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extend a customer due date for up to-days. Exhlibit 8 contains the number of payment
arrangements requested for the years 2007 to 2011, The number of payment arrangements
established has steadily increased to a high of 1,422,375 in 2011, The number of payment
arrangements denied peaked in 2009 at 1,008,236, and has since declined, FPL has relaxad its
criteria for granting payment extension requests, Including payment extensions related to
déposits, providing a better opportunity for customers to continue service with the utility,

FLORIDA POWER 8 LIGHT EOMPANY
PAYMENT ARRANGEMENTS REQUESTED
2DD‘7 20011

R R e e e R e e
1,038,277 lﬂiﬁa 1,271,002 mm
844 658 ET(I 473 907 905 876604

Soiea: FPL Re onnse Dooumen! Request 1. 20 1 21 anda 1

EXHIBIT B

The number of payment arrangements completed or defaulted for the years 2007 to
2011 is shown in Exhibit 8. The highsst number of payment arrangements completed was in
2011 at 841,845, The number of payment arrangements that defaulied was highest in 2007 at
347,452, however an increase in defaults occurred in 2011, as well,

FLORIDA POWER & LIGHT COMPANY
PAYMENT ARRANGEMENT DISPODSITION
2007 - 301 1 -

2.2,2 BENOHMARKING STUDIER

Staff found that FPL participated in a2 2011 PA Consulting Group benchmarking study
that provided an adsessment of utility business operations, including an analysis of credit and
collections strategy and development for a group of utilities. FPL states that this study showed
that FPL granted rnore payment extensions per customer than nearly-all other utilities in the
study. The study also showed that FPL ranked among the lowest in broken or modified
afrangements.

Additionally, FPL participated in an annual utility benchmarking program conducted: by
Edison Electric Institute (EEI) DataSource. Data collected from thig program includes payment
arrangement inquiry data for 2008-2010 related to:

® Jan 2007 — Oct 2008 payment extenslons granted or establishied contelns only COR (Custorner Care), IVR ({Interactive Voice
Response) and Web cantacts. Nov 2008 ~ Deo 2011 paymant extenslons granted or establishod contalns eontacts made through
the following ehetinels: GCR (Customer Cara), IVR / VRU (interactive Volca Raspense), Web, Reverue Recovery, Revenue
Eratection, Customer Advicacy, PSC, SCS, Assist, Cusfomer Billing, Field Operations and Other.

® 2007 Payment Arrangement Disposition based on |he 2007 numbser of payment arrsngaments granted using the Custommer
Compliance % Cars Genter Qverall from December 2007 Payment Extension Monthly Summary Repott to caloulate: the
completed/dofaulted amounts,
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¢ Number of deferred payment arrangements made.
¢ Default rate (percentage) of the deferred payment arrangements
¢ Number of delinquent dollars that were in deferred payment arrangements on average

Audit staff was not allowed to review any Information fromi this study due to its
proprietary nature and EE! s non-disclosure requirements.

2.2.2 DISCONNECTS OF CUSTOMER SERVIEE DUE TO NON-PAYMENT

Disconnections of electrical service due to non-payment are another indication that
customers are having difficulty paying their utility bills. FPL disconnects service -only after
collection efforts have been exhausted. Collection efforts include a notice. to disconnect and
field collectior, and may ihclude a telephone call. FPL slates that iis progressive collection
actions are limited to those accounts with the highest risk of loss.

Duting any given month for FPL, at least'twenty percent of customers pay past the due
date. The total numbers of accounts disconnected for non-payment by the. utility during 2007
through 2011 are shown in Exhibit 10. Accounts mai be disconnected multiple times for noni-

payment. Service disconnections peaked in 2009 at isconnections declined in 2010
to_and trended slighti The percentage of accounts

upward i 2011
disconnected pgaked in 2009 aiercant Overall, this equates to less than one percent of
accounts disconnected on a monthly basis.

FLORIDA FOWER & LIGHT GOMPANY
TOTAL CUSTOMERS DISCONNECRTED
2007 - 2011

4,456,593

4,509,739
4,489,079
4 520,327
‘ 4,546,125
Source: FPL: Response Document Requests 3.1 and 3.6

EXHIBIT 10

2.2.4 Bross WRITEOFFS

Wirite-offs: are revenues that the company has lost due to customer inability or refusal fo
pay their bill, FPL will send a final bill io a: customer in two instances: (1) if the customer
requests that his/her service be terminated or {2) if the cuslomer is disconnected for non-
payment and does not satisfy the debt within 10 days. Depdsits and deposit interest, if
applicable, are applied fo the outstanding balance and a final bill or a refimd check is remitted to
the customer. If after approximatély 90 days, the customer does not make payment on the final
bill, the customers balance is systematically written-off. FPL states that it reviews reporis of
balances written-off on:a monthly basis.

The total gross write-offs by FPL for 2007 through 2011 are shown in Exhibit 11,

" Number of Actotnts Disconnected includes accounts disconnected mbre than once. For example, an account disconnécted
twice wold reflect s two disconnects in the extiibit.

FLORIDA POWER & LIGHT



optians/ariangenients?

i addition to two FPL care centers, GES Services actas virtual customet service under g G-yeat coniract.
Final Bitl {or residential has automated OTC.

Revenie Protection handles backbilling, niefer ampering or by-jass.

SCS ~Speecial Conguiner Services. Faur persannel that work with.assist agencics,

DRL1Y

[7: What can.you tell us about the other ufilities in the PA Consulting Gronp study? Were any of these utilities.
in Florida or the Southeast? '

None in Florida. Actass all CSR,

18: Cuns you tell us whetherany of the ufifities in the Superduper Con fidential EEl DutaSburce study include
other Blotida or other Southeast uilities?

Yes, i Elorida.

DRLI2

(no questions regarding the data)
DR1.13

19. Werg thiges any dudits perforied by outsidecompanes, rqgarding collection of past due:ameimts fiam
customers and/or paynient arrangements?

No.

DRL.14

(o quéstions raparding the dafa)

DRLIS

20. Can yoir destribe: o

. the PEXT Guidellnes and Graphis.on Octobeir201 F Reventé Recavery ddcwment?

The Field Colléctions Sunmyary
OTC Indicator Summary

.
*

Lepvenotice; CGI -- cannof get in.

| MES ~ Medieal Esse

Ambesty
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Field Collections Swnmidty (DR1:21):

OTC ndicator Sunumary-(DRE,21): The summaries measuethe effectiveness of outbound collections calls:

Supplemental RIS Pleise provide tho Novembizrsid Detembar 2011 data,

mu 16: (KCy Can you dcscnbc ﬂm Dcm i1 Codcs m me s?reddahecta?
- @sard employe it

{liis. fs-anotlicy risk: fe

custonrer heligible lovapayiment amangenient;

{KC) T appears that each sttenipt by'a coitomer that is-depied s counted (j.e., inultiple deirtals), Tethatcorect?

(KC) The {blank) denfal reason i “Customer hung np or declined recommendation” This meana that the
customer declingd thé recommendation by the FRT, employes; coeel?

adduwnal (mora 1han cne) payment a:l‘angem!:nf Ts'that cmrcct"

DR1.18 and DR1.19 (KC) Afe the Gross Wiite:offs dafa Il actounts or dollars?

(ciiber TH or Carlos) Net Amnesty — fhis i for the medical esseniinl services

' (cither JHor Carlos) Write-offs - manage receivables to manage.write-offs,

DRI (KC)y s the “PEXT granted” data on this spreadshieet the number of custoriers that were gmanted a
PEXT?

{cither JH or Carlos) ratio constant fiom yr fo yr, ~36%

DR1.21 (KE) How does the compariy wse iharéports in fesponse to madage paynient arfangenicnts?
(KC) Are PEXT seen a5 a tool to help collections or as-d nccessary ovil?

(KC) Does the ¢ompany seck to rafiiimize PEXTS?

For thosa in late-paymént status, FPL’s philosophy i4 to try 16 keep those customers in service~<minimice
Ulsconnects hecause it costs money fo print apd ‘send thie ﬁuaI notice and 16 have field colléctions persbnnel
disconnect sepyice at the premises; Latefeeof L. 3% is assessed,

v C) Are there instanées when FPL vaives this f£ie? (FPL p;mqi not. \urmwha) Thia8ysfer is set up 16 Bl {lie
Tute churge; The company may waive the late-payment foe under eeétfain condifions, s.g., 1 wiiverin 12 months
of good bill paying. AJsa, if'3 custorner had an extenvating circinistance, such as a water heater Teak causing a
high bill, BPL tay walve the late-payment fée. o

Iintexview summary One FPL Paniel PA Auditidoo






