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extend a customer due date for up to.days. Exhibit 8 contains the number of payment 
arrangements req(;lested for the years 2007 to 2011. The number of payment arrangements 
established has st~adily increased to a hfgh of 1,422,375 in 2011. The number of payment 
arrangements denied peaked in 2009 at 1,006,236, and has since declfned. FPL has rel;;!xed its 
criteria for grantin-g payment extension requests, Including payment extoosions related to 
deposits, providing a better opportunity for oustomers to continue service with the utility. 

The number of payment arrangements completed or defaulted for the years 2007' to 
2011 is shown In Exhibit 9. The 11ighest number of payment arrangements completed was in 
2011 at 941,845. The number of payment arrangements that d~faulted was highest In 200? 811 
347,452; however. an inCr&aS9 in defaults occurred in 2011, as well. 

Sovroe: FPt Respol1~e 

2.:2.2 gatNCHM~RKING STUOt~S 

Staff found that FPL participated In a 2011 PA Consulting Group benchm~rking stlJdy 
that provided an assessment of utility business opeN;ltions, including an analysis of credit fmd 
oollections strategy' and development for a group of utll!ties. FPL states that this study showed 
that FPL granted more 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 
arrang~mentEl. 

Additionally. FPL participated in an annual utility benchmarking program conducted; by 
E.dison Electric Institute (EEl) DataSource. Data collected from this program includes payment 
arrangement Inquiry data for 2008-201 0 related to: 

, Jan ~007 - Oct 200e p!<yme~l elClenslol'ls grantee! or establIShed conteln& only COR (C~storne( Care), IVR {Interactive' Voice 
Response} and Web contRct9. Nov 2008 - Deo 2011 payment ~xtGnslons granted or eslablfshod contains eontact. mad!) through 
the following c::harl nel~; CCR (Customer Cara). IVR I VRU {Interactive Voice RasponsG). Web. R.evel1ue Recovery, Rev",nue 
Protection. Customer AdV{IC8CY, PSG, SCS, ASsiSt, CUstomer Billing. Field Opllratlons and Other. 
10 2007 Paym~nt ArrangEimGnt DIspOSItion besed on the ~007 number of payment arr~ngemel\t9 gratlted using the Costtll'ner 
CompU~nce % Care Center OveraH from December 2007 Payment Extension Monthly Sommary Report to celolJlate' the 
comrletedld~;Jullt,d ~M'loU)'lt9. , , ........ ~ .... IF 
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.. Number of deferred payment arrangements made 

.. Default rate (percentage) ofthe deferred payment arrangements 

.. Number of delinquent dollars tha.t were in deferred payment arrangements on average 

Audit staff was not allowed to revIew any Information from this study due to its 
proprietary nature and EEl s non-disclosure requirements. 

2.2.3 DISCONNECTS OF CUSTOMER SERVICE 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 inc/ude a notice to disconnect and 
field tollectibri, and may include a telephone call. FPL states that jts progressive collection 
actiOriS arelimitad to those accounts with the highest risk of loss. 

During anY:9iven month for FPL,. at least twenty percent of customers pay past the due 
date. The total numbers of accounts disconnected for nOI1-payment by the utility during 2007 
through 2011 are shown in Exhibit 10. AcCounts nnected multiple times for n6n-
pa~e. Mce disconnB?tions pea. ked ~n 20.·.09. . . . declined in. 2010 
to~nd trended sllghtl~ard In '2011 The percentage of accounts 
disconnected peaked in 2009 a~ercerit Overall, this eq to less than one percent of 
accounts disconnected on a monthly basis. 

EXH I a IT 1 0 SPIJrce: FPL Response Documi:lnf Requests 3.1 and 3.6 

2.2.4 GROSS WRITE-OFFS 

Write-offs ara revenues that the company has lost due to customer inability or refusal to 
pay their bill. FPl will s.end a final bill to a customer in two instances: (1) if the customer 
requests that his/her service be terminated or (2) if the customer is disconnected for non
payment and does not satisfY the debt within to days. Deposits and deposit interest, if 
applicable, are applied to the outstanding balance and a final bill ora refund check is remitted to 
the customer. lfatter approximately 90 days, the customer does not make payment on the final 
bill, the customer s balance is systematically written.off. FPL states that it reviews reports of 
balances written-off on a monthly basis. 

Thetota1 gross write-offs by FPL for 2007 through 2011 are shown in Exhibit 11, 

11 Number of Accounts DISconnected includes accounts disconnected more than once. For example. an account disconnected 
twice woUld reffect as two disconneCts in the eJdiiM. 
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7_ In adllition to two. 'FJ>T. C3rocentem; liC':: Services ac~ M vilt1.ml cl.Istomcl' servico under n6-year contract. 
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Fiiml Bill tor rcsidentialllilil' automatei\ OTe. 

Reven\l~PrQlection handles ~ackbiUing, meter tamperi11g Qrby~t'£Ills, 

sC,S -S,peejal COllsuinet Setvices.Pour ~el's(')nnel that w(ll1c wilhn.ssisf 3gcl1ci¢$. 

DRl.1l 

(7, \Vbht CIII~Y~ll.l tell u.~ nbouttbc other utilities iJ1.tHe FA Consulting,ClrolljJ study'/: Were any oftllese utilities. 
in Florida. or'the S6uthoa...q? . 

None in Floridll. /\(;:1'05.'1 all C$lt 

18. Cun you tell us whetitel' any ofthetutiliUcs in the: $u~rdltl)~' COll(idi,}lJlinl EEl Dnl!iSQut~ stl.jf;\yjnclitd~ 
other l' lorida or other S~utlle~t utilities? 

Yes, lit (;Ioridu. 

QRI.I2 

(no questions l'e&<1rdiflg the dl'ltli) 

DRl.)3 

19..W~ th¢re~n)' liudiis peifomtccl by o\ltsidecompanies, reli-arding colJeetionofpasfdueamciimtS fhrm 
customers lII1d1ot PaYlllent arrangements?: . 

No. 

DRl.14 

(no qllesticms regarding the d;ita.) 

DR1.I5 

20. Can yoil q~i;:tib~: 
thcPExr Guidetrn~ 3J.1dGraphs,on Octobcr2UIl Revenue RCCOVC1'Y document? 
TllB,P!cl(i CollcctionsSUIID1JIll)' 
ore Tnciicator$urnmfjty 

-z..t. L!;.'il\l(Hlotice, COl· Cl\tlllot ~et ill. 

2A-

t\1'liiu'oR!lIA 1\.'0; I\NtJ.YSIS ~iiC'IiONIOill'ooOR..'dANct; AlWSSIS ;P.UPITS\I()U r;,y;,...1 .4riOn,~I.wrT.U.O W01~~S\U In!mI<:IV 
sim~"tl<ii\Fj>I; ln~rvic\V ~)'Iii""I)'.ltC.dO': . .. . 



L- arc lnd~~{cir Sunu1l3ry(DRl.21): The summaries measure'the ef'fectivcnessof o'llbolirid collc:c1ii:ms calls, 

'3 'Supplenn~n1ill D1U.lS: ejC1lSo})l'ovide I~'o Ni:iVblilbe.iilid Q¢cembet'2()\ 1 datil. 

(KC) The (blank) denial n::asoll is "CUSIOl1ley hung up or 4ectinccl recofiltnIfuUation.;' 1111:1 Ineang that lhe 
6ustpm~t de{;Jl[le~ thc¢OOmmenda1,ion by tho fl'P'r; e'inployci.\ cort'Cc!7 

DR1.l7 (K,C) Orttl!e"£IBXT gTOl1ied'> -sp~dsb<wts. ac:count rt1:mlberslndicate thnl' accounts have been granteti 
add(liomil.(mortllha,tloIlC) paYm~llt arra.ngt'!menf. Is'that cO).Ted;! 

DRU8.aud DRt.l? (KC) Are the tJross Write-6ffsdata ht accoull!so!"i!ollurs? 

(cilh\11'1H or Cut!lls)'N'et Anmesty - this is 'fOr tlie medlrolessentialscrviccs 

{elther JHQr C,;irlO$} Wrife~ffs:-miIi3!e receivables to h1anagi;l;\vrilc-ofis •• 

DlU.+O eKe) ls !ho "PEXT granted" data on this sprelids!;l.:et the Illrrnpcr of custOlllCrl; that were granted a 
PEW 

(either JFI Ol' CarlOS) ratioC(lnstaot tfom yr. to ),1'."-56% 

DRl.21 (KC) How does the company Ub'e tbo rePQrts in respOnse to mMlIge pnYl'hent ntrnilgemcnts'l 

(KC) Are PEX'f seen as a tool to help cotiections or au ncCd;sary evi17 

(1<e) Does tho compaiiyscck t-o mhii~ PEXTs? 

flol' those ill It\t~pa,ymontstatLls.F:P~'s prulosopbt ',ii to tty t.6keel) tllos~ cllStODl.ersin servIc~"-:'nlin~~Q 
discollll<:cts bePau5Qi~ CO$t~mQrieyt61'rmt ~d~C!td the finalli.oticc !Il'!d fo hay!) field C611¢ction!ipe1wnilel 
dlsconncl.';t' serviCe at tbe premises; Llitefee of 15% is assessed. 

pJiIl,<I.I~ot~UfC,"'h(l) Thc.sy,stemis set lif) tQ hllllpo 
'!indcrtcrt,lin ctmilitiolTs, e~g .• l ",jUverin 12 nlontJ1$ 

aCIJ$tcflllc:r:l13d rul~ttCl1lual:ing circtlll1$ncc, such as a wa1cr heaterleak cau~ing n 




