipment was being repaired and
he would go by Mr. Denson’'s home on December 8, 1997 to inform him of
the delay.

On Monday, December 8, 1997, Mike met Mr. Denson and told him that his
meter equipment was being repaired. Mike did verify that when he
turned off all breakers to Mr. Denson's meter; the meter stopped
spinning. Mike explained that only the load on his breakers would
cause the meter to spin. No additional loads were found. Mike told
Mr. Denson he would come back and perform the on-site meter test in
his presence. That same day, Mr. Denson said he thought one of his
neighbors was stealing power. Mr. Denson told Mike he saw an QUC
meter in another unit's meter base. Mike did not find anything that
Tooked suspicious.

On December 19, Mr. Denson called and spoke with Rod Pasteur,
Coordinator. Mr. Denson asked when the on-site meter test would be
completed. Because the equipment was still being repaired, Rod
suggested that FPC change out the meter and test it in accordance with
the Florida Public Service guidelines. Mr. Denson ag
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Florida
Power

CORPORATION

FAX COVER SHEET

DATE: 1/15/98

TO: SAM GONZALEZ

FAX # 904/413-6362

FROM: KIMBERLY M. BROWN
P O BOX 1699
CLEARWATER, FL 34617
(813) 562-3885
FAX: (813) 562-3877

# OF PAGES: 8 INCLUDING COVER SHEET

GENERAL OFFICE: 3201 Thirty-fourth Streat Scuth e PO Bax 14042 « St. Setenburg » Florida 33733 » (813) 864+515)
A Flonao Progress Compaory
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CURAKI Customer Service System Dasc: W
Acconnt Activity Puge: 1ot 2
™ 343 Acepunt Informagion #43% a2 Corrent Acconnt Stafns #3333 )
- Account Number: Mail To: : Curxent Bill: . $85.)7 Excess Credit Amount: 4000
48540--78116 RENA DENSON Billed Prios: $24592 Unbilied Balance: 30.00
' 433 DECLARATION DR Balunce Duc: 533109
Reguested By: ORLARDO FL 3280%
RENA DENSON
(099)999.95%9  Ratensing:
MATE RELATING TO DEBIT AMOUNT  CREDIT AMOUNT TOTALBILL BALANCEFORWARD DAYSUSED KWH - KW
121997 Regular Bill $331.09 $245.92 3 0000946
1211997 ELECTRIC SERVICE $81.48
2207 Laie Payment Charge $3569
L7 Regular Bill $24552 5176.16 3 000722
\ingm7 ELECTRIC SERVICE $67.12
hinamy Latc Payment Charpe - 3264
lozopmt Regulas Bill - ’ $176.16 391.96 31 0000967
V022097 ELECTRIC SERVICE $82.82
Zio/13n Late Paymcnt Chargr: $138
;}‘:ymm Regular Bill $313.64 $220.68 30 0001060
ODNIPT ELECTRIC SERVICE $88.63
Tt 137 Late Payment Chasge $333
L:'iaamm Repalas Bill $22168 $95.44 30 0001457
“wnzpr ELECTRIC SERVICE $11996
i :) DRIy 1.ate Payment Charge 3628
E297 Regalur Bill 352444 34103 31 0000979
sty FLECTRIC SERVICE $78.01
:;_‘;" it4pn Late Payment Choage $6.20
o DAY CONP RECONNECT CHARGE 32100 .
TP Regutar Bill $4132 3371.26 30 0000823
et sy ELECTRIC SERVICE ’ $75.38
onami Late Payment Chorge $4.59 g
Yy DAY CONP RECONNECT CHARGE $22.00 5

. ST Repgarlac il $486.26 341067 30 0000263



K S - ORI
CURARIT3 Customer Service System :,)m_ 1 !:) ,m
Account Activity “ge: 10
4¢3 A copnnt Information **** . *%3%% Current Account Statnsg  ¥$3%%
Account Number: M:MToz Qurscns Bill: $0.00 Excesz Credit Amount: $0.00
4854078116 RENA DENSON Billed Paor: 233109 Unbilled Balance: 3000
4331 DECLARATION DR Balance Due: 3331.09
IRENA DENSON
(999) 9999399 Extension:
ATE RELATING TO DEBIT AMOUNT CREDIT AMOUNT TOTAL BILL BALANCE FORWARD PAYSUSED EwH Kw
woIN7 Paymenl $22168
BASHT Payment $323.0D
BAMYT Paymont $50.00
Y751 Y24 Paymacal $56.00
\$/23/97 Payment $180.0D -




a

1

=LIMLN

=N

CURARSTI Custumer Service System Dac: Q10738 ..
Account Activity Page: 2062

Accomnt Number:  48510-78116 Reguested By:  RENA DENSON Phone:  (993) 9999999 Extension:

IMTE RELATING TO DEBIT AMOUNT cﬁnnu AMOUNT JOTALBHL BALANCE FORWABD DAYSUSED KEWH Kw

51197 ELECTRIC SERVICE $LTS

SA557 Late Payment Chagge $384

SA2/57 Trnsfer Debit $20.00

50297 Transfer Pebit 39448

1510297 Teansfer Debit s

NRINT Regular Bill $256.12 $180.00 8 oDour23

PT ELECTRIC SERVICE $61.12

B2 ELECTRIC SERVICE CHARGE $15.00

WAL7 DEPOSIT $12000



Exhibit B

oy Florida
o8/ Power

November 03, 1997

&f

Rena Denson
433 Declaration Dr.
Qrlando, Fl. 32809

Dear Mr. Denson:

Thank you for your recent inquiry regarding your account with us. After reviewing
your billing history, along with some current seasonal factors, Florida Power has
verified the accuracy of the Kilowatt-hours (KWH) billed, and determined that your
current bill is accurate.

Appliante condition and outside temperature can affect appliance operation and
KWH consumption. The number of days between billings can also affect the
amount of your current bill, so it pays to be aware of your appliances’ energy
efficiency and to carefully review your entire bill,

Unfortunately, our attempts to contact you by phone have been unsuccessful, so I
have included some energy efficiency information, which I hope will answer any of
your questions and alleviate any of your concerns. [ have also enclosed a copy of
the KWH consumption for your residence for the past two years. Should you have
any additional questions or concerns regarding KWH billed, you are encouraged to
verify your meter reading (see enclosed information for the easy-to-follow
instructions) or to call me at 1-800-254-8535, X259,

Sincerely,

JAMES POOLER
COORDINATOR
ENERGY SOLUTIONS

Enclosure

GENERAL CFFICE: 3201 Thirty-fourtt Street South e P.Q. Box 14042 « §t. Petersourg e Florida 33733 « (813) 864-8181



. Exnibit C ® ‘
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January 10, 1998

Rena Denson
433 Declaration Dr.
Orlando, FL 32809

RE: 48540-78116
METER NO: 5320542

Dear Rena Denson:
We were pleased to perform an accuracy test on the electric meter serving your account,

The test was conducted on January 5, 1998 and revealed that the meter was operating with an
average accuracy of 100.11. Testing of meters is done in conformance with Rules and
Regylations of the Florida Public Service Commission and the resuits of this test are within
their established limits of accuracy,

Enclosed is a copy of the Special Meter Test Report for your meter. Should you have any
questions, please feel free to call me at (407) 646-8302.

Sincerely,

Rod Pasteur
Customer Service & Marketing Audit Coordinator

CENTRAL FLORIDA REGION: 928 Sunshine Lene * Suita1080° Altamonte Sarings, FL 32714,
A Fiorida Progress Company -
3'd NILIY JDAS L3ND &5 Wg2d:28 3e. ST 0
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PLORIDA POWER CORPORATTION \¢D
SPECIAL METER TEET REPORT

NMNETER DATA

METER NUMBER :5320842 MANUFAGTURER
SERIAL NUMBER :083083323 METER TYPE zgége
FORM NUMBER  :02 REGISTER RATIO : 7 07/008
esgggs :ggéo %h z zoog?g /0
: MULTIPLIER :000001.000
WIRR 13 : 0
« "l

AS FOUND TEST RESULTS
KILOWATTEOUR READING ;73888

AVERAGE ACCURACY: 100.11

DEMAND ACCURACY: .

TESTED BY: R SCHAMP TEST DATE: 01/08/98

SPECIAL NOTE 1: REELD ON REQUEST
SPECIAL NOTE 2:
TAMPER NOTE

e PSC DEMAND REGISTER ACCURACY LIMITS +/- 4%
v+ pSC METER ACCURACY LIMITS +/- 2%

P - _ . m e . CRITLA TS DAC ZAN T4 LT e TA = S L
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January 13, 1998

Ms, Rena Denson
433 Declaration Dr.
Orlando, FL 32809

Re: Account # 48540-78116
Dear Ms. Denson;

Thank yay for the opportunity to respond to your concerns regarding your account. As you
know, we have changed your meter and tested it for accuracy, The test conducted on January
35, 1998, revealed that the meter was operating with an average accuracy of 100.11 percent.

On Tuesday, January 13, 1998, an FPC representative read your meter showing consumption
of 623 kWh since the installation of the new meter on December 26, The reading reflects a
daily average of 3§ kWh, which is consistent with past KWh consumption.

Our revenue protection department stated they have not found any indication of anyone
stealing power.

Florida Power offers payment arrangements beyond the due date for special circumstances.
Please give me a call to make payment arrangements Tuesday, January 20, 1998. My pbone
number is 407/646-8348.

Sincerely,

ule—

Account Specialist

Enargy Selutions™: 925 Sunshine Lans » Suite 1080 ¢ Altaromts Springs ¢ Florida 32714 « (800) 2548838
A Florids Progress CQ:ppany
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