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In July 1999, tlie Biircau of Regulatory Revin-v, i iow knowit as thc Uiireait o r  
Pct.fomiance Analysis, caniplclcd a review uf custoiner properly ilaniagc claims processes at  llic 
birr major investor-ownrd electric i i f i l i i i es  in Plorida. A I  the requcst of the Division or 
Econuinic Regul:iIion, l l t is Rcview of Citslomer Properly Damage Clairns N~IS conductcd as a 
follow-up of thc I999 revicw to updnle the Conunission's ialonnation regarding cuslomer 
damage- 

This review exatnincs lhe customer damage-for Ihc foilr inajor 
investor-oruned clecb-ic d l i l i e s  in Florida, during the period 2003 thong11 Augitst 2008. The 
scope of this reviciv rucitwl oii each coinpiny's: 

+- 
4 Goals and Obicctivcs 

4 lnterr~ai hudi l  Frequency nnd Findings 
4 Cusionicr Education 

~~~ ~~~ 

handling of a cnstoiiic.r dainopc claini sbol~ld providc a h i r  ;md cqoilnblc claini rcsolulioil fur 
barb the cuslomzr xiid !he company. 'Tiinelii~ess of conlplelillg lhe process is also importan1 10 
boll: tlie ciislotiier and ct,mpany. The custonler waiifs to recei\w a prompt evduillion an(! clniin 
decisiun IO repair or r e p l ~ e  damaged equipntcnt. 'llir: company also wants 10 resolve any 
potential liability rliaf inny m i s t  atid resIore :tic c~istoir~cr'lj r!wnn:cd cquipnwil. 
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The i i irosmtion cmiipilcd iii t h i s  rqiort w s  gatliered via compatiy rcspotiscs to staff 
t lo~ i i i i i t i i l  requests atid iiitcrviews of key pessonncl involved in the clainis process nt e;icli 
compaiiy. Srnlf also cxanined somplcs of eacli company's claim files to evaluate ivhellicr 
custonicr claiiiis arc Iiaiidlcd timcly. CiirIy. consistently,- 

L. 
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2.0 lhroiigli 5.0. 

Customer properly dartage claims OCCIII when il c~~s~oi i ier 's  preinisc or propcity i s  
daiaageil diie to nn electrical cvciit. lliesc ciwts mny be c3used by t i  number or fiictors 
affecting the utility's electrical system. Electiic compxnics lmvc control o w r  company 
workmanship. systciil t l c s i p ,  cquipmeiit inslullstion, systeni iilaiiitcilancc, nnd qiiallity of' 
e l ~ t r i c a l  service. I.loweser, the ntiiity lius no control over tomadocs, storms, liglioiing. and 
olhcr conilitions t1i;iI may iinpuct Ihe comp:oiies' systenis ac~d the ctistomcr's eiiuipiiielit. 
Additionally, some customer propcijy damagc nlay be caiised by lightriiiig or otlicr surses 
cntcring llie cttstniiicr's premisc tl,rough !ha erpipment OF olhcr utililics, sucli as cablc or 
rclephone lincs ti i i i l  mny bc imprnpcrly grouiidetl. DctcI"iiiiI1:: the tllle CBIIse o f  n CIISIQnlPr'F 

propcrly daiilagc is twt always a slmightl'oi?va~d process. 

Eac.li company has Tiled 11 coiitinuity o i  SCIY~FP tariff will; the Florida Public: Sc~vicc 
Commission that crlablishcs the Cqct that conipnriies car~not provide I00 percent conliii;!ous 
service to i l s  CIisIoiiiers. Ruls 26..6.044(2), Flolida AdminisIralive <:ode, Contintlily o[ Service, 
rcquires t h a t  otiliries me to kccp rccords ofriieir sysleni reliability nnd conlitli l i ly of servics tlatn, 
customer's service iiiteimptioi1 iiotificalions, and oflier dab fur a period of ul lzast tcn ye:lrs. 
The mlc s!ates tliilr each comismy i$ to c i l p h m  the date, titile, iuld cBLlSc ofciicl! outage eVCii1 and 
report thcso aiiriualiy lo tlic FI'SC. F'ara#rilph (3) of the I l l k  aisu reqilirrs rllnt tile corliparlirs 
should nuke all reasoiinblc effons to prcvciit interniptiolis and attempt In rcstorc service within 
ihe slioilest time possibic. The fact tliat an oulnge occriis dnes inot nutonialically create a linhility 
oii the utility. Instcad, tiic p irc~iiiiist?.iices of cacti ciistoiiicr praiierty rla1iage cnse iii!Ist 
bc calmfully csamincd and a. 

In  sonic coscs, the circuins(nnccs niay rstabiish liability, while in atlicr CSSM the 
campmy niay be shsolvcd +om atiy l iability 10 cwiipe,is:Ne the cusloiiicr. l?ic dctcniiiiintion 
ningcs largcly oii dctcsmini t i~ possihlc responsibility for damage by i l i c  utility. In the iiitercsl O F  
rLqiliriiig [be iegtr1;itcd uii l i iy to provide safe, rc l iabk,  ;ind s a r i s l m ~ i r y  service, r h i a  arm of 
cori~paity oper,iiions i!: of coiicmi to the I;i'SC. 

. .  









Floridi! Power and l ight Coiqniiy (I?'.), 1ic;eIqunrbrcd in Jiitio Henclt, i s  tlic largcst 
investor-owned c[ec!t.ic itlility i t i  I:lorida. .lhc comp:sly is one of two priririplc subsi~linrics o l  
F!'L Group, selving 4.5 tiiillion ciistoniers along thc eiistcm sc:ihonril and sotithcrn poilio~ls a f  
Florida. During the period fi~oiii January 2003 through A t q p l  X O R ,  o:i R Y C ~ I  >e, FPI. rrceived 

c.usIonier propcny dninage clairns per year, which rcprescnted Icss lliiin b mf FPL's to!:ll CIIslOmer base. 

ITach anent benitis t!ie Year with 100 ~ ~ o i n t s  ~d I!oitl!s a te  deducted if pcrfiirtnance 



Rulc. 



Exhibit 2 SI~D\VS tlic nuiiibcrs of customcr propcfiy dunage clailils filed arid paid dariug 
2007. Over h e  period, 1'1% rcccived an avcr3yc nf - 

and pilid an average a-of the IOIB~ clalins recaved 
the txriod 2003 tluoil 

cacli year. The remaining-of unpaid c1uiia.u wore for masnns that include: 



Exhibit 4 shows 1lie lutal dollnl-s IPL paid in  property dxnagc chiins over llle period Of 
2003 IllrougJi 2007. During Ihis tiiue, tlic cornpnuy paid ouI ail nvornge W p c r  yWr. 
Wlicn cornpnrcri IO fhe number orc!~.ims paid each year in Exliihit 2, the conip" 's averagc 
paynient per property (lamagc ciaini iur III~S pcrioil wnsm 
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violation of stale law 
cuslomcrs in  Spanish 

FI'L docs i!o1 have Iho .Slole~!~e!~l of C/ai!~m~rt fi)rni ava~lnble to its 
- 



tising FPI.'a rlatabasc of c la ims filed fioni .Jamiaiy 2003 tliroiigli ,\itgust 2008, audit sI;iI'C 
conductcd iiii analysis of a slalisticnlly significant, ruidom sirmplc of chili) lilcs to dclcnniue i f  



Of the ~ c l n i i i i s  iii rhc sanplc l l i a l  were eligilrlc to be paid. claims - 
indicated iii  ilic notes that a . Y / m " /  of Clniirmrr/ {orin lind bccn inailed to rlie customer, - . rhC S/oreiueii/ of Cl~iioinrtirir rom provides FPL. will1 a written accoiiiir or tlie 
custoiner's description and tinicirniiic of tlic incident, nlorig with details of any prnpcriy thc 
cus~uiiier is claiming to Iiavc bccii rliimagcd. The farm also providcs Oic company wiil i  a sigicd 
acknoivlcdgeiiienl 11i:~l Uic ciislorner uiidcrstands [Ira( knowinjly filing a hire claini i s  i i  violatioii 
of lw, piiiiisliablc iiiiilcr Florida Staliitcs. Tliere w r c ~ d n i i i i s  \vilhiil the snmpIiiiS wlieri! iall 
of ilic rcqiiired documentation \viis renirncd to tlie agent arid rcinihurscrncnl \vas sent to the 
CLISIOI~IC~. The rcinaining =claims rlinf wcrc eligiblc for pnynw% h i t  closed as "no action," 
wcrc di!e to llir ciistoiiirr not rclul-tiins the S / ~ i / e ? w ~ l  of i;/aimn,f lomi, not submilring a rcquirerl 
cstinlatc or rcpair invoicc. throwing away tlainagcd itciiis prior IO innking (tic claim, 01- the 
custonicr electing to pursue llic cl i i ini  iliioiigh Iiameowner's iii61:r~ncc. 

fiirrhcr investigntioii. Mid 
report, or Ihcir :ippliaires werc rcpairctl ni;der separate waixiiity. 

w r c  withdr,2wn by the cusloiiier diw lo cillicr no 1laiiiaSc Io  





I? . ' ]  s;2:m; 
%'h:~t p~-ogl.aii is  :IYC av:iil;il)le tl1rn11g11 F P ~ ,  in  pr'evct~t pote l t r ia l  rf:tnt;lge to t i lc 
ciistntiier's :ip~)li;i1tccs n i l t i  e q t t i p ~ ~ ~ e l i f ' :  

FPI. ofkrs rlatiisgc ~ircvel?tion progrim; io i is ctistcmicrs ihroltgji its affiliate, FPI. 
Energy Services. FI'L k:iier:y Scrviccs o!'lcrs a sorgc protection plm aallcd Siir~eShicIli. 
SurgcShicld proticts :/IC ciislwiicrs iii t-so ways. First, il hr:ivy-duty sitrgc protector can h e  
iiislalled 011 a iciistoinsr's nlctcr. 'i'liis device li+s protect larger :ipplialms, such as (he nir 
condilioner, rcliigcrntor, m i  SIOVC t o l n  Inrp p u w r  surges. 'This i s  cvuplcd w i U i  sn~allrr  surge 
protectors that are plugged into [lie WRII oittlct 10 dcletid against snirllcr surges thnl may iiat 
engage the lnrgcr dcvicc at thc inieter. bot are large enough to effect mnre sensitive equipincnt, 
such as n stereo or con~piirer. This program is inonitoren by FPI.. and ~ l ic  additional charge is 

FPl. custoiiicrs iilsu have access to the I'owcr Surge Protcction Progrm wl~ic l l  is a n  
insitrancc policy available thro~igh Ffl. Encrey Services. and is undet-writtcn by rbnericnn 
Bankers Insuwice Ciliiipaiiy of l:loriila. The Power SlrrEe Pratcctinn Prograita allo\vs ciisloiiicrs 
IO piirchnsc c o w a g e  i n  atnouii!s ranging fioin SS pcr tno!itb for $2.000 coverage tlirou& S25 
pcr riioiith Tor $10,000 coveragc. A cLisLoiiier enrolled in this plan can bc rcimburscd Ibr lip to 
the miourit of  llicir liurchased covei-at.,r: in  tlic event of a covered loss. The purchase of h e  
Power S i q e  Priigrntn is an additional coverage oprioii niitl does riot elimiiiiltc the ciistvmcr froiii 
ruovcring additiolial Insscs fnini I-PI. il tI1c dmxtges are greuter than tlic pitrchascd covcr;isc 
Fir cxatnple, i f  the custonier liar S:,OOO in dantage, bil l only $2,000 in Porvei- Surge Protecli~Ni, 
tiicy \vould first settle witli !he insitraiicc plan and then present B I.et~cr of Settlaneiil lo the 
claiins dcp~iln~ciil .  Tlic cIts1oiiicr.s claii i i  \vuuld tlieti be investigated as described abu\fe, Only lhe 
scttlctt iimoitttt liuni tlic power S i i r g  I'rotcction \voi!ld be deductcil froin tlic reimbursab!e l c s s~s  
paid by FPI.. 
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IVL docs !iavc a policy in pliicc I l i a (  accoi i~ i is  for WSC reporting requircincnls. Whcii an 
age111 r c c c i w  n claim of $5,000 or niure, hc or she will fill 0111 an iiitnlial form nnd sciid it to 
FPL's Legal Depariincnl v/hicli l las rcspomibiliiy o f  notifying ilie FPSC. While FPL has 
siibmitted clilinis to i l i e  I'SC l l i a l  iiicct tlic rcquircnicnls sci (or111 by Rille 25-6.019(2). it  hiis 1101 
fiillilleri the rcquiremcnls eiilircly Tor a11 applicable claims. 

~~ 

c l a im  in Spsiiis!~, and pssiibly other languages, 10 assist its rion.Englis11 spcakingcuslolners 
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