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December 10, 2003

Mr. Scott Boyd

Joint Administrative Procedures
Committee

Room 120 Holland Building

Tallahassee, Florida 32399

Re: Docket No. 030575-PU - Commission Rule 25-22.032

Dear Mr. Boyd:

Enclosed is the notice of change, which will be published in
the Florida Administrative Weekly on December 19, 2003, and the
statement of changes for proposed Rule 25-22.032.

We plan to file the rule for adoption on January 9, 2004.
Sincerely,

emedtd M.Co0,

Samantha M. Cibula
Associate General Counsel
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FLORIDA PUBLIC SERVICE COMMISSION

OFFICE OF THE GENERAL COUNSEL

DOCKET NO. 030575-PU

RULE NO: 25-22.032 RULE TITLE: Customer Complaints
NOTICE OF CHANGE »

Notice is hereby given that the following changes have been made

to the proposed rule in accordance with subparagraph

120.54(3) (d)1., F.S., published in Vol. 29, No. 36, September 5,

2003, issue of the Florida Administrative Weekly. The changes

have been made to the proposed rule to address comments made by

the Joint Administrative Procedures Committee.

Paragraph (6) (b) is changed as follows:

{b) If the customer specifically makes a request to the

Commission_that he or she not be contacted by the company,

Commission staff will request that the company not contact the

2 i 1o H . A 1o,
customer dlrectlv. brrtress—the—Commisstomrstats chucato that—te

companyrrot—conrtact—the—ctustomer diLUbtly, Otherwise, the company

shall make direct contact with the customer verbally or in
writing and provide to the customer its response to the complaint
within 15 working days after the Commission staff sends the
complaint to the company. Responses sent by mail must be
postmarked within the 15 working day time period. The company
shall also provide to the Commission staff, within 15 working

days after the Commission staff sends the complaint to the



company, a written response to the customer’s complaint. However,
in the case of those complaints where the company has proposed,
under the provisions of subsection (5) of this rule (complaints
resolved in 3 days), a resolution with which the customer is nqt
satisfied, the company shall respond within twelve (12) workiné
days of the case being resent to the company.

Paragraph (8) (a) 1s changed as follows:

(a) If the Process Review Team identifies a complaint for an
informal conference, Division of Consumer Affairs staff will
notify the company and provide to the customer a Dispute

Resolution Form PSC/CAF10 (X¥X/0X),incorporated herein by

reference, via certified mail. The customer shall return the
completed Dispute Resolution Form PSC/CAF10 to the Division of
Consumer Affairs postmarked within 15 working days after the date
of its being sent to the customer. If the completed Dispute
Resolution Form PSC/CAFl0 is not received from the customer with
a postmark within the required 15 working days, the customer’s
complaint will be closed at that point. If the Dispute Resolution
Form is completed and returned by the customer, Commission staff
will provide a copy to the company.

Paragraph (8) (c) 1s changed as follows:

lal's £ £ 1 13 d= e . £ 1 £ LN A
(c) Staff TTaImarITg— CIre I orimas  colTrerence may permrt Aany

participant may to file additional information, documentation, or

arguments; however, such additional information, documentation or



arguments shall be limited to the issues from the customer’s
original complaint which are identified in the customer’s Dispute
Resolution request Form PSC/CAF1O0.

Paragraph (11) (a) is changed as follows:

(a) In the event of a storm named by the National Hurricane
Center, a tornado recorded by the National Weather Service, a
flood, a telephone cable cut, a severe gas or water main break, a
major electrical outage, an extreme weather disturbance or fire
causing activation of the county emergency operation center, acts
of terrorism, or work stoppage, any of which substantially
affects 1its operations and resources, a company may file a notice
which will automatically extend by three working days the time
for filing responses, forms, reports and other submissions
required by this rule. Such notice shall be submitted in writing
to the Director of the Division of Consumer Affairs and shall
state a reason for the three day extension. The utility will send
one written request that will apply to all complaints or reports
pending or received during the extension period. When the company
does provide complaint responses or reports containing
information on complaints affected by an extension of time, the
extension must be noted on the complaint or report. For
complaints, the three day extension shall apply toc any complaints

pending at the time such notification is given and to new

complaints received during the extension period. A company—may
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NOTICE: This form must be postmarked by . TPaiture—to
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STATEMENT OF CHANGES

The Commission voted to propose amendments to Rule 25-22.032
on August 19, 2003. On October 2, 2003, the staff of the Joint
Administrative Procedures Committee (JAPC) provided comments on
the proposed rule amendment. '

The first comment JAPC made in regard to the proposed rule
amendment pertains to subsection (6) (b). Specifically, JAPC
refers to the phrase “Unless the Commission staff requests that
the company not contact the customer directly,. . . .” and states
that the Commission should provide criteria pursuant to which
Commission staff will request that a company not make direct
contact with a customer. The first part of subsection (6) {b) was
changed to state: “If the customer specifically makes a request
to the Commission that he or she not be contacted by the company,
Commission staff will request that the company not contact the
customer directly. Otherwise, the company shall make direct
contact with the customer. . . .”

The second comment JAPC provided pertains to the
incorporation of Form PSC/CAF1l0 in subsection (8) (a) of the
proposed rule. The proposed rule was changed so that it complies
with section 120.55(1) (a)4, Florida Statutes.

JAPC also commented on the use of the word “may” in
subsection (8) (c) of the proposed rule and on the very last line
of Form PSC/CAF10. The beginning phrase in (8) (c) was changed
from “Staff handling the informal conference may permit any
participant to file additional information, documentation, or
arguments. . . .” to “Any participant may file additional
information, documentation, or arguments. . . .” As for the Form
PSC/CAF10 language stating that “Failure to provide this
information may result in denial of the informal conference
request,” it was deleted from the form.

JAPC’s final comment on Rule 25-22.032 pertained to
subsection (11) (a) of the proposed rule. Specifically, JAPC
inguired as to the criteria the Commission will consider for a
request for additional extension of time to file the Commission
required forms and the criteria upon which the time of such
extension will be set. This portion of subsection (11) (a) has
been deleted from the rule.



