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Dear Ms. Cole: 

Enclosed are an original and seven copies of Gulf Power Company's Request for 
Confidential Classification pertaining to portions of the Commission's Review of 
Investor -Owned Utilities' Payment Arrangement Programs. Also included is a 
DVD of Gulf's Request for Confidential Classification and Exhibit C in Microsoft 
Word format. 

Sincerely, 

Enclosures 

cc: Beggs and Lane 
. .  
., i j l  ..- Jeffrey A. Stone, Esq 

,: : 



BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

IN RE: Review of Investor-Owned Utilities’ 
Payment Arrangement Programs 

) 
Docket No.: Undocketed 
Date: June 22,20 12 

REOUEST FOR CONFIDENTIAL CLASSIFICATION 

GULF POWER COMPANY [“Gulf Power”, “Gulf’, or the “Company”], by and through 

its undersigned attorneys and pursuant to Rule 25-22.006, Florida Administrative Code, hereby 

files a request that the Florida Public Service Commission enter an order protecting from public 

disclosure certain information contained in Commission Staffs draft report concerning the 

investor-owned utilities’ payment arrangement programs. As grounds for this request, the 

Company states: 

1. On November 17, 2011, Commission Staff initiated its review of the investor- 

owned utilities’ payment arrangement programs (the “Review”). On June 5, 2012, Commission 

Staff circulated its draft report concerning the Review to Gulf Power. A portion of the 

information contained in the draft report constitutes “proprietary confidential business 

information” as defined by section 366.093(3), Florida Statutes. 

2. Specifically, Staff‘s draft report details Gulf‘s internal policies and procedures 

concerning late payment arrangements. Among other things, these procedures outline the 

maximum timeframes for which payments may be extended and the criteria which the Company 

will use in determining whether late payment arrangements will be made. While Gulf 

continually works in good faith with all of its customers who are experiencing difficulties paying 

their bills, the Company must also work to ensure that its payment arrangement process is not 

abused. Public disclosure of the criteria used in determining whether customers qualify for late 

payment arrangements and the maximum periods of time for which payments may be extended 
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would enable customers to abuse or "game" the system, resulting in unnecessary delays in bill 

payment and increased delinquencies and write-offs. Delinquencies and write-offs adversely 

affect the financial integrity of the Company and ultimately work to the detriment of Gulf's 

general body of customers. Consequently, the subject information is entitled to confidential 

classification pursuant to section 366.093(3)(e), Florida Statutes. 

3. The information filed pursuant to this Request is intended to be, and is treated as, 

confidential by Gulf Power and, to this attorney's knowledge, has not been otherwise publicly 

disclosed. 

4. Submitted as Exhibit "A" are copies of the subject documents. The information 

for which confidential classification is requested is highlighted in yellow. Exhibit "A" should he 

treated as confidential pending a ruling on this request. Attached as Exhibit "B" are two (2) 

edited copies of the subject documents, which may be made available for public review and 

inspection. Attached as Exhibit "C" to this request is a line-by-line/field-by-field justification for 

the request for confidential classification. 

WHEREFORE, Gulf Power Company respectfully requests that the Commission enter 

an order protecting the information highlighted on Exhibit "A" from public disclosure as 

proprietary confidential business information. 

Respectfully submitted this 21" day of June, 2012. 

JEFFRE+ ~ S T O ~ E  
Florida Bar No. 325953 
RUSSELL A. BADDERS 
Florida Bar No. 007455 
STEVEN R. GRIFFIN 
Florida Bar No. 0627569 
Beggs & Lane 
P. 0. Box 12950 
Pensacola, FL 32591 

Attorneys for Gulf Power Company 
(850) 432-245 1 
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Docket No.: Undocketed 
Date: June 22,2012 

REOUEST FOR CONFIDENTIAL CLASSIFICATION 

EXHIBIT “A“ 

Provided to the Commission Clerk under separate cover as confidential 

information. 
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Calls by GWf customers to the FPSC related to billing issues have trended up through 
2009, then dropped in 2010 and 2011. The numbers of contacts to the FPSC related to billing 
which were warm Itransfen or resulted in complaints over a five-year period of ZOO? through 
2011 for Gulf is shown In Exhlblt 13. Specifically, in 2007, the FPSC received 146 billing 
inquiries or complhints for Gulf. In 2008 and 2009, the number increased from 287 to 489. 
Since 2009, 'the nllmber of billing inquiries or complaints has decreased to 482 in 2010 and to 
359 in 2011. Thisidecrease in billing-related issues may be correlated to some recovery in the 
economy. 

2009 
9 
1 

-- GULF POWER C O M P A N Y  

TPSC WARM TRANTFER I COMPLAINT Acrivlry 

480 29 489 387 
435 47 482 379 
341 18 359 303 

I--- 

FPSC warrh transfer records reflect that, on average, 86 percent of these billing-related 
contacts which ard warm transferred back to Gulf have called specifically regarding payment 
arrangements. Over the five-year period 2007 through 2011, Gulf received 1,635 billing-related 
contacts which were warm transferred, 1,400 of those calls were preliminarily categorlzed as 
related to payment arrangements, The trend in payment arrangement warm transfers follows 
that of the total bllling transfws and complaints with a peak in 2009 of 387, followed by a 
downward trend to'379 in 2010 and to 303 In 2011. 

1. 

3.2.1 TAPNDS I N  PAYMENT ARRANOLMENTS 

Gulf offers two types of payment arrangements to customers who are having difficulty 
paying their bills if the CUStOmef meets certain Criteria. Collection Arrangements'can be 
extended up t o w e e k s  from the date the arrangement is made. Special Agreements ailow 

'I The term .warn t fanshed' refer8 to D slluatlon W h m  a customer call8 !he FPSC Call Center and aftar dlscusslng and 
pumentlng me bllllng &plalnl detail$, the FPSC analys! 6amfaR (or "Warm transfsnq the call to Gulf for hrlther a$sist~flce. 

A rubset d the numbor of bllllng wrm trnnafers whlch may Indude boVl payment arrangsmsnl compldntr rnd inquiriei. 

le 



FPSC PAGE 63/16 

month extension. Monthly Collection Related Statistics Summary reports are used to moni ? or 
residential, commkrciai or industrial accounts a long-term payment arrangement up to a 

payment arrangeHents. These reports include the number of requests granted or denied. 

The numb8rs of payment arrangements granted or denied for 2007 through 2011 are 
shown in Exhibit '4. Gulf experienced its highest requests for payment arrangements in 201 1, 
a peak of 139.297. The number of payment extensions established has trended upward over 
the past five yeana, while the number of those denied over the last three years has trended 
downward: In Janbary, 201 0, in response to the economic hardship experienced by many cf Its 
customers, Gulf *eiaxed its parameters and/or criteria for payment arrangements, fieid 
collections, billed deposits, non-payment reconnection, budget billing and special agreements, 
By closely monitoring collections activity, the company has been able to manage a successful 
balance between hore lenient payment and billing options offered to customers and the integrity 
of the company's1 collection performance. As a result, customers are provided a better 
opportunity to continue service and the company is able to adjust its collections practices to 
respond to external factors such as the economy, extreme weather and other community 
impacts. 

/. 

EXHIBIT 1 4  Sourn: OuHRdwnas Oocumnf Reqwsl 1. 17. 1.20. 1 21 and 3 1 

The numbdrs of payment arrangements completed or defaulted for the years 2007 to 
201 I are shown in1 Exhibit 15. The highest numbers of payment arrangements completed and 
defaulted both occurred in 2011 at 85,375 and 38,895, respectively. 

EXHIBIT 1 5  Souffie. GuHReapensr Dooumenf Request 1 17. 120 and 1 Z f  

3.2.2 akNCHMARKINl3 QTUDlES AND INTERNAL AUDITS 
In February 2009, Southern Company (Gulf's parent company) conducted an internal 

audit of its four suUsidlary utilities titled CSS Analysis dfArrears and Collections. This audit was 
a review of the rdlability of Customer Service System (CSS) reports related to arrears and 
collection, and the calculation of the accumulated provision for uncollectible accounts. The 
summary of the audit states that based on the results of audit tests performed, the information 
technology application and general controls and the financial controls are operating effectively 
to provide reascndbie assurance that the CSS data and reports have reliability and integrity. 
The audit noted that the operating companies use different methodologies for calculating the 
accumulated provlsion, and that each method was consistent with generally accepted 
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through Gulf Power's website. Of the total number of website transactions, payment 
arrangements repfesent approximately seven percent. 

Georgia Power 
Company (also a Southern Company subsldlary) monltoring group monitors the performance of 
Gulf CSRs under 3 cost-sharing program. Thls group conducts four audio-recorded monitoring 
sessions per month for each CSR. In edditlon, Gulf monitors the calls of newer employees to 
identify potentlai gaps in training, handling, and customer service. The CSC supervisors 
monitor the CSRrfor quality assurance purposes at a frequency of at least one hour per CSR 
per month for perfonance management. 

The Custdmer Service Center audio records ail incoming calls. 

3.3.3 PAYMENT ARRANQLMENTS PULlClSS AND PRPGEDUREB 

To assist Customer Service Representatives with responding to customer inquiries, 
policies, procedures, and processes are documented in job aids and are maintained on the 
company intranet site. According to Gulf, its Customer Setvice Standards were developed to 
ensure conslstencv in delivering service to customers. 

Gulf Power maintains a policy and procedure titled Payment Arrangements/Speciel 
Agreements within its Customer Service Standards. This policy and procedure identifies two 
typea of payment arrangements: (1) short-term Collection Arrangements, and (2) long-term 
Special Agreements. 

days) from the dat3 the arrangement is made. These agreements are made for existing b illed 
amounts; they do rot cover future billings. 

Customers may make Collection Arrangements with Gulf Power througn the Interactive 
Voice Response Unit (IVRU) system, the company website, or they may work directly with a 
Customer Service Representative (CSR). 

The accounts of Gulf Power customers who fail to pay according to their Collection 
Arrangements will :be placed back in collections, negatively impacting their credit ratings with 
Gulf Power. A Collection Arrangement or payment automatically voids a Cut-Out (disconnect) 
Order, unless it has already been dispatched. if dispatched or completed, the Customer 
Service System (CSS) automatically issues a Cut-in (reconnect) Order, if the 
arrangemenupayment is for the total amount due. 

The Payment Arrangernents/Special Agreements policy and procedure identifies bill 
extension guidelines. Collection Arrangements cannot be made by a representative prior to the 
bill due date. Doing this would cause system problems with printing the total amount due on the 
collection notice. Additionally, Gulf Power states that representatives should not allow a hold 
past the disconnect date if the account meets four out of the six criteria listed below: 

CPLLECTIPN ARRINOCMCNTB 

A Collectio:, Arrangement is the short-term rescheduling of payments into sin le or 
/ multiple installments. A Collection Arrangement can extend payment up to weeks 

zz 
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Representatives wiil make the Collection Arrangament on the past due (ocrerdue) 
amount only, even if the customer states they will make payment of the full outstanding amount. 
if the customer doas not keep the arrangement, the default disconnect notice will be for the full 
past due amount. 

SCCUl4L AOREEMLNTE 

I .  A Special P.gremnent IS a long-term payment option (up to. months) for customers and 

+ Billing adjustment due to an error made by Gulf Power + Meter constant error 
+ Malfunctioned meter 
+ Switchedkrossed meters 
+ Rate correction 
+ Disputed amounts 

is reserved for the following special circumstances: 

Multiple Special Agreements may exist for one account. The amount of the Special 
Agreement is removed from accounts receivable and re-billed to the customer in monthly 
installments on their regular bill. If the customer fails to pay the agreement, only the agreed 
upon installment amount that is overdue, along with any other overdue amounts, will.enter into 
collections. Special Agreements can only be made on "eligible" businesses. An eligible 
business includes receivables whose charges are generated from kwh usage, are previously 
transferred service and kWh based charges, or reinstated kWh based charges. If a customer 
does not make the payments for a Special Agreement, the balance of the agreement will appear 
on the next bill issued by Gulf Power. 

3.3.4 CDLLFDTIUN POLICIES AND PROCEDURES 
Gulf Power maintains a policy and procedure titled Collection Parameters within its 

Customer Service Stenderds. This procedure determines whether an account becomes eligible 
for collection, and contains a timeiine starting from the meter being read, to a disconnect notice 
generated, to the account appearing on the collection list. This policy and procedure also 
outlines how a customer's credit rating is calculated by Gulf Power. 

A bill is generated for each customer on a monthly basis. Customers are given 21 days 
to make their payments. If the payment is not made within 21 calendar days, bill colledion 
activity is initiated. A disconnect notice is generated and mailed 10 work days after the due 
date, if the payment has not been received. Outbound telephone collection calk are made 
three workdays after the disconnect notices have been mailed. 

OUTBOUND TELEPHONE COLLECTIONS 

To help customers avoid dlsconnection for non-payment, the company began 
supplementing the disconnect notice with an outbound call to remind customers of the 
impending disconnect. GUN believes that the expertise, technological capability and capacity of 
outside vendors were ail necessary elements considered in the decision to use a third-party 
company for outbound telephone collections. The third-party company selected for performing 
outbound telephone collections calls on Gulf's behalf is Televox Software Inc. Gulfs perception 
is that there are aconomles of scale in using a third-party service with experience in delivering 
out-bound Cali solutions. Benefk include ease of implementation, responsiveness to Ice11 
demand, and the ability to make modifications quickly. Gulf stated that reconciliation of 
customer collectiorr activity files is performed daily to ensure the third-party company meets 
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EXHIBIT “C” 

Line-by-LinelField-hv-Field Justification 

Line(s)/Field(s’) 

Staff’s Draft Report 
Page 18, line 1 
Page 19, line 1 
Page 22, lines 1-7 
Page 23, line 1 

Justification 

This information is entitled to confidential 
classification pursuant to §366.093(3)(e), 
Florida Statutes. The basis for this 
information being designated as 
confidential is more fully set forth in 
paragraph 2. 


