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I AUDIT FINDING NO. I 

2 SUMMARY: The script given to FPLES representatives who offer products and services 
3 to FPL customers does not require the representative to say that they work for FPLES. 
y When calls were observed by Public Service Commission staff the representative did 

say that she worked for FPLES. Although the script does not require the representative 
6 to state what company he or she works for, the Key Elements section of the training 
7 manual says “Always advise customers and partners your name and company” as a 
b‘ critical element. 

4 The way the question ’is phrased when providing the confirmation number and offering 
(0 services insures that the customer has to answer yes to the question if they want their 
( I  confirmation number. The confirmation number should be provided before they ask the 
Q customer if it is alright for them to offer other services. 

0 STATEMENT OF FACT: Part of the FPLES representative training is related to 
handling the connect service business calls which are the transfer of certain customers 

15 needing new service from FPL to FPLES. After the collection of information by the FPL 
/t representative 
(7 customer on h 
[If The manual calls for the FPLES representative to greet the customer as follows: “Good 

and I will be providing you with 

new service connection, the FPL representative then puts the 
ait for the confirmation number and transfers the call to FPLES. 

e 

24 criteria. The screening criteria is whether the caller is the actual customer, whether they 
30 speak English or Spanish, if they have questions that require referral to another 
31 department, or when the caller does not have time when the FPL representative tells 
32 them when that they will be transferred. 

33 
3 q  impact the general ledger. 

3f EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 
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I AUDIT FINDING NO. 2 

2 
3 

SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard, 
Power Surge and Surge Shield Protection. A customer may believe FPLES is the 
regulated electric company. 

.Y 
6 
7 

insurance for protection of water lines and electric lines and it‘s offered to the customers 
9 when the call is transferred to the FPLES representative. Also, FPLES includes billing 
[O inserts for Power Surge and Surge Shield Protection in FPL’s utility bills. Power Surge 
// is an insurance to provide protection for the customer’s electronics and appliances. It 
/z reimburses the customer for repair or replacement for covered losses, up to the 
/3  maximum of their policy. Surge Shield Protection protects the appliances before surges 
/L/ enter through the customer’s home’s electric lines or other vulnerable points of entry. ir Surge protectors are installed on the meter and are monitored by FPLES. 

/ 6  When offering the Utility Guard Plan the representative says that the services are 
17 offered by FPLES. The billing inserts included in the electric bills shows that the Power 
/ f  Surge insurance and the Surge Shield Protection plan are being offered by FPLES, an 
17 affiliate of FPL. 

20 Customers may not be aware th -regulated company. Having FPL in 
A the name may imply to the cust FPLES is the regulated utility. A rule 
22 proposed by staff on March 24, 2000 related to Chapter 25-6 for a Code of Conduct for 
23 electric companies. This rule was never approved by the Commission. However, it 
a stated that “A utility shall not give the appearance that the utility speaks on behalf of its 
2~ affiliates or visa versa or that the customer will receive preferential treatment as a 

\RL 

26 consequence of conducting business with the affiliates. A utility many not promote or 
advertise its affiliate’s relationship with the utility nor allow the utility’s logo or name to 27 

2g be used by the affiliate in all forms of media unless it is accompanied by a clear written 
27 or audio disclaimer that states that the affiliate is not the same company as the utility 
30 and is not regulated by the Commission.” 

?/ EFFECT ON GENERAL LEDGER IF FfNDlNG IS ACCEPTED: This finding does not 
$2 impact,the general ledger. 

?3 EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 
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AUDIT FINDING NO: 3 

SUMMARY: The customer’s confidential information is transferred from FPL to FPLES 
in order for the FPLES representative to confirm the customer’s electric service order 
and to provide their confirmation number. FPL has a confidentiality policy for information 
entered on its website that says that FPL does not reveal the customers confidential 
information to third parties, including other subsidiaries of the FPL Group. The 
Commission has a rule establishing a’ Code of Conduct for gas companies that 
disallows the transfer of confidential information between affiliates. A rule written in 
March 2000 was proposed to provide standards for the electric companies on handling 
the confidential information between regulated electric companies and affiliates. The 
proposed rule for electric companies was never approved. 

STATEMENT OF FACT: According to the company “when new service calls are 
transferred to an FPLES representative, only the information needed to confirm the 
electric service order, such as the customer‘s name, address, the connect order date 
and the confirmation number is provided. The customer is then asked for their 
permission prior to offering FPLES Connect Services. (See finding 1) If the customer 
gives their permission, then only the confirmation number and any other FPLES 
customer information needed to fulfill the services agreed to by the customer is retained 
in the FPLES database system. If the customer does not give their permission, then 
none of the customer information used by FPLES to confirm electric service is retained 
in the FPLES database system.” 

FPL has consistently throughout the years applied for confidentiality of customer’s 
information such as customer’s account number, name and address. 

Even though once the call is ended the screen is erased the FPLES representative still 
receives the customer’s information at the start of the call. If the customer verbally 
agrees that FPLES can provide further information, this information is also retained in 
the database system. 

FPL’s Privacy Policy on related to its website says “FPL does not reveal any personal 
information that is provided by our customers through our Web site to any third parties, 
including other subsidiaries of the FPL Group, except when requested to do so by a 
governmental agency having jurisdiction, or by a court of competent jurisdiction or other 
operation of law.” 

Commission Rule 25-7.072, 2 (bl)  which is the Code of Conduct for gas service, states 
that the company “will not disclose, or cause to be disclosed, to any marketer, broker or 
agent, previously non-public information about a customer without that customer’s prior 
authorization.” 
This is a rule for gas service, but it appears reasonable that FPL should not disclose 
any customer information to any affiliate. 
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A Commission Rule was  proposed by staff on March 24, 2000 related to Chapter 25-6 
of t he  Florida Administrative Code for a Code  of Conduct for electric companies. This 
rule w a s  never approved by the Commission. Although this rule w a s  never approved, 
t he  concept may be relevant to  this issue. Item 9(C) (I) states: “Utilities may  not 
release any proprietary customer information to  any affiliate without the prior written 
consent  of the customer.” 

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING IS ACCEPTED: This 
finding does not impact the general ledger. 

EFFECT ON FILING IS ACCEPTED: This audit does not have a filing. 
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A 
I AUDIT FINDING NO. 4 

2’ SUMMARY: The FPL call care representative obtains personal information needed to 
3 establish electric service from the customer before the call is transferred to FPLES. 
‘f Some of this information such as: name, address and phone number is used by 
S FPLES. In addition, certain information obtained by FPL qualifies the customer for the 
6 transfer to FPLES. No time is allocated to FPLES for obtaining this information. 
7 p p e r  call which is the estimate of the time from when the FPL 
(rqepresentative transfers the call to FPLES and waits for a response from the FPLES 
c/ representative. The FPL representative then tells the FPLES representative the 
(0 customer’s name. 

/ i  From the observation of new service calls it was determined that to gather customer’s 
12 information takes from 3 minutes and 18 seconds to 7 minutes and 44 seconds 
13 depending on the type of call.. Only- of this time was charged to FPLES. 
/ V  Some of the information obtained by FPL is a benefit to FPLES. 

K STATEMENT OF FACT: FPL’s representative obtains customer information such as: 
16 name, social security number, telephone contact, whether the person calling is the 
17 owner or the renter, current power status, closing date, billing address, email address, 
I I( deposit information and verification of information. The computer does a credit check 
/? based on this information. The time it takes to process each call is ranges from 3 
1~ minutes and 18 seconds to 7 minutes and 44 seconds. (See attached summary of calls 
21 observed). The cost for the time it takes to gather this information is not charged to 
22 FPLES. FPLES is not only benefiting from the transfer call but also from obtaining this 
23 information without having to spend additional time to obtain it on their own. Based on 
2\/ FPL’s I I  center representatives and managers 

. Based on three month’s dat 
ZI, are an average rred to FPLES each month. 

27 EFFECT ON THE GENERAL LEDGER: This finding does not affect the general 
2d ledger. 

29 EFFECT ON THE FILING: There is no filing related to this audit. 
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SUMMARY OF CALLS AND TIMES 

1) NEW SERVICE CALL 
This call lasted 4 minutes and 20 seconds  from the  time the  customer called up 
to the  time t h e  FPL representative transferred the call and spoke  to the FPLES 
rep resen tative. 
During the  request for new service the  customer requested the billing statement 
be sen t  to a different address.  This added time on to the call. 

2) NEW SERVICE CALL 
This call lasted 3 minutes and 18 seconds.  T h e  customer% billing statement w a s  
s e n t  to the  customer's address.  

3) NEW SERVICE CALL 
This call lasted 5 minutes and  16 seconds.  T h e  call w a s  m a d e  by a friend of the 
FPL customer. T h e  FPL representative gave  the confirmation number and the 
call was not transferred to a n  FPLES representative because  the  caller w a s  not 
the customer. 

4) NEW SERVICE CALL 
This call lasted 4 minutes and 18 seconds.  During the  request for new service 
the  customer requested his billing statement be sen t  to another address and this 
added time on to  the call. 

5) NEW SERVICE CALL 
This call lasted 5 minutes and  21 seconds.  During the  request for new service 
the customer asked for the  billing statement to be  s e n t  to  another  address. S h e  
also asked if t h e  name  on the bill should be  under the person renting for the 
landlord which increased the length of the call. T h e  customer s e e m e d  confused 
as to why the  FPL representative w a s  transferring her  to ge t  her  confirmation 
number. 

6) NEW SERVICE CALL 
This call lasted 4 minutes and  51 seconds.  T h e  customer s e e m e d  confused , 

between the co'nfirmation number and  the  account number. ' 

7) NEW SERVICE CALL 
This call lasted 7 minutes and  44 seconds. T h e  person calling w a s  not the 
customer. T h e  FPL representative gave  her  the  confirmation number instead of 
transferring her  to FPLES, because s h e  w a s  not the customer. 
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I CALCULATION OF THE COST PEReSECONDS 

~ONFIDENTI AL 
# if seconds charged to FPLES per call 
60 seconds times 60 minutes (3600) total seconds in one hour 

Percent of time per call in one hour 

Percent of time per hour per call 
Total hours in a month 

Percent of time per month per call 

Queuing factor for time lost for calls going through queue 

Percent of time with queuing factor per call 

Percent of time with queuing factor per call 
Adjustment for agenfs productive time 

(4 

20 $50,736 

Non-exempt full time equivalent (Percent of time per call adjusted 
for queuing factor and productive time) 

Representative's salary and overhead 

Full time e uivalent time 
Cost p e r h e c o n d s  for the representative 

Full time equivalent 
Spa% of Control (Supervisor handles 16 representatives) 
Full time equivalent for Supervisor per representative 

Full time equivalent for Supervisor 

Supervisor's salary and overhead 

Cost per Supervisor 

32 The total cost per seconds ism representative- superviso- 

10 



CONFIDENTIAL 
AUDIT FINDING NO. 5 

SUMMARY: FPLES revenues fom related to the connect service business are 0 and the related expenses ar- 

EFFECT ON THE GENERAL LEDGER: This finding does  'not affect the general . .  C ledger. 

b EFFECT ON THE FILING: There is no filing related tothis audit. 



~ONFI~ENTI AL 
I AUDIT FINDING NO. 4 

SUMMARY: The  script given to FPLES representatives who offer products and services 
to FPL customers d o e s  not require the  representative to s a y  that they work for FPLES. 
When calls were observed by Public Service Commission staff the representative did 

T say that s h e  worked for F the script d o e s  not require’the representative 

5, T h e  way the question is phrased when providing the confirmation number and offering 
10 services insures that the  customer has to answer yes  to the  question if they want their 

confirmation number. The  confirmation number should b e  provided before they ask the  
customer if it is alright for them to offer other services. 

53 EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 
? y  impact the general ledger. 

j’r EFFECT ON FILING IF FINDING IS ACCEPTED: This audit d o e s  not have a filing. 

\ ~ ~ ~ ~ \ ~ ~  
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AUDIT FINDING NO. 2 

2 SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard, 

Iy regulated electric company. 
ui 3 Power Surge  and Surge Shield Protection. .A customer may believe FPLES is the 

I 

t 
insurance for protection of water lines and electric lines and it’s offered t o  the customers 
when the  call is transferred to the FPLES representative. Also, FPLES includes billing 
inserts for Power Surge  and Surge Shield Protection in FPL’s utility bills. Power Surge 
is an insurance to provide protection for the customer‘s electronics and appliances. It 
reimburses the  customer for repair or replacement for covered losses; up to the 
maximum of their policy. Surge Shield Protection protects the  appliances before surges  
enter through the customer’s home’s electric lines or other vulnerable points of entry. 
Surge protectors a r e  installed on the meter and are monitored by FPLES. 

(6 When offering the Utility Guard Plan the representative says  that the services are 
7 offered by FPLES. The  billing inserts included in the electric bills shows that the Power 
y Surge insurance and  the Surge Shield Protection plan are being offered by FPLES, a n  

1 9  affiliate of FPL. I 
Customers may not be  aware that FPLES is a non-regulated company. Having FPL in 
the name may imply to  the customer that FPLES is the regulated utility. A rule 
proposed by staff on March 24, 2000 related to Chapter 25-6 for a Code of Conduct for 
electric companies. This rule was  never approved by the Commission. However, it 
stated that “A utility shall not give the appearance that the utility speaks  on behalf of its 
affiliates or visa versa  or that the customer will receive preferential treatment as a 
consequence of conducting business with the affiliates. A utility many not promote or  
advertise its affiliate’s relationship with the utility nor allow the utility’s logo or name to 
be  used by the  affiliate in all forms of media unless it is accompanied’by a clear written 
or audio disclaimer that states that the affiliate is not the same company as the utility 
and is not regulated by the Commission.” 

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does  not 
impact the general ledger. 

33 EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does  not have  a filing. 

!/ 
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AUDIT FINDING NO. 3 

SUMMARY: T h e  customer’s confidential information is transferred from FPL to FPLES 
in order for t he  FPLES representative to confirm the  customer’s electric service order 
a n d  to provide their confirmation number. FPL h a s  a confidentiality policy for information 
entered on its website that  s a y s  that FPL does not reveal the customers confidential 
information to  third parties, including other subsidiaries of the  FPL Group. The 
Commission has a rule establishing a Code of Conduct for g a s  companies that 
disallows the  transfer of confidential information between affiliates. A rule written in 
March 2000 w a s  proposed to provide s tandards for the electric companies on handling 
t h e  confidential information between regulated electric companies and affiliates. T h e  
proposed rule for electric companies w a s  never approved. 

STATEMENT OF FACT: According to  the company “when new service calls are 
transferred t o  a n  FPLES representative, only the information needed to  confirm the  
electric service order, such  as the customer’s name,  address, t h e  connect order da t e  
a n d  the confirmation number is provided. The customer is then asked for their 
permission prior to offering FPLES Connect Services. (See finding 1) If the  customer 
gives  their permission, then only the confirmation number and  a n y  other FPLES 
customer information needed  to fulfill the  services agreed to by the  customer is retained 
in t h e  FPLES da tabase  system. If the  customer d o e s  not give their permission, then 
n o n e  of the customer information used by FPLES to  confirm electric service is retained 
in t h e  FPLES da tabase  system.” 

FPL has consistently throughout the years  applied for confidentiality of customer’s 
information such as customer‘s account number, n a m e  and  address.  

Even though o n c e  the kall is ended the  screen  is erased the  FPLES representative still 
receives the customer’s information a t  the start of t h e  call. If t he  customer verbally 
a g r e e s  that FPLES can provide further information, this information is also retained in 
the  da tabase  system. 

FPL’s Privacy Policy on related to its website s a y s  “FPL d o e s  not reveal a n y  personal 
information that is provided by our customers through our Web site to any  third parties, 
including other subsidiaries of the FPL Group, except  when‘ requested to do so by a 
governmental agency having jurisdiction, or by a court of competent jurisdiction or other 
operation of law.” 

Commission Rule 25-7.072, 2 (bl) which is the  Code  of Conduct for g a s  service, s t a t e s  
that  the company “will not disclose, or  cause to be disclosed, to any  marketer, broker or 
agent ,  previously non-public information about  a customer without that customer’s prior 
authorization.” 
This is a rule for g a s  service, but it appears  reasonable  that FPL should not disclose 
any  customer information to any affiliate. 
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A Commission Rule was proposed by staff on March 24,2000 related to  Chapter 25-6 
of the  Florida Administrative Code for a Code of Conduct for electric companies. ’ This 
rule w a s  never approved by the’Com’mission. Although this rule was  never approved, 

release any proprietary customer information to any affiliate without the prior written 
consent of the  customer.’’ 

’. the’concept may be relevant to this issue. Item 9(C) (I) states: “Utilities may not 

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING IS ACCEPTED: This 
finding does not impact the  general ledger. 

FECT ON FILING IS ACCEPTED: This audit d o e s  not have a filing. 
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W I T  FINDING NO. 4 

z SUMMARY: The FPL call care representative obtains personal information needed to 
3 establish electric service from the'customer before the call is transferred to FPLES. 
Y Some of this information such as: name, address and phone number is used by 

[ 5- FPLES. In addition, certain information obtained by FPL qualifies the customer for the 
'\,, 6 transfer to FPLES. No time is allocated to FPLES for obtaining this information 
't.7 a-pper call which is the estimate of the time from when t 
!y representative transfers the call to FPLES and waits for a response from the FPLES 

representative. The FPL representative then tells the FPLES representative the 
['p customer's name. 

From the observation of new service calls it was determined that to gather customer's 
information takes from 3 minutes 
depending on t h e  type of call. On 

conds to 7 minutes and 44 seconds 
onds of this time was charged to FPLES. 

4 
/ 
c f r  Some of the information obtained a benefit to FPLES. 

L!< STATEMENT OF FACT: FPL's representative obtains customer information such as: 
Alp name, social security number, telephone contact, whether the  person calling is the, 
/;17 owner or the renter, current power status, closing date, billing address, email address, l,'v deposit information and verification of information. The computer does a credit check 
r9 based on this information. The time it takes to process each call is ranges from 3 
20 minutes and 18 seconds to 7 minutes and 44 seconds. (See attached summary of calls 
21 observed). The cost for t h e  time it takes to gather this information is not charged to 
ZZ FPLES. FPLES is not only benefiting from the transfer call but also from obtaining this 
23 information without having to spend additional time to obtain it on their 
Zf FPL's analysis of cost for call center representatives and managers ev 

attached. Based on three month's data f 
II  transferred to FPLES each month. 

I 
i 

n 
28' ledger. 

Z? 

EFFECT ON THE GENERAL LEDGER: This finding does not affect the general 

1 
EFFECT ON THE FILING: There is no filing related to this audit. 
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UMMARY OF CALLS AND TIMES 

I) NEW SERVICE CALL 
This call lasted 4 minutes and 20 seconds from the time the customer called up 
to the time the FPL representative transferred the call and spoke to the FPLES 
representative. 
During the request for new service the customer requested the billing statement 
be sent to a different address. This added time on to the call. 

2) NEW SERVICE CALL 
This call lasted 3 minutes and 18 seconds. The customer’s billing statement was 
sent to the customer’s address. 

3) NEW SERVICE CALL 
This call lasted 5 minutes and 16 seconds. The call was made by a friend of the 
FPL customer. The FPL representative gave the confirmation number and the 
call was not transferred to an FPLES representative because the caller was not 

’ the customer. 

4) NEW SERVICE CALL 
This call lasted 4 minutes and 18 seconds. During the request for new service 
the customer requested his billing statement be sent to another address and this 
added time on to the call. 

5) NEW SERVICE CALL 
This call lasted 5 minutes and 21 seconds. During the request for new service 
the customer asked for the billing statement to be sent to another address. She 
also asked if the name on the bill should be under the person renting for the 
landlord which increased the length of the call. The customer seemed confused 
as to why the FPL representative was transferring her to get her confirmation 
number. 

6)  NEW SERVICE CALL 
This call lasted 4 minutes and 51 seconds. The customer seemed confused 
between the confirmation number and the account number. t 

t 

7) NEW SERVICE CALL 
I 
I , 

This call lasted 7 minutes and 44 seconds. The person calling was not the 
customer. The FPL representative gave her the confirmation number instead of 
transferring her to FPLES, because she was not the customer. 
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~ONFIDENTI AL 
CALCULATION OF THE COST P E R ~ S E C O N D S  

# if seconds charged to FPLES per call 
60 seconds times 60 minutes (3600) total seconds in one hour 

173 - - 

Percent of time per call 'in .one hour 

Percent of time per hour per call 
Total hours in a month 

Percent of time per month per call 

Percent of time with queuing factor per call 
Adjustment for agent's productive time 

20 $50,736 
ZI ' x 

Queuing factor for time lost for calls going through queue 

Percent of time with queuing factor per call 

Non-exempt full time equivalent (Percent of time per call adjusted 
for queuing factor and productive time) 

Representative's salary and overhead 

the  representative 

Full time equivalent 
Span of Control (Supervisor handles 16 representatives) 
Full time equivalent for Supervisor per representative 

Full time equivalent for Supervisor 

Supervisor's salary and overhead 

Cost per Supervisor 

I The total cost peraseconds ism r e p r e s e n t a t i v e ( o . s u p e r v i s o r ~  7 

10 



C ~ ~ F I ~ € ~ ~ I A ~  
AUDIT FINDING NO. 5 @ SUMMARY: FPLES revenues f o r m  related to the connect service business are 

3 - and the related expenses are- 

EFFECT ON THE GENERAL LEDGER: This finding does not affect the general 
ledger. 

EFFECT ON THE FILING: There is no filing related to this audit. 
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-3 .J 
Florida Power & Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 1 
Page 1 of 1 

Q. 
Set up a meeting to discuss: 

I) Which affiliates received customer information. 
2) How the confidentiality of such information is maintained by FPL and the affiliates. 
3) Is there a customer agreement allowing use of such information? 
4) Is any of the information obtained by non-affiliate companies? 
5) What is the purpose and how is the confidentiality treated? 

Clarification was received for parts 1 and 2 from PSC, Kathryn Welch in the 12/8/05 meeting: 
1) Which affiliates (all FPL afflllates) received customer information. 
2) How the confidentiality of such information is maintained by FPL and the 

I 
affiliates (all FPL affiliates). 

A. 
Meeting logistics: 

Date: Thursday, December 8th 
Time: 
Location: GO room 5123 

1:OO PM to 2:OO PM 

1) Only FPLES. (This is a follow-up response from the 12/8/05 meeting) 
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COMPANY: FPL 
TITLE: . MEETING RELATED TO THE FPL SERVICE CONNECT PROCESS 

PERIOD: 2004 AND 2005 
AUDITOR: GABRIELA LEON 

CLARlFlCATiON OF COST ALLOCATION RATE 

FPLES has its own 1-800 
Calls that come to FPL related to FPLES can be tracked. 

calls times the seconds = FTE (MANPOWER=FULLY LOADED RATE) 

The rates provided in DRR#5 are applied to FTE. 

-ofwaiting for the FPLES rep. After a F i t ,  if the call is not 
picked up by FPLES then the call is routed back to FP 

$91,163 =AVERAGE SALARY OF A MANAGER 

$50,736= AVERAGE SALARY O F  REPRESENTATIVE 

total seconds for the group times the FTE (full time equivalent) 
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- Florida Power & Light Company 
Docket No. Undocketed 
FPLES Senice Connect Process Audit 
Audit Request No. 9 
Page 1 of 1 

1 -  

Q. 
Please arrange for me to observe one of the FPLES representatives that answer the transfer calls 
at their workstation. 

I 

A. 
Date: December 28,2005 
Time: 2:OO to 3:OO PM 
Location: LFO Building 
Security Access: Will be arranged for Gabby Leon and lliana Piedra 
Cell Phone Contact: Maria Besada 305-775-8865 
Meeting Location: Marta Besada will meet you in the LFO lobby and direct you to the 

call center location 
LFO Address: 4200 West Flagler 
LFO Map: 

I. 

I Please note that all auditor's notes will be designated as confidential. 
I 
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AUDIT FINDING NO. 3 

SUMMARY: The customer‘s confid&tial information is transferred from FPL to FPL 
Energy Services (FPLES) in order for the FPLES representative to give the customer 
their account,number. Florida Power and Light has a confidentiality policy on their 

, website that says that FPL does not reveal the customers confidential information to 
third parties, including other subsidiaries of the FPL Group. The Commission has a rule 
establishing a Code of Conduct for gas companies that disallows the transfer of 
confidential information between affiliates. A rule written in March 2000 was proposed 
to provide standards for the electric companies on handling the confidential information 
between regulated electric companies and affiliates. The proposed rule for electric 
companies was never approved. 

STATEMENf OF FACT: According to the company “when new service calls are 
transferred to an FPLES representative, onty the information needed to confirm the 
electric service order, such as the customer’s name, address, the connect order date 
and the confirmation number is provided. The customer is then asked for their 
permission prior to offering FPLES Connect Services. (See finding I) If the customer 
gives their permission, then only the confirmation number and any other FPLES 
customer information needed to fulfill the services agreed to by the customer is retained 
in the FPLES database system, If the customer does not give their permission, then 
none of the customer information used by FPLES to confirm electric service is retained 
in the FPLES database system.” 

FPL has consistently throughout the years applied for confidentiality of customer’s 
information such as customer’s account number, name and address. 

Even though,once the call is ended the screen is erased the FPLES representative still 
receives the customer’s information at the start of the call. If the customer verbally 
agrees that FPLES can provide further information, this information is also retained in 
the database’ system. 

Florida Power and Light’s Privacy Policy on their website says “FPL does not reveal any 
personal infohation that is provided by our customers through our Web site to any third 
parties, including other subsidiaries of the FPL Group, except when requested to do so 
by a governmental agency having jurisdiction, or by a court of competent jurisdiction or 
other operation of law.” 

Commission Rule 25-7.072, 2 (b l )  which is the Code of Conduct for gas service, states 
that the company “will not disclose, or cause to be disclosed, to any marketer, broker or 
agent, previously non-public information about a customer without that customer‘s prior 

I 

~ 

’ 

q authorization.” 

6 ” 
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This is a file:for g a s  service, but it appears reasonable that FPL should not disclose 
any customer Information to any affiliate or any other vendor for which they. sell 
'services. 

A Commission Rule was  proposed.by staff on March 24,2000 related t o  Chapter 25-6 
of the F1orida:Administrative Code for a Code of Conduct for electric companies. This 
rule was never approved by the Commission. Although this rule w a s  never approved, 

. the Concept may be relevant ta this issue. Item 9(C) (1) states: "Utilities may not 
' ' release any proprietary customer information to ,any affiliate without the prior written 

consent of the customer." . .  I 

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING IS ACCEPTED: This 
finding does not impact the general ledger. 

EFFECT ON'FILING IS ACCEPTED: This audit does  not have a filing. 

7 
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Company: FPL EPL Sr"=  connnt h c e u  2). 

RC% #05-28541 Undockcted 
T": 12/31/05 Title: Summary of FPL care representative training 

I . . on finalizing New Service'Orders 

, .  ' Auditor: Date: Gabriela '%Jan-06 Leon 
Titie: QL mhQd&&&bi%>ih-h-'y 

4 
A customer makes a call to FPL to establish new service. Once all the necessary 
steps are performed and the call is ready to be finalized the FPL care representative 
goes through the following steps: 

If customer has additional questionsfinquiries or requests 
related to FPL business 

Examples: 
Connect Outdoor Lighting 
On call 
Transfer to Premise Risk 

Then select: 
Transfer to other deparment and the representatlve 
provldes the conflrmatlon number 
which is the same as the bill account number 
clicks ok and stop. 

if same as previous customer 
Example: Re-open same customer 

Then select: 
Same customer and gives the confirmation number 
clicks ok and stop 

Is not customer of record or family member 
Examples: 
Landlord 
Realtor 
Secretary 

' 

Then select: 
Not Decision Maker and the FPI care representative 
gives the customer its confirmation number 

Is not transferred for any other reason 

Examples: 
Does not speak English or Spanish 
(French/Creole only) 
Does not have time or does not want 
to be transferred 

Then select: 
Other 
Type reason for not Vansferring a id  
the FPL care representative gives the customer 
its confirmation number clicks ok and stop 

If none of the above 

Then select: 
Transferred to Sales Center Specialist and 
clicks ok, and transfers to Sales Center Specialist 

The VAPORS (Value Added Programs Opportunities for Retail Sales) introduction window 
Is the bridge between the connect service order and the Sales 

For tracking purposes, allows you to select the reason you may 
not be transferring a qualified customer to a Sales Center Specialist 

VAPORS transfer script 

' Center product offer, and 

Mr.Nrs. your order to connect is now complete. Please 
remember to check your circuit breakers upon arrival. Now allow 
me to tansfer you for your order confirmation number, and thank you 
for calling FPL. It has been my pleasure in assist you. 
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2 Title: Notes from the FPLES training manual 

Company: Florida Power and Light 

3 Period: 2004 
y Date: 5-Jan-06 

6 
7 of connection. 

Auditor: Gabriela Leon 

The FPLES Sales Center provides customers with products and services at the time 

Y Call Process FIOWS 

4 I Customer calls FPL to connect or transfer service 
LO 2 Call is routed to a Service Orders Representative 
I I  3 Service Order entered in FPL's system 

1-3 
12 4 

system prequalifies customers for Products and Services 
/Y 5 Qualified customers are transferred to Sales Specialist 
/b- 6 Sales Specialist provides confirmation number and 
r6 . offers Products and Services ' f  7 Process order andlor transfer customer to partner 

/$ VAPS (VALUE ADDED PRODUCTS AND SERVICES)-ORDER OF OFFERS 

23 On the Key Elements Summary 
2 J  under Critical Elements it says " always advise customer and partners your name and company" 
z( however, the script does not mention that the employee has to include who helshe works for. 

ZL Ask what does i t  mean "NEVER CLEAR THE SCREEN IF YOU SPOKE TO THE CUSTOMER 
27 I did see in the observation that the screen was erased, but don't remember if she erased herself 
zy or if after the call the screen is erased automatically. 





FPL 
scnicc ComcctPrDccrr 
RCA: #05-28541 Undockctcd 

Greetinn Script 

Connect Transfer: 

“Good morninglafternoon Mr./Mrs. -, my name is and I will be providing you 
with your confirmation number as well as offering some services to help you with your 
move. Is that OK?” 
“Thank you. Let me know when you are ready to write down your new number. Your 
confirmation number i s  which Is also your bill account number. Using this 
number for future inquiries and requests wil l  ensure a quicker response 
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?, 

‘ “Mr. / Mrs. are 
your local ncwspaper?” 

t to welcome you to the area, FPL Energy Skrvices and 
&&re offering you a 3 month snbseriptionat nearly 50% off which is only 

(start date). WiU you be in the 

wcek. 

“I can schedule your delivery to begin. OR 
residence to receive the paper? 

“Also, during that fime 
number) to verify yo 

“Is this fhe telephone namber where you can be reached at your new home?” 

“Great, we, can also hcIade the previaus Stmday9s paper so yoa can Immediately 
take advantage of the ’I%’ Book and coupons’; Is that ok? 

ay contact you at (.-. ..-I (Phone 

, /z : . .  c 
. ‘  ,: 
’ ,  <, 

I _  

. Confirmation Statement: 

“Mr. / ~ r s .  , to conflrml recap/ summarize your newspaper orger, 

~3 month subscription for tdlt pill begin on 
(‘ ) (start date). 

You have agreed t o  have 
FPL bill correct? 

* The introductory. rate for the first 3 months will be at nearly 50% off only 
(S per month) including tax and delivery. After the  first 3 months yon still 
quaIify for a speclaI33% discount for the foUowhg 3 months whkh wfIl 
be (S per month) before it converts to the regular rate. OK? 

21/ If you do not wish to re 
ef customer service center 

subxcriptlon charge appear on the 
. , :  I ’ I ) /  

[ $  

20 
u 
2L 
t 3  

.. , . , ,  

, , ,  
. :  1 : ,  

. !  

.#.% 
. , r  _ .  ;&-$ _II___-- 
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rs. '? a y o w  local newspapa?#! 
are you currently subscribedlreceiving tbe ( 

are offering you an 8 week subscription at 50% 
Y 

7 

"Great to welcome you to the area, FPL Energy Services and the 

Y 
9 

'7 mn schcdule your delivery to begin on 
residence to receive &e paper? 

(start dale). Will yon be in the 

10 
/ I  

"Also, during that time the may contact you at 5 (Phone 
number) to verify your 

"Is this the telephone number where you can be reached at your new home?" 

Confirmation Statement: 

"Mr. I Mrs. , to confirml recap/ summarize your newspaper order, 

* An 8 week subscription for the will begin on 

You will receive a bill in the mail from the ( 
totaI amounf of u. 
( )(stal-i-date). 

for the 

, :, t z  
t3 

I .  

.... . .  



I_ ~ -- “Mr, / Mrs. are you currently subscdbedfreceivhg p u r  
.local newspaper?” 

”Great to welcome you to the area, FPL Energy SenSces and t- 
sending you a 4 week complimcntery $UbSCriptiQn* 

“I can schedule your deliveIy to begin o n  ( 1 (start date). Will you be in the 
residence to receive the paper? 

“Also, during that time -say contact you at ( 
to verify your delivery, satisfaction, and fo see if you would Like to continue after the 4 

) phone number) 

weeks. 

“Is this the tdepboae number where you can be reached at your new home?” 

Confirmation Statement: 

“Mr. / Mrs. , tcr confirm/ recap/ summarize your newspaper order, 
A 4 week compbentary s u ~ m ~ i p t i o n  to t-c 
begin on (Start date). 

wiII 



il 

“Mr./ Mrs. 4 are you currently subscrlbedlreceivvfng €b 
local newspaper?“ 

“Great to welcome you to the area, FPL Energy Services and -S _. 

offering you 4 weeks which fr only 

‘‘I can schcdule your delivery to begin Q ~ I  

residence to receive the paper? 

a week. 

(start date). Will you be in the 

ay contact yon at ) (Phone number) to 
verify your delivery and s 
“Also, during that time th 

“Is this the telephone number where you fan be reached at your new home?” 

Confirmation Statement: 

“Mr. I Mrs. , to confiimf recap/ summarize your newspaper order, 
A 4 week subscription to th pl( )willbeginon 

(Start date). 
a You will receive a bill in the mail from th -or t he  t o M  amount 

o f (  1. 

_. . . . . . . . . .  . . . .  
I LL. . _  I - I  1 
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"Mr. i Mrs. ( A are y ~ u  currently subscnbedreceihg the (Newspaper nan~r l  
t . <  

. 3  

offering you 3 months for the prsce 01 L a s - r o  s a v u w  nyI-.u .- I .' b 

. .  .. 

' Y  your Icrcal newspaper?" 

"Great to welcome you to the area, FPL Energy Sem'lces and mewspaper Name) is 

"I can schedule your delivery to begin on 
residence to receive tbs paper? 

- -- --at ---.L...* -b:?h nn1v ( ) a week. 
5- 

* ?  
' Y  

(start date). Will YOU De m the 

"Also, during that t ime the (Newspaper Name) may contact you at ( 
number} to verify your delivery and satisfaction with the paper." 

) (Phone ; i  4 
.i /a - 

I // "Is this the telephone nnmber where you can be reached at your new home?" 

Confirmation Statement: 

"Mr. / h.lrs. to confuml recap/ summarfie your newspaper order, : /3 
. / Y  A 3 month subscription for the prtce of 2 will begin on { 

date). - -  *" 

1 {start 

.eccive a bill in the mail fiom the (Newspaper Name) for the totd  
. i f$- 

P r  I 

. .  . .. .:. . .. ; 
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"Mr. I Mrs. ( 1 are you currentIy subscribedlreceivhg th 
local newspaper?" 

"Great fa welcome you ta the area, FPL Energy Services an 
you an 11 week subscription at 40% off which is only S2.89 a wee 

offering v 
' 5 -  

I .  

"I can schedule pur delivery to bedn on f (start date). Will yon be In the 
residence to recelve the paper? 

"Also, during that time the I a y  contact yon at 
aumber) to verify your delivery and satisfaction with the paper." 

"Is this the telephone number where you can be reached at your new home?" 

(Phone 

We can also include the previous Sunday's paper so you can immediately take 
advmtage af the TV Book and coupons; Is that ck? 
( rno ,  type I;yS in the remarks) 

Confirmafion Statement: 

"Mr. / Mrs. , to confirm/ recap/ summarize your newspaper order, 
* An 11 week subscription for E- wn1 begin on 

(start date), 
You will receive a bill in the mail b m  the ( 
total amount of S31.80. 

for the 



I R P i  

Verify: +Own 
*Single family home / Town home /Trailer home f Duplex 

~ r .  /MS. , FPL Energy Services is offerin,, w i ~  is a program that 
prevents surges from entering your home and damaging your major,appltances, providing YOU 
and your family with the peace of mind that the things you depend on every day are protected 
from costly surge-related damage. 

Wc can install a heavy duty device at your meter which will prevent surges fiom damaging 
your major appliances such as p u r  airwnditianer, water heater, refigerator, stove, and 
washerldryer and so on. This does not cover electronic devices. This preventative service is 
ONLY 38.95 (30iday) plus tan per month which can be conveniently added to your FPL bill. 

Florida is thc l i g h ~ g  capital of thc US, and we h o w  it Causes miIlions of dollars in loss& 
every year. For example, lighting causa over 40% of the damage to air conditioners. 

I can have a contractor instali this device within the next 15-20 days, are you intercsted in 
signing up for this service? 

Confirmation Statement: 

Thank you for choosing FPL Energy Servic 
For quality control purposes, the remainder 

Mention customer name and address 

Pleare note that the first bill amount wilI be prorated for actual days of use. Those 
who do not make the billing cycle for  the first month wiil see a greater bLlled amount 
the following month. 

This meter unit alone cannot fuIIy protect the entire home as surges can enter 
through the phone, cable and dakhnes. If yon are 
protection for your electronics, yon can visit FPI,.COM - for assistaJlee, 
Is your meter accessible? 

o If Yes: A contractbr will be at your home within 15 to  20 days to &tall your 
system. You will not have to be home for the installation and we will leave you a 
notice that we were there arid the installation is complcte. 

i: ! : 
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o If No: A conEactor will contact you to schedule a time to install the system 
within 10 to 15 days. You will not have to be home for the installation and we 
will leave you a notice that we were there and the installation is complete. 

Please be aware that there will be a 10-15 minute loss of power whiIe the meter nnft 
Is being installed. 

After installation, there wiII be hwo red lights on t he  side of the meter device, 
ensuring the unit is working properly, Our meter readerr will be monitoring the 
lights 00 a month1 bash  Should yon notice either of the lights out during the 
month, please h o  report the probIem. 



Confirmation Statement: 

' I  

Today%dateis( 1 
1showyournameasC ) 
And you own the shgle famlly-hame at ( 1 
And your lines are in good workhg order? 

Your coverage begins in 30 days and you will receive your service agreement h 
about t w o  weeks. It will explain all of the beneab of the program fn detail. As wlth 
all services there are some exclusions and limitations. 

_ _  ,. ..-_ . .. . 
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I Some of these excIusions are. z'I 
i 
; 

3 1. RepIacement of switchcs and receptacles in colors other than white or beige. 
2. Adding new switches or outIets 
3. Solar systems and components; and electronic or computerized system 

management controllers. 
4. Replacement of obsolete or unavailable materials, or cost for nonstandard 

ma terids. 
5. Casmefic defects 
6. Loss (leaks) prior to enrollment 

7 

(0 

// 2 

J f Y  
f 4  

5. Removal of item or debris necessary to access the water h a  
6. Updating non-leaking plpes to m e t  code, law ar ardinanre requirements. 

? : 
f I  . 

1. Loss Qeaks) occurring prior to enrollment 
2. Movement of the meter or Water piping at the  me ofrepalr or replscement, 

unless required by local water code or deemed necessaq by the administrator. 

4, Movement of working pipes and/or lines due to recommendations by the water 

' / z  
I. 13 

/v  
; /r- 3. Water meter iucIvdhg connection or extensions. 
. f b  
: 17, C O ~ D B I I Y .  
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'W. / Mrs. ( ) call allow me one moment while I 
assist you setting up yout eable 

L 

3 m s f e r  you directIy 
7 rervices,OK? 
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"Mr. / Mrs. ( 1 to save you an addie 
transfer you and your information directly 
setting up your local and long dbtance 

law m c m e  moment while 1 
this way they may assist you 

Y 
. .  

;.' 

P 
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given to FPL Energy Services (FTLES) representatives who 
3 offer products and services to FPL customers does  not require the representative to s a y  

that they work for FPLES. When calls were observed by PSC staff the  representative 
did s a y  that s h e  worked for Florida Power and  Light Energy Services (FPLES). 

hat company h e  or s h e  representative tois 

company“ as a critical element. 
? h e  training manual “Always advise 
Y 
9 
(0 
( 1  
‘2 

I 

The way t h e  guestion is phrased when providing the  conqrmation number and offering 
services insyes that the customer h a s  to answer y e s  to the question if they want their 
confirmation number, which they need. The  confirmation,number should b e  provided 
before they a s k  the customer if it is alright for them t o  offer other services. 

I 

zq bown yo& new number. Your confirmaGon number is I which is also ;our bill 
S account number. Using this number for future inquiries and requests will ensure a 

I ’  

7 
70 impact the general ledger. 

3/ 

EFFECT ON,GENERAL LEDGER IF FINDING IS ACCEPTED: This finding d o e s  not 

EFFECT ON’FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

4 
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Florida Power &Light Company 
Docket No. Undocketed 

Audit Request No. 3 
Page 1 of 1 

, FPLES Service Connect Process Audit 

Q. 
1) Provide a list and a description of all the services provided by FPL to FPLES 

2) Explain how it is determined that FPL is fully reimbursed for all expenses Incurred on behalf of 
FPLES. Provide any related company procedures. 

1) General services that FPL provides FPLES include accounting, financial, consulting, human 
resources. systems and programs, education and training; land management, legal, payroll, 
management and administrative, computer services, printing and duplicating, physical facilities, 
software maintenance, license fees, and aviation seivices. These services are primarily billed to 
FPLES through the Affiliated Management Fee (AMF). 

In addition, FPL provides specific services to FPLES as iisted in the table below. 

A. 

. 
. .  

/Stores loading 

2) FPL directly charges FPLES for specific services and any related expenses incurred. FPL 
payroll charges, for both direct charges and those billed through the AMF, are fully loaded to 
capture indirect costs. See attached excerpts from the Cost Accounting Manual provided by FPL. 

Please note that the excerpts from the Cost Allocation Manual is considered confidential. 
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FloridaPower &Light Company 
Docket NO. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 6 
Page 1 of 1 

Q. 
1) Provide training materials for the customer care representatives and the FPLES 
representatives. Highlight the training related to confidenlial procedures. 

2) Which companies does FPLES offer to connect to by area? 

3) What commission does FPLES get for the connection? 

4) Does FPLES offer its own gas service? 

5) Does FPLES offer other gas company services? 

1) See attached files containing training materials covered with the FPL Representative during the 
service connect process. See training book submitted that contains training material covered with 
the FPLES Connect Services Representative. Customer confidentiality is covered in FPL's Code 
of Conduct (page 14), which is available in attachment in response to question #IO. 

. 

A. 



Q. 

A. 

Rorida Power &Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 8 
Page 1 of 1 

1) Describe how FPLES Connect Services signs up customers for other services a s  telephone or 
cable 

2) Provide procedures. 

3) List all companies that FPLES attempts to offer services to new customers. 

4) When FPLES addresses the customer, what companies do they offer connection to. 

5) Also, determine how FPLES is reimbursed for offering services of other non-affiliated 
companies. 

6) Provide procedures. 

1) See the FPLES Representative training material submitted in response to question #6. 

2) See the FPLES Representative training material submitted in r e sponse  to question #6. 

3) See response to question # 6 for a list of all the FPLES Connect Services service providers. 

4) See response to question #6 for a list of all the FPLES Connect Services service providers. 

e 



Florida Power & Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 12 
Page 1 of 1 

Q. 
I) The answer provided in Document Record Request #5 was based on a studylstudies, if so, 
please provide a copy 

2) Has the company updated this d u d 0  

A. 
I) The document provided in response to request #5 contains any studies conducted. 

2) The document provided in response to request #5 is the most updated analysis at this time. 
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\. , Florida Power &Light Company 
Docket Ro. Undocketed 
FPLES Servfce Connect Procesr Audit 
Audit Request No. I1 
Page 1 of I 

Q.  
What commission does FPL recehe for the connection lo FPLES? 

k 

FPL does not receive a commission for the connection to FPLES. Rather, FPL is reimbursed for 
lhe costs and overheads, plus paid certain adders, as addressed in question #5. 

It should b e  noted that FPLES provides customers their electrlc service connect confirmation 
number al no charge to FPL. This confirmation number Is the customer's FPL billing accounl 
number. If a customer calls FPL, It Is easier lo transact buslness with FPL using their billing 
account number and FPL's automated volce reSponse system. 
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Florida Power & Light Company 
Docket No. Undocketed - 
FPLES Senice Connect Process Audit 
Audit Request No. 14 
Page 1 of 1 

Q. 

1) Are the  only calls transferred to FPLES for new service? 

2) How many calls are transferred in a year? 

3) Provide the number of calls for the years 2003 and 2004. 

A. 

3) See response to #2 for the specific amounts for the years requested. 
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FIorida Power & Light Company 
DocketNo.Undocketed . 
FPLES Service Connect Process Audit 
Audit Request No. 16 
Page 1 of 1 

Q. b 
7 Does the customer information get entered into the FPLES database system? 
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FIorida Power & Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 19 
Page 1 of 1 

Q. 
The attached training given to FPLES representative under Critical Elements it says "Never Clear 
the screen it you spoke to the customer". 

1) What is the representative supposed to do? 

2) My understanding from the observation at the care center was that the customer's information 
is erased from the screen once the call has ended. Where does the customer information go? 

3) Is it kept in the database at FPLES? 

A. 
1) The FPLES Representative is instructed to "never clear the screen if you spoke to the 
customer" to ensure that the Representative selects an outcome code for the call before moving 
onto the next call. Once the outcome cod& is selected, the system automatically clears the 
customer's information from the screen. 

2) The customer information that is displayed on the screen is used to confirm the connect order 
resides in FPL's Customer Information System. Since the customer information is protected and 
cannot be updated, there is no reason to restore this information. Consequently, the information 
fields on the screen are blanked out, and the information is erased from the screen. 

3) No. 
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Srmm Comcct€Tcecs3 
RCA #OS-28541 Undocketcd 

I COMPANY FPL TYE: 1 2 n I / O S  y@ m- 2 TITLE: COST ALLOCATION 
3 PERIOD: NE12131/04 

DATE: FEBRUARY 16,2006 
AUDITOR: GABRIELA LEON 

Title: 

qm ~ ~ , ~ ~ , ~ ~  I 

6 Per Maria Besada's explanation of the Bellsouth FTEs 

NON-EXEMPT 7 
Y 
4 

10 
/ I  
It 

23 

29 

CY3-i p;> 

minutes(tota1 seconds per hour) 

divided by 0 

OR OF- 

THE ADJUSTMENT FOR THE AGENTS PRODUCTIVE TIME - NON EXEMPT FTE 

FOR EXEMPT FTE 

DIVIDED B Y ~ F O R  THE SPAN OF CONTROL 
. ~ H I C H  MEANS FOR EVERYI)REPRESENTATIVES THERE 

IS ONE SUPERVISOR. 

c 



1 
lo 
I/ 
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From the observation of new service calls it was determined that to gather customer's 
information takes from 3 minu 
depending 09 the type of call. 
Some of the information obtai 

ES. 

I 
STATEMENT OF FACT: FPL's representative obtains customer information such as: 
name, social pecuriv number, telephone contact, whether the person calling is the 
owner or the renter, curient power status, closing date, billing address, email address, 
deposit infoqation and verification of information. The computer does a'credit check 
based on this information. The time, it takes to process each call is ranges from 3 
minutes and 18 seconds to 7 minutes and 44 seconds. (See attached summary of calls 

I 

i 
I 

' j  
i 

, 

8 



to the fime the FPL representative transfened the call and spoke to the FPLES 

D y i n g  the request for new service the customer requested the billing statement 
be sent to a different address. This added tim,e,on to the call,. 

. ' representative. 

I 
2) NEW ~ERVICE CALL ' 

' .This call lasted 3 minutes and 18 seconds. The customer's billing statement was 
sent to the customer's,address. 

This call lasted 5 minutes and 16 seconds. The calf was'made by a friend of the 
FPL cystomer. The FPL representative gave the confirmation number and the 
call was not transferred to an FPLES representative because the caller was not 
thecu tomer. 

This call lasted 4 minutes and 18 seknds. During the request for new service 
the customer requested his billing statement be sent to another address and this 
added time on to the call. 

This chll lasted 5 minutes and 21 seconds. During the request for new service 
the cuktomer aslied for the billing statement to be sent to another address. She 
also aFked if the  name on the bill should be under the  person renting for the 
landlord which increased the length of th'e call. The customer seemed confused 
as  to why the FPL representative was transferring her to get her confirmation 
number. . 

This ell lasted 4 minutes and 51 secands.' The customer seemed confused 
between the confirmation number and the  account number. , , 

This ell lasted 7 minutes and 44 seconds. The person calling was not the 
'customer. The FPL representative gave her the confirmation number instead of 
transferring her to FPLES, because she was not the customer. 

I .  
. .  

. 3) NEW .SERVICE CALL ? '  

i; 
4) N E W  SERVICE CALL 

I 
. 5 ) .  NEW QERVfCE CALL 

. 

, 

I .  . ,  

6) NEW SERVICE CALL 

: .  

. I  

7) NEW I m v m  CALL 
. 

1 
I 

I 

I 
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' 3  
' .  Y 

F 

a 

b 
7 

. L  
4 
70 
li 
/2 
43 

- # if seconds charged to FPLES per call 
60 seconds times 60 minutes (3600) total seconds in one hour 

ing through queue 

rcent of time per call adjusted 

supervisob- 

i 
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AUDIT FIN 

SUMMARY 

, . .  

EFFECT 01 
ledger. 

'EFFECT 01 

'HE G E N E M L  LEDGER This finding.does not affect the general 

'HE FILING: There is n o  filing related to this audit. 



.:.: { .., . , . .  
i. 

I AUDIT FINDING NO. 2 

3 
3 

SUMMARY: :FPL Energy Services offers several programs to FPL customers such as 
Utility Guard, Power Surge and Shield Protection. A customer may believe FPL Energy 
Services is the regulated electric, company. 

STATEMENT OF FACT: Florida Pow 
programs ei+er through the transfer o Ils or through billing inserts. These 
programs are for Utility Guard insuranc * rge insurance and Shield Protection. 
Utility Guard ,is insurance for protection of water fines and electric lines and it's offered 
to the customers when the call is transferred to the FPLES representative. Also, FPLES 
includes billiqg inserts for Power Surge and Shield Protection in FPL's utility bills. 
Power Surge is an insurance to provide protection for the customer's electronics and 
appliances. It reimburses the customer for repair or replacement for covered losses, up 
to the maximum of their policy. Shield Protection protects the appliances before surges 
enter through the customer's home's electric lines or other vulnerable points of entry. 
Surge protectors are installed on the meter and are monitored by FPL. 

ht Energy Sewices offers several 

When offering the Utility Guard Plan the representative says that the services are 
offered by FPL Energy Services. The billing inserts included in the electric bilk shows 
that the Power Surge insuran,ce-and the Shie 

Customers may not be aware that FPL Energy Services is a non-regulated company. 
Having FPL in the name may imply to the customer that Energy Services i s  the 
regulated utility. A rule proposed by staff on March 24,2000 related to Chapter 25-6 
for a Code of Conduct for electric companies. This rule was never approved by the 
Commission. However, i t  stated that "A utility shall not give the appearance that the 
utility speaks on behalf of its affiliates or visa versa or that the customer will receive 
preferential treatment as a consequence of conducting business with the affiliates. A 
utility many not promote or advertise its affiliate's relationship with the utility nor allow 
the utility's logo or name to be used by the affiliate in all forms of media unless it is 
accompanied by a clear written or audio disclaimer that states that the aRliate is not the 
same company as the  utility and is not regulated by the Commission." 

EFFECT 0N.GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 

] f 
19 

25 
21 
2 
23 
zy 
2~ 
27 
Zy 
Z$ 
3 0  

31 
3 2  impact the general ledger. 

Protection plan are being offered by FPL 
Energy Services, QV- ypkkl % F'i y .  

33 EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

5 



Florida Power sc Light Company 
Docket No. Undocketed 
FPLF,S Service Connect Process Audit 
.Audit Request No. 15 
Page 1 of 1 

b Q. 
? 
$f 

Please s e t  up a meeting with the person responsible for answering Document Record Request 
#5, for next Tuesday if possible. 

A meeting was conducted on January 13,2006 to discuss the response to question #5. At the 
meeting, the Auditors requested the amounts FPL billed FPLES for 2004 related to the calls 
transferred to FPLES Connect Services. They also requested the April 2004 entry related to this 
expense. 

Attached is the entry for April 2004 that w a s  billed by FPL to'FPLES for the calls transferred to 
FPLES Connect Services. The April entry is for the billing related to March's call activity. 

As noted in the discussion on Jan. 13th. the  billino is based on the number of calls transferred 
from FPL to FPLES multiplied by the transfer timsassoclated 
FPLES uses-as the transfer time. If durin e transfer proc 
Representative does not pick up the call w i t h i n d t h e n  the call i 
Representative who provides the service connect confirmation number and completes the call. 
The billing is based on a-more conservative -to ensure that all time and costs incurred 

aye accounted fof in the billing. 

Schedule B is an excerpt of the sup  
nu calls transferred from FP 
c a  en distributed across  the 
total March call volume across the v 

II count is multiplied by 
s. This workload amour e d  to non-exempt full time equ 

(FTE) usirig a formula.provided by t he  FPL Care Center. This formula accounts for the w 
associated with handling these calls over 

time) and a call handling fa 

Using th-ne as an example lated calls (reference . 
schedu!e 5) result in a non-exempt FTE is used to determine 
the Exempt FTE supervision based on a 1 to  16 span of control. The resulting Exempt FTE is 
c_ The.FT'E amounts a re  then multiplied by one twelfth of t he  corresponding fully loaded rates 

provided in the analysis submitted In response to question #5. 



FLORIDA POWER L LIGHT COMPANY 
ON-DEMAND QUERY' REPORT 

; I  ' 

I '  

COMPANY : 01 

SCllEOULED INFORi-!ATION -- POSTED --- ACCRUAL ----- 
CYC REVERSE START DATE STOP DATE. FREQUENCY 

YES (NOT SCIIEDULEO) 

PAGE 0 0 2  ' 2 
' 3  

ENTEREO/LAST CHANGE0 INFORHAT.IUN -- EXCEPTION APPROVAL INFORMATION -- 7 
TIM6 PERSON TIME PERSON M C  SECT DATE 

004-04-28 1 5 . 5 2  UERCEDES .LEON 0009 0046 

10 

i s  
I -ACCOUNT- 

SEL O/C WO 
I**> D 0 2 0 3 0  099  000 3400 DO70 

i R !  CMP SEC/U lac 

*I.> c 0 4 4 1 5  '09i 000 0000 0042 
'**> D 03lZO:d?< 000 0000 ,0013 

'> c 0447.5. 9 '  000'0000 0042 
'9 C , 0 1 4 1 3  192 000 0500 0 0 4 4  
'> D 03499 d94 000  0000 ,0999 
'> C 0 4 4 1 5  4 b i  000.0000 0042 
I >  C 0 1 4 1 3  09  PO0 O S 0 0  P O 4 1  
*> D 0 0 0 1 ~ ~ 0 9 ~ .  000~3400~~~0078~ 
'> D 00010 d94 000 3400 0078 
'> D 01010. 99 000 3400 0078 
*> 0 0 0 0 1 4 . a 9 i  000 3400 0078 
*> D 00016  099 000 3 4 0 0  0078 
*> 0 01060 694 000 3400 0078 
*> C 0 4 4 0 1  -d92 0 0 0  0000 0326 
*> c 0 4 4 0 1  4 9 4  000 0000 0326 
*z  c 0 4 4 0 1  a9 000 0000 0326 
*> c 03099  d9? ooo 0000 0010 
*> c 00295 (19i 000 3 7 0 0  0010 
*> D 00068 099 000 3400 0018' 
*> D 0 0 0 1 2  .$9d 000 3400 0070  
*> D oooaz +id ooo 2400 o o i r  

.. . 

\ I 
/ 

I 

NOTE: T H I S  IS A PSEUDO TP.J,NSLATION-- I t  
PRY 

p,rp 

CENTER CHARGES 
, 1 4 3 . 0 0 -  803 CARE CENTER CHARGES 

2 , 2 5 7 . 0 0 -  802 CARE CENTER CIIARGES 
407.00- 8 1 1  CARE CENTER CHARGES 
236.00- 160 CARE CENTER CHARGES 

145.906 ooooo 000 0078 ooo.oooa *** 100.00 NOOP' 

3,861.45- 790 SYSTEM CHARGES 903.000 00000 000 0 0 4 2  000.0000 *** 94.00 OPER 
903.300 00000 000-0042  OOO.OOOO * * *  6.00 o P E n  . 

2,158.65- 630 SYSTEM CHARGES 903.000 00000 000 0 0 4 2  000.0000 *** 1 0 0 . 0 0  OPER 
/269.20 194 SYSTEH CHARGES 146 .906  0000o 000 0078- 0 0 0 . ~ 0 0 0  +** 100.00 NOOP 

PAXUENT POWER 

SXSTEH CHARGES A46.906 00000 000  0018 000.0000 *** 100.00 NOOP 

qb 

i' 
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SERVICE ORDERS ~ 2000 

SOUTHERN SERVICE ORDERS PER EMPLOYEE 

DIRECT COSTS CUSTSVCS 
E A C W T & l A & O U  

SERVICE ORDER PAYROLL $ 1,426,366 802 $ 21;935 $ 21,935 

TAXES & INSUMNCE $ 1,895 $ 1,895 

PAYROLL 8 FRINGE BENEFITS $ 1,549,562 

CONTRACTOR PAYMENTS s -  
$ 10,918 790 S 168 NOH-PAYROLL 

TOTAL DIRECT COSTS 

INDIRECT COSTS 

2.96% $ 42,170 803 S 437 $ 41 $ i 70  $ 649 

'OPERATIONS SUPERVISOR 6.62% $ 94,483 803 S 945 $ 93 $ 415 S 1,453 

-ADMINISTRATWE 1 

14.06% $ 200,831 $ 3,088 $ 3,088 
GENERAL PAYROLL 

"TAXES & INSURANCE 8.64% S 17,348 0: 267 S 267 
'"ADMINISTRATWE & 
GENERAL EXPENSES 

TOTAL INDIRECT COSTS 

TOTAL COSTS S 23,466 $ 2,295 S 9,522 $ 35,303 

COST PER CALL-DIRECT S 1.5111 
COST PER CALL-INDIRECT S 0.7118 

TOTAL COST PER CALL $ 2.2229 

AVERAGE LENGTH OF CALL 290 SECONDS 

TOTAL COST PER SECOND $ 0.0109 - 
TOTAL COST PER MINUTE $ 0.6529 

#OF FTES - SOUTHERN SERVICE ORDERS 

FTE COST- DIRECT 
FTE COST- INDIRECT 

$ 11.477 

TOTAL FTE COST -$ 3,958 5 - S 11,477 $ 15,433 

'APPLIED TO PAYROLL 
"APPLIED TO A & G PAYROLL 

"APPLIED TO PAYROLL & CONTMCTOR 43% 802 S 21,935 $ - S - $ 21,935 
3% 803 S 1,382 $ - 5 - $ 1,382 
0% 790 $ 168 S - $ - $ 168 
8% 811 5 3,958 S - S - $ 3,956 

, 

54% SUBTOTAL $ 27,442 s , - s - s 27,442 

. . . - . - . - . 
.. . . - - - . - . - . . 

' RECAP - SERVICE ORDERS 



SERVICE ORDERS - 2000 

FULLY LOADED SUPERVISOR 
(LEVEL 3) FOR SOUTHERN 
CARE CENTER SERVICE 
ORDERS. 

CUST SVCS 
& BUDGET 

DIRECT COSTS 

$ 50,960 . $ 50,960 LEVEL 3 MID RANGE $50,960 

8.64% $ 4,401 $ 4,401 $ 4,401 

$ 3,000 790 $ 3,000 $ 3,000 

$ 58,361 $ 53,960 $ 4,401 $ - $ 58,361 

TAXES & INSURANCE 

NON PAYROLL 

TOTAL DIRECT COSTS 

INDIRECT COSTS 

2.96% $ 1,507 803 $ 1,016 $ 95 $ 396 $ 1,507 'MANAGER 

'OPERATION SUPERVISOR ' 6.62% $ 3,376 803 $ 2,796 $ 21s $ 963 $ 3,376 
*ADMINISTmTIVE & 
GENERAL PAYROLL 

*ADMINISTRATIVE & 
GENERAL EXPENSES 

"TAXES & INSURANCE 8.64% $ 620 

14.08% $ 7,175 $ 7,175 $ 7,175 

26.66% $ 13,587 $ 13,587 $13,587 

620 $ 620 

$ 2,165 $ 2,165 $ 2,165 
CALL CENTER RE-ENGINEERING 

BUILDING COSTS 

. .  -- . _  _ _  
. . . . -. . . . . . - . . . . 

RECAP SUPV- 99 

59% 803 $ 54,171 $ - . $ - $54,171 
3% 790 $ 3,000 $ - ,  $ - $ 3,000 

63% SUBTOTAL $ 57,171 $ - $ - $57,171 - 

6% T & l  $ - $ 5,333 $ - $ 5,333 
31% A & G  $ - $ - $ 28,659 $28,659 

100% TOTAL .$ 57,171 $ 5,333 $ 28,659 $ 

. .  . - _ _  _. - i--- . -. - .. . . . . . .. - -- -- .  .. - - - 



,:: .... /;. .. . ..,-.. ... . .  . .  .. .. . .. . . .  . . ...., . _._. ;.::.:. .: 
. .  . , ... 

, . .  .. , .: , . ..<;-.:*- . 
. .  

... . 

6 

. .  . .  . -  

REPORT: 0X433001-040331 FE FLORIDA POWER L LIGHT commr 
ON-OEHUND QUERY REPORT 

SCHEDULED INFORMATION ---- POSTED --- ACCRUAL ---- 
crc HEVERSE START DATE STOP DATE FREQUENCY DATE J V t  PAGEk,SRC STATUS DATE 

200403 31 0074 ,65000 COMPLETED YES (NOT SCHEDULED) 

ENTERED/LAST CHANGED INFORURTION ------ 
0009 0046 

--- EXCEPTION WPROVAL INFORMATION --- 
TIME PERSON TIME PERSON W C  SECT DATE 

2004-03-31 15.36 MERCEDES L W N  

CARE CENTER CHARGES 
***> C 04401i992 000 0000 0326 112.00- 803 CARE CENTER CHARGES 903.150 00000 000-0326 000.0000 *** 100.00 OPER 
***> C 04401;092 000 0000 0326 1,765.00- 802 CARE CENTER CHARGES 903.150 00000 000 0326 000.0000 *** 100.00 OPER 

CAKE CENTER CHARGES 903.150 0 0 0 0 0 ~ 0 0 0  0326 000.0000 *** 100.00 OPER 
CARE CENTER CHARGES 926.122 OOPOO 000 0010 000.0000 *** 100.00 OPER 
CARE CENTER CHARGES 922.12.0 00000 000 0010 000.0000 *** 100.00 OPER 
PAYMENT POWER 146.906 DO000 000 0078 000.0000 *** 100.00 NOOP 
PAYMENT POWER . 146.906 00000 000 0078 000.0000 **' 100.00 NOOP 

146.906 00000 000 0078 000.0000 *** 100.06 NOOP O t I L I T Y  GUARD 
SYSTEM CHARGES . 146.906 00000 000 0078 000.0000 *** 100.00 NOOP 
SYSTEM CHARGES - 903.000 00000 000 DO42 000.0000 *** 94.00 OPER 

903.300 00000 000 0042 000.0000 *** 6.00 OPER 
SYSTEM CHARGES 903.000 00000 000 0042 000.0000 *** 100.00 OPER 
SXSTEN CHARGES 146.906 00000 000 0078 000.0000 *** 100.00 NOOP 

318.00- 811 

**'> D 00082 :OS9 0.00 3400- 0018 
**'> D 00065 999  000 3100 0018 
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PlGE 003 
FLORIDA POWER c LIGHT commr 

ON-DEMANU WERr REPORT 

PAY- 
WOUNT EAC m C  DESCRIPTION 

. .  
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/ e 
FLORIDA POWER c LIGHT cowmar 

ON-DEHANO QUERY REPORT 

. I  . ./ 
' i,<' 
_ -  .I i 

. . . . . .  .pi1 

POSTED --- ACCRUAL SCNEOULED INFORUATION --- LE. . r R  . a :  I 
DATE JVl P p G E l  SRC STATUS DATE CYC REVERSE START DATE STOP DATE FREQUENCY 
200403 31 007; 65000 COMPLETED YES (NOT SCHEDULED) 

; i .  

PAGE 002 1 
2 

, -ACCOUNT-. 
S E L  OfC'WO {ER M P  SEdfU I*)C 
* * a >  o ozo3:p-i099 0 0 0  3400: 0 0 7 8  
* * a >  C 04415,:i092 000 0 0 0 0 .  0042 
*!A> 0 03120 no99 000 0000 00.13 
* a * >  c 04415,';092 000 0000 0042 . 
r a t >  c oiriaoosa 000 0500' ,0044 
***> D 03499.:099. 000.0000 ,0999 
**e> c 0.i4i.s.1092 ooo 0000. 0042 
tl*> F 01~~h't'090 000 'OS00 0044 
A**> D 0001,~.'099 000 3100,. 0018 
**\I> 0 00010!3J99 000 3400 0018 
**+> D oloi'l$099 000 3400 0010 
*e *>  D 00014"099 000 3400 -0078 
***> D oobidO!I9 000 3300 ,0018 
* a * >  D olo60~099 000 3400 0078 
***> c 044&l092 000 0000 0326' 
e**> c 0 4 4 O l l 0 9 2  000.0000 ,0326 
*.*L, c o4tOllO32 000  0000 ,0326 
***> c 0301,9~091 000 0000 Ob10 
**a> c O o ~ $ S , ! O S Z  000 3700 0010. 
*et> 0 0006b'~099 000 3400 0018 

* * a >  D ooO63lb99 000 3400' 0018 
**A> c 01012r090 000 0300 0042 

.*"> 0 oool,i:lo99 000 3400 ,0018 ..*, 0 ooosi '  099 000 3400 .0018 

. . .  - 

PAY 
MI NT EAC I D C  
x o o  190 

6.00- 7 9 0  
.29.00- 790 

3 i ; o o  190 
28.00- 190 

1 8 2 . 0 0 -  630 / I> .. 

--NOTE: T H I S  1.5 A PSEUDO TI"SLATION-- 

L l  aucs TRANSLATION 
DESCRIPTION GL ACCT HO ER LM: PL ACCT EAC PERCNT TYPE ,Z 
SYSTEH CNGS CHECK PROCESS 146.906 00000 000 0078 0 0 0 . 0 0 0 0  *** 1OO.OO.NOOP I;$ 
SYSTEH CHGS CHECK PROCESS 903.000 00000 000 0042 000.0000 .** 100.00 OPER 111 
SYSTEH CHGS CHECK PROCESS 146.906 00000 000 0013 000.0000 *** 100.00 NOOP ,r 
SYSTEH CHCS CHECK PROCESS 909.000 00000 000 0042 000.0000 *** 100.00 OPER 
SYSTEM CUGS CHECK PROCESS 921.100 00000 000 0044 000.0000 *** 100.00 OPER :$ 
SYSTEU CllG.5 CHECK PROCESS 116.610 00000 000 0999 0OO.OOOI) *** 100.00 NOOP 
SYSTEH CHGS CHECK PROCESS 903.000 OD000 000 0042 000.0000 *** 100.00 OPER 

.SYSTEU CHGS CHECK PROCESS 921.100 00000 000 0044 000.0000 ***  100.00 OPER -z, 

CARE CENTER CHARGES 
CARE CENTER CHARGES 

'M0.00 194 >CARE CENTER CHARGES 
CARE CENTER CHARGES 

ARE CENTER CHARGES 
CARE CENTER CWRGES 

1,844.00- 802 
333.00- 11.11 
'193.00- 760 

1.u9.00- 876  

2 09 22 b30 
s 2 0 -  194 

CARE CENTER CHARGES 
CARE. CENTER CHARGES 
CARE CENTER CHARGES 
CARE CENTER CHARGES 
PAY.yHEnT POHER 

UTILITY GUARD 
SYSTEH CHARGES 
SXSTEH CHARGES 

SYSTEU CHARGES 
SYSTEM CHARGES 

pmmm PDHER 

146.906 00000 000 OD18 000.0000 *'* 100.00 NOOP 
146.906 00000 000 0078  000.0000 '** 100.00 NOOP ~2 
146.906 00000 0 0 0  0018 000.0000 *** 100.00 NOOP 1) 
146.906 00000 000 0078 0110.0000 *** 100.00 NOOP xq 
146.906 00000 000 0078 000.0000 I** 100.00 NOOP 
903.150 00000 000 0326 000.0000 *** 100.00 OPER 
903.150 00000 000 0326  000.0000 *** 100.00 OPER ad 
903.150 00000  000  0326 000.0000 *It 100.00 OPER 
926.!22 00000 000 0010 000.0000 *** 100.00 OPER 30 
146.906 00000 000 0078 000.0000 *** 100.00 NOOP 
146.906 00000 000 0018 000.0000 *** 100.00 NOOP 
146.906 00000 000 0078 000.0000 *** 100.00 NOOP 
146.906 00000 000 0078 000.0000 **e 100.00 NOOP :f 
903.000 00000 000 0042 000.0000 *** 94.00 OPER )L 
903.300 00000 000 0042 000.0000 *** 6.00 OPER J7 
903.000 00000 000  0042 000.0000 * * *  100.00 OPER $)( 
146.906 00000 000 0078 000.0000 *** 100.00 NOOP 3 

146.906 oaooo 0 0 0  0078 OOO.OOOO **I 100.00 NOOP 

922.120 00000 000 0010 000.0000 - * *  100.00 OPER 31 

4 
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REPORT: o x i ~ - o o i - o ~ 0 3 3 i  FE 

I .  . 
I 

' -ACCOUNT- 
. '  ! 

SEL O l C  WO , ER CUP SECIU W C  

. .  
' BATCII TOTAL: 

t 

- .  

. .  
: I 
4 

8 .  ' 
1 :  .: I 

---NOTE: THIS IS A PSEUDO TFSL?.TION-- 
+--- BUCS TPANSLATION -- 
GL RCCT WO ER Ioc PL ACCT EAC PERCNT TYPE 

w 
M O U N T  EAC tOC DESCRIPTION 

10,257.78 TOTAL EWIWES: 26 

. .  

I 



,507 803 $ 6 $ 95 $ 396 

63% SUBTOTAL $ 57,171 $ - $ 

6% T 8 1  $ 
31% A & G  $ 

100% TOTAL $ 57,171 $ 5,333 $ 28,659 $917163 

JDM12/14~00512:56 PM 
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SERVICE ORDERS - ZOO0 

&-q 2 & Z Z i  . COMPOSITE PAYROLL OVERHEAD RATE FOR OPERATIONS SUPERVISOR 



I '  

54% SUBTOTAL S 27,442 S - S - S 27,442 

6% TPI $ - t 2295 S - 5 299.5 
41% A P G  S - S - 0 20,999 S 20,999 

RECAP - SEPSICE ORDERS 
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INFRASTRUCTURE JDM12/14/200512:56 PM ' 
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SERVICE ORDERS -2000 

TELEPHONE EQUIPMENT 

bEe 

AS OF 12/99 - CPR LOCATION 6081000221 
LFO ' ACCOUNT 397.3 

GROSS LESS NET 
pLANT RESERVE 

0 6,432,581 $ (1,164,339) $ 5,268,242 

DEPRECIATION S 612,049 

.2328 P 1,498 

6,432,581 $ 79,121 

N INMSTMENT 

5,268,242 $ 634,296 

ANNUAL COST - LFO $ 

CSE 

.AS OF 12/99 - CPR LOCATION 6042804380 

GROSS LESS NET 
pLAKT RESERVE - PLANT 

I PROPERTY INSURANCE 
. i  

.2328PER$1000 X $ 2,846,798 5 

N TAXES 

I'.:. .: .;< y*;s 
Y. .._.. ..::w;,,! 1.23% X S 2,846,798 $ 35,016 26 

RETURN ON INVESTMENT 

f2.04% x $ 819,149 I 98,626 

' ANNUAL COST - CSE 24 
30 TOTAL TELEPHONE EQUIPMET COST 

31 TOTAL CALLS HANDLED - SOUTHERN & CENTWL - 1999 10,6 

32 COST PER CALL 0.14909 

33 AVERAGE LENGTH OF CALL 242 SECONDS 

COSTPER SECOND S 0.0006 @ 

Y 3  
' JDM!Z14/20051256 Ph 7;" TELEPHONE EQUIP 



COST PER SQUARE FOOT 

CUSTOMER CARE CENTER SQ FT 

TOTAL BUILDING COST 

# OF CALLS 

$ 16.68 

6.423 

(6.p 107,125 

CUSTOMER CARE CENTER - LFO 
SERVICE ORDER PORTION 

AVERAGE LENGTH OF CALL 

1,032,703 

BUILDING COST 

COST PER CALL $ @ 0.1037 

290 SECONDS 

COST PER SECOND $ 0.0004$ 

94 



SERVICE ORDERS - 2000 

RESERVE 

57,798,136 I 

1994 9 MONTHS, 
1995 12 MOKMS ; 
1996 12 MONTHS 
7997 12 MONTHS 
1998 12 MOKTHS 
1999 12MONfHS 

TOTAL RESERVE $ 



SERVICE ORDERS - 2000 

4 .  . I 

CASE 95 0302 - CALL CENTER.SYSTEMS - ER 671 0 - LOC 40 
E 1/99 AMORTIZE OVER 5 YEARS. 

LESS 
GROSSCOST RESERVE N ET 'COST 

8 95,362 

i - - ,406 X 
:. c , : 

1 ,  ' 
I ANNUAL COST : , I  

. a  

* .  
10,804,026 L CALLS HANDLED - SOUTHERN & CENTRAL- 1999 

AVERAGE LENGTH OF CALL 

COST PER CALL $ 0.1078 

242 SECONDS 

0.0004 $ 

q 3 l b  
RE-ENGI NEERING JDM IZI 4120051 2:56 PM 



SERVI.CE ORDERS - 2000 

HERE WERE 6 
CES HAD A WORK 

USE 1/2 THE NORMAL RATE. 

SOUTHERNCARECENTER 

UNIT TOTAL 
UNITS PRICE I AMOUNT 

0 ,184.16 $ 7,105 

C $ 592.08 $ 46,182 

WORK STATIONS 83 $ 853.79 $ 70,864 

TOTAL . $ 124,151@. 

1,032,703 

$ 0.1202 

# OF CALLS 

COST PER CALL 

AVERAGE LENGTH OF CALL 290 SECONDS 

COST PER SECOND $ 0.0004 

r(3’ 2, 
OFFCUB & W S JDM12/14/200512:56 PM . ’ 
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. .  . .  

. i  ::. : . .  

. .  

. I  .. ' : i  

. !  . . ..; 
. ,  

, .  . .  . .  . . . .  . .  . .  
..: . .  

... . ... 

SERVICE ORDERS - 2000 

FOLLOWING IS BASED ON'INFORMATION PROVIDED 
ROPER" MANAGEMENT 

$ 5,500 . .' 

PERSONAL; PROPERTY TAX 

$ 66.00 - .  1.2% OF $ 5,500 - 

$ 1.35 - '7 0.0245% OF ' $  5,500 - 

/? ,12.04% OF $ 2,750 

$1,184.16 

WORK AREA 

50% .OF $1,184.16 $ E~92.08~ 

CUBE - OFFICE 



UNIT 
PRlCE 

SERVICE ORDERS -2000 

S FORA SERVER, WORKSTATION, AND PRINTER 

$ 1,665 
$ 645 
$ 183 

TOTAL $ 7,456 70 CONNECTIONS $ 107 

,10/100NIC, 32X CD 
$ 1,364 
$ 270 

TOTAL $ i,634 $ 1,634 

SHlPPlNGMANDLtNG 

6.5% SALES TAX 

DEPREClATlON 

1.2% OF $ 2,104 = $ 25.25 

PROPERNINSURANCE 

RETURN ON lNVESTh4ENT 

$ 1,052 = $ 126.68 

TOTAL ANNUAL COST s 853.79 ~ 

JJDM12/14RO0512:56 PM 







SERVICE ORDERS - 2000 

199912 
PLANT GROSS N E T  

Description ACCT PLANT RESERVE BOOK f %R Location 

' 608;000221 CUSTOMER SERVICES DEPARTMENT - L.FO 

i 
COMMUNICATION EQUIPMENT 397 S 6,432,58132 $ (1,164,339.19) $ 5268,242.13 1 

i NEW SWITCHGEAR 
I 

DEPRECIATION 1/1/99 TO 1i/31/99 

COMMUNICATION EQUIPMENT 397 $ . 612,049 

LFO SWITCHGEAR 

J 
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SERVICE ORDERS - 2000 

-9999 Service Connect Calls Number Avg L e n g t h e l l  
Miami 1,032,703 290 f 3  

Combined 4,516,012 3 07 

Total Calls Handled - Combined 10,804,026 242 

WPB 483,309 344 

999 bi-weekly salary 
90,500 ' 

53,500 
32,760 

Operations Supervisor 
Team Supervisor Payroll 

69,000 
175,000 This is for the 4 team supervisors that report 

to the Operations Supervisor (George Reyes) 



1999 Miami (Southem)Actuals 
z f999 
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(9Q - CONFIDENT I AL 

Florida Power &Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 7 E Page 1 of 1 

I) Provide ail bill inserts by month for 2005. 

2) How does FPL get paid for including these inserts (ie. Does FPLES pay FPL or do the 

3) If FPLES does, provide revenues earned. 

4) How does FPL determine how much is a reasonable advertising fee? 

5)  Provide the analysis that shows how much it costs to send a bill. 

6) Provide the account you record revenues for these adds in. 

‘ Q. 3 

L 
4 individual advertisers). 

10 

II 

r-c 

w 
n 

7) Print oui the account for the most recent 12 month data and highlight 

rr A. 
/b I) See attached files displaying the FPL bill inserts for 2005 as requested. . 

ments for the bill insert advertising service by tho methods: I) by negotiating 
ai advertisers, in which case the advertiser pays FPL directly and 2 
sing broker, in which case the advertising broker pays FPL diTectly 

1’7 
‘8 4 f ’ )  

20  d revenu 
2J r FPLES’ 

22 
23 

4) The third party advertising broker negotiates t 
representative of !he market-rates available for !his activity. The fee that FPL receives wh 
negotiate directly with a potential advertiser is alsp based on these market rates. 

that FPL receives for this service. This is I 

4-\;/ 
shows how much it costs for FPL to send a biir. & - 

zk 6) The Bill Statement Advertising program are recorded in FPL 
27 account 456.022. 

zf 7) See attached file for the print out of FPL account 456.022 for January through December 2005 Y revenues specific to the FPL Bill Statement Advertising program. 
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Florida Po.wer &Light Company 
Docket No. Undocketed 
RLES Senice Connect Process Audit 
Audit Request No. 23 
Pagel of 1 , 

. .  

Q.' 
1) Is there any other action FPL has taken to ensure that bill stuffers do not indicate FPL 
endorsement? 

2) Please provide. 

3) Has FPL ever denied any bill stuffer? 

4) Provide the reasons and the names of the companies. 

l q  
/r 3)YeS. 

2) See response #5 to question #z. I 
/L 4 es were not approved by FPL a . ert advertisement. 



Title: 

FIorida Power &Light Company 
Docket No. Undocketed 
FPLES Service Connect Process Audit 
Audit Request No. 24 
Page 1 of 1 

Q. 
. ument record request 7 item 5 I One Page Bill Cost Analysis for 

h e  answer  to d ocument record 
1000 inserts. 

t per o ne page i riseri IS 3 o 

I) Why is the charge of the insert lower than FPL's cost? 

2) Is FPLES considered a third party advertising broker a s  well as an advertiser? 

A. 
I) The $0.3054 cost provided in the "One Page  Bill Cost Analysis 2005" document (item 5 of 
question 7) is the 2005 estimated cost for FPL to generate a one page printed bill weighing one 
ou fee that FPLreceives of $15 per 1,000 inserts (referenced in question 17, item. 

s,-a comparison of the  $0.30 one page bill cost 3) 

2) No. 

vs 



. , .i. .:::..', :'.I 

. . . / . _  .;.., .,:, . :. 7.!* '.. . .... . 
. . - . , .: .;.. ,:;; 

) '  . ;.,: '.'<..:::: 
. _  .. Revenue amounts #2 through #6 from the table above are identified on the attached Detail 

Transaction Report. (This is the same report provided In response to, item #7 of question.7.) In 
addition, the Detail Transaction Report for December 2004 is provided, indicating amount #I from 
table above. 

. 
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ResDonsibilities for Compliance 

It is your responsibility to read and understand this Code and to comply with it in both 
letter and spirit. Although this Code addresses a wide range of .business, legal, and 

ethical matters, it cannot anticipate every issue that may arise. In many situations, your 

judgment and common sense will provide sufficient guidance: if something seems 
unethical or improper, it probably is. But, if you are unsure of what to do in any 

situation, you should seek additional guidance and information before you act by 
contacting your supervisor, the head of your Business Unit or a Compliance Officer 

do so by contacting a Compliance Officer. You may also. call our 24-hour "Hotline' at 

888.694.6444 or contact any member of the Audit Committee of the Board of Directors 

of FPL Group (see "Compliance Assistance"), You may choose to remain anonymous. 

, 

concerns or questions regarding'compliance with this Code or other ethics matters. 

Records and ReDorfhg 

All records, data, and information owned, maintained and used by the Company must 

information, records and reports under your control. Records must be maintained in 

sufficient detail as to reflect accurately the Company's transactions. All financial 

statements must be prepared in accordance with generally accepted accounting 

principles and fairly present in all material respects the financial condition and results of 

the Company. All reports filed with the Securities and Exchange Commission must not 
contain any misstatement of a material fact or omit to state a material fact necessary to 

' 

: 



make the statements made, In light of the circumstances under which such statements 
were made, not misleading. 

If you have any concerns or complaints regarding questionable accounting, intemal 
accounting controls or auditing matters, you are  encouraged to submit those concems 
or complaints (anonymously, confidentially, or otherwise) to tfie Audit Committee of the 
Board of Directors which will, subject to its duties arising under applicable law, 
regulation and legal proceedings, treat such submissions confidentially. Such 
submissions may be directed to the attention of Audit Committee or any director who is 
a member of the Audit Committee. A separate Whistleblower Policy has been adopted 
by the Company specifying additional procedures and protections for these types of 
concerns or  complaints, copies of which may b e  obtained from a Compliance Officer. 

Business records and other documents may become public through litigation, 
government investigations and the media. In this context. the Company o r  a third party 
may be in a position to rely on or interpret the document with the benefit of hindsight 
and the disadvantage of imperfect recollection. Accordingly, it is important that you 

avoid exaggeration, colorful language, guesswork, legal conclusions, and derogatory 
remarks or characterizations of people and companies. This rule applies to documents 
and communications of all kinds, including e-mail and informal notes and memoranda. 

Records must always b e  retained and destroyed a,ccording to the Company's record 
retention policies. The Company's retention policies are based on specific statutory and 
regulatory requirements, some of which are specific to *a particular business operation. 
These retention requirements. apply to all Company documents, including e-mail and 
other electronic records. You are  prohibited from destroying any records that, are 
potentially relevant to a violadon of law, any current pending or'threatened litigation or 
any pending, threatened or foreseeabfe government investlgation or proceeding. 

3 
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Proper Use of Commnv Assets 

Protecting the Company's assets, both tangible and intangible, against loss, theft, and 
misuse is your responsibility, These assets were acquired solely for the purpose of 
conducting the Company's business. They may not be used for personal benefit, sold, 
loaned, given away, or disposed of except with proper authorization. Assets include 
cash, securities, business plans, customer information, supplier information, intellectual 
property (including computer programs, models and similar items), physical property 
(including equipment, vehicle, tools and supplies) and services. 

Misappropriation of Company assets is theft and a breach of your duty to the Company. 
An employee engaging in such action is subject to immediate dismissal and 
prosecution, if applicable. 

Computer software and 'information provided by the Company and loaded on your 
computer is Company property. Licensed software o r  documentation must be used 
strictly in accordance with licensing agreements and must not be duplicated without 
permission. You are responsible for safeguarding logins and passwords which provide 
access to Company networks. 

internet access and all Company electronic communications systems, such as e-mail 
and voice mail, are  made available to you only to conduct the Company's business'and 
incidental non-solicitational use, Company systems are the property of the Company 
and all communications are subject to review by appropriate, authorized Company 
personnel at any time. Users have no expectation of personal privacy in their use of 

Company communications systems or information sent  to o r  from or stored in Company 
communications systems. 

. 

Use of Company computer resources or communications systems for the following is 
prohibited: abusive or otherwise objectionable language; information which is illegal or 
obscene; messages which are likely to result in the loss of the recipients' work or 
systems; messages which defame or libel others; use which Interferes with the work of 

. 
. 
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I 
employees or others, including sexual or other harassment violative of applicable laws 
and Company policies; and solicitation of employees for any unauthorized purposes. 

If you become aware of the theft or misuse of Company assets, immediately report the 
matter to your supervisor, your Busjness Unit Head, Corporate Security, or a 
Compliance Officer. 

I 
I 

Propriefaw and Confidential lnformaflon 
You must retain in strictest confidence, and use solely for the benefit of the Company, 
all proprietary and confidential information relating to the Company which you acquire, 
directly or indirectly, in connection with your employment o r  association with the 
Company. Proprietary or confidential information about the Company may not be 
disclosed to anyone outside the Company without specific authorization by the 
Company or to other Company personnel unless they have a need to know the 
information. 

. .  

Examples of proprietary and confidential information include, but a r e  not limited to, any  
system, information or process that gives the Company an opportunity to gain an  
advantage over its competitors; nonpublic information about the Company’s strategies, 
business plans, forecasts, operations, and results; nonpublic information about 
customers and vendors; nonpublic information about the Company’s systems, 
technology, products and services; and employee medical and other records. 

You are responsible for safeguarding all proprietary and confidential information under 
your control. This includes taking s teps  to ensure documents are produced, handled 
and discarded in a manner that minimizes the risk that unauthorized persons might 
obtain access  to them. You should also ensure that access to work a reas  and 
computers is properly controlled. Also you should not discuss proprietary or confidential 
information in public places, such as restaurants or airplanes, or on cellular phones. 



ADDITIONAL LEGAL & ETHICAL RESPONSlBlLiTlES 

Conflicts of Interest 

You must b e  sensitive to any activities, interests or relationships that might conflict, or 
even appear to conflict, with your ability to act in the best interests of the Company. 
Since it is impossible to describe every potential conflict of Interest, the Company 
necessarily relies on you to exercise sound judgment and to adhere  to the  highest 
ethical standards. To assist you in this regard, a few of the more common situatjons in 
which a conflict of interest arises are  described below. 

I 

Any activity, interest or relationship of yours that might constitute a conflict of interest 
must b e  disclosed in writing to and approved by the Company prior to the  time the 
situation arises whenever possible and, in any event, no later than when you first 

become aware of it. Conflict of interest situations involving members of the Board of 
Directors of FPL Group should b e  disclosed to the Board of Directors and the General 
Counsel; all other such situations should b e  disclosed to the person's supervisor and  a 
Compliance Officer. If you are  in doubt about a situation, ask  a Compliance Officer. 

A potential conflict of interest arises if you o r  any person having a close personal 
relationship with you (a "related person") has a direct or indirect interest in, or may 
derive a benefit from, or  is employed by a business enterprise which does  or s e e k s  to 
d o  business with the Company, However, a situation in which a related person is 
employed by a business enterprise that furnishes products or services to the  Company 
and the general public a t  prices and terms generally applicable to all its customers, and 
whose compensation is not determined in whole o r  in part 6y reference to the amount of 
business done with the Company, would not be considered to give rise to a conflict of 
interest. 

Also, ownership of less than 1% of the outstanding publicly-traded securities of a 
business enterprise doing, o r  seeking to do, business with the' Company is not 
considered to be a conflict of interest. 





relating to the Company from directly or.through family members or other persons or 
entities: (a) buying or selling securities of the Company or engaging in any other action 
to take personal advantage of that information or (b) passing that information on 
("tipping") to others outside the Company, including family and friends. 

In addition, it is the policy of the Company that no director, officer or other employee of 
the Company who, in the course ,of working for the Company, learns of material, 
nonpublic information about a company with which the Company does blrsiness, 
including a customer or vendor of the Company, may trade in that company's securities 
until the information becomes public or is no longer material. 

It is not possible to define all categories of material information. However, information 
should be regarded as material if there is a reasonable likelihood'that it would be 
considered significant by an investor in making a decision to buy, hold or sell securities. 
Similarly, any information that could be expected to affect the Company's (or another 
company's) stock price, whether it is positive or negative, should ' be considered 
material. 

Nonpublic information is information that has not been previously disclosed to the 
general public and is not otherwise available to the general public. Even after 
disclosure, infomation is still considered nonpublic until an  adequate time has  passed 
for the securities markets to absorb the infomation. As a general rule, information 
should not be considered absorbed until after the close of business on the first "trading 
day" following the date of public disclosure of the information. A frading day is a day the 
New York Stock Exchange is open for trading. 

This insider trading policy also applies to your family members who reside with you, 
anyone else who lives in your household, and any family members who do not live i n ,  

8 



your household but whose transactions in Company securities are subject to your 
control o r  inff uence. 

- I t  is also illegal to "tip" or pass on inside information to any other person if you know or 
reasonably expect that the person receiving such information from you will misuse such 
information by trading in securities o r  passing such information on further, even if you 
do not receive any monetary benefit from the tippee. 

The foregoing is a summary of certain portions of the  Company's Policy on Securities 
Trading by Company Personnel which is available on the Company's website a t  
httD:/lwww.fDlarouo.Com/aovemance/contents/securities tradinashtml. You are 
expected to be familiar with, and to abide by, the complete policy. 

Antitrust Laws 

The Company is subject to complex laws designed to preserve competition among 
enterprises and' to protect consumes  from unfair business arrangements and practices 
(generally known as "antitrust laws"). You are required to comply with these laws a t  all 
times. 

The potential for anti-competitive conduct can arise in various situations. These include 
proposals from competitors to share price or other competitive marketing information or 
to aliocate markets or customers and discussions at  industry trade association meetings 
of competitively sensitive topics, such as prices, pricing policies, costs and marketing 
strategies. All such situations should be avoided. 

i If a competitor, customer or a supplier tries to discuss subjects with you thpt raise 
concems about anticompetitive conduct, you should refuse to do so and ask the person 
to stop immediately. If necessary, you should leave or otherwise terminate the 
conversation and report the matter to the Company's General Counsel or another 
member of the Law Department. 

9 



Commitment to the Environment 

It has been, and will continue to be, the  intent of the Company to conduct its business in 
an environmentally responsible manner. Accordingly, the  Company undertakes to: 

Comply with the  spirit and intent, as well as the letter, of environmental laws, 
regulations and standards. 

0 Incorporate environmentai protection and stewardship as a n  integral part of the 
design, construction, operation and maintenance of its facilities. 

0 Encourage the wise use  of energy to minimize the impact on the environment. 
Communicate effectively on environmental issues. 
Conduct periodic self-evaluations and report performance. 

The Company has  implemented a n  Environmental Assurance Program to assure 
compliance with all environmental laws and regulations and the fulfillment of its 
environmental commitment. 

Privacv of Emdovee Information 

The Company recognizes and protects the privacy and confidentiality of employee 
medical and personnel records. Such records must not b e  shared or discussed outside 
the Company, except as authorized by the affected employee or as required by law, 
rule, regulation or a subpoena or order issued by a court o r  requested by a judicial, 
administrative or legislative body. Requests for such records from anyone outside the  
Company must be approved by internal Company legal counsel. 

- 
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WORKPLACE RESPONSIBILITIES 

Fair Empioovment and Diversity 

The Company considers diversity in our people critical to our success,  and we  seek to 

recruit, develop and retain the most talented people from a diverse candidate pool. 
Advancement a t  our Company is based on talent and performance. W e  are  fully 
committed to equal employment opportunity and compliance with the letter and spirit of 
the full range of fair employment practices and nondiscrimination laws. 

Harassment and lntimida tion 
The Company prohibits sexual or any other kind of harassment or intimidation, whether 
committed by or against a supervisor, co-worker, customer, vendor or visitor. 
Harassment, whether based on a person’s race, gender, color, creed, religion, national 
origin, citizenship, age, disability, marital status, sexual orientation, ancestry, veteran 
status or socioeconomic status, is repugnant and inconsistent with our commitment to 
providing a respectful, professionai and dignified workplace. 

if you believe that you are being subjected to harassing behavior, or if you observe or 
receive a complaint regarding such behavior, you should report it to your supervisor. or 

to your Business Unit’s Human Resource Relationship Manager, or to the EEO 
Coordinator, o r  to the Employee Relations Hotline a t  888.552.1055. Also, please 
consult the Employee Practices section of your FPL Policy Handbook. The Company 
will promptly investigate all allegations of harassment or discrimination and will take 
appropriate corrective action. Retaliation against individuals for raising claims of 

harassment or discrimination is prohibited. 

Safety 

The Company assigns the highest priority to the safety of its people. No job is so 
important that it has  to be worked in an  unsafe manner. 

. .. . .  
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The  Company maintains a comprehensive employee safety program for the prevention 
of accidents. Supervisors and management a re  responsible for monitoring the  u s e  of all 
reasonable safeguards in the workplace including Company procedures, safe work 
practices, and personal protective equipment. 

Ultimately, however, all employees a re  responsibte for their own safety. Every 
employee must, for his or her own and fellow workers' health and welfare, abide by the  
Company procedures and safe work practices, and  use  all appropriate personal 
protective equipment. In particular, the  Company is committed to maintaining the  
highest standards of nuclear safety in the  design, operation and  maintenance of our 
nuclear power plants. It is each employee's responsibility to bring to the attention of 

management any concerns relating to the  safety of design, operation and maintenance 
of our nuclear plants. 

Alternatively, employees can voice any concems through the Nuclear Safety 
SPEAKOUT Program. In addition, anyone is f r ee  to bring such matters, at  any tirt5e, to 
the attention of the Nuclear Regulatory Commission. 

No employee will be discrlminated against, in any way, for having brought his.or her 
concerns to the  attention of management, Nuclear Safety SPEAKOUT, or the Nuclear 
Regulatory Commission. 

Drugs and Alcohol 

T h e  Company is firmly committed to providing its employees with a safe workplace to 

the extent reasonably possible and to promoting high standards of employee health. 

The' Company expects all employees and contractors to report to work able to perform 
their duties safely. Substance and  alcohol a b u s e  by employees or  contractors Is 
regarded as an  unsafe work practice by creating a n  increased risk to their safety and 
the  safety of their fellow workers and  the  public. 





REPRESENTING THE COMPANY TO CUSTOMERS & OTHERS 

Treatment of Customers 
Our customers are extremely important to us. They are the reason the Company exists 

and our success depends upon their satisfaction. Customers are always to be treated 

with the utmost respect and courtesy. They are also to be treated faldy. No customer 
should be given preferential treatment. 

Information that we have regarding our customers is to be kept confidential and used 

only for Company purposes. Customer satisfaction is the job of every employee. 

Those of us who work on or around our customers’ property have a special obligation. 
We should avoid unnecessary damage to a customer‘s property. If some damage is 

necessary in order to provide our services, it should be kept to a minimum and the 
property restored when the work is finished. 

Honesty with Reuulafors 

In our businesses, we are extensively regulated by a number of commissions, agencies, 
and other governmental entities. While we may not always agree with these regulators, 

it is essential that the information that we supply to them be accurate and not 

misleading. We must cooperate with all our employees and representatives who 

interface with our regulators and supply them in a timely manner with accurate and 

complete information which they require to fulfill their responsibilities. 

Communications with the Public 

Before publishing, making speeches, giving interviews or making public appearances 

that are connected to the Company’s business interests, you must get approval from 

your supervisor. 

In addition, in order to ensure the Company’s communications with the pubtic are 

accurate, complete, consistent and in compliance with applicable law, while still 
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protecting the Company's confidentiality and interests, you should always refer all news 

media, securities analyst and investor inquiries to Corporate Communications or 
Investor Relations. You should not provide responses unless specifically requested to 
do  so by an appropriate Company representative. 

Political Activities and Contributions 
You have the right to participate voluntarily in the political process. No one  in the 

Company may require you to contribute to, support or oppose any  political candidate or 
group. If you choose to participate in the political process, you must do so as a n  
individual, not as a representative of the Company. You may not work on a political 
fundraiser or other campaign activity while a t  work or use Company property for these 
activities. Any overt, visible and partisan political activity that could cause someone to 
believe that your actions reflect the views or position of the Company requires the prior 
approval of the General Counsel. Any questions regarding the  Company's policies on 
political activities should b e  directed to the Vice President, Govemment Affairs or the 
Vice President, State Legislative Affairs, of Florida Power & Light Company. 

I 

. 

U.S. federal law and the laws of certain states (not inclliding Florida) generally prohibit a , 

corporation from making political contributions. This prohibition includes monetary 
contributions, 'in-kind" contributions (e.g., the use  of facilities for a fundraiser, purchase 
of tickets for receptions or dinners, advertisements in joumals or payments for services) 
and  gifts to officials. Generally, our Political Action Committee (FPL PAC), which is 
funded by personal contributions made by Company employees, is the only permissible 
source for funding U.S. political contributions on matters important to the  Company. 

Lobbvinu Activities 

The. Company encourages every employee to take an active interest in government 
processes. 'Any such participation, however, is to be undertaken as a n  individual - not 
as a representative of the Company. 

15 
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As a general matter, you should not engage in lobbying activity on behalf of the 
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Florida Power & Light Company ~~~~~~~~~1 AL Docket FPLES No. Service Undocketed Connect Process Audit 

Audit Request No. 2 
Page 1 of 1 

1) Provide a list and a description of all the services provided by FPLES to FPL. 

2) Provide the total revenue received by FPLES. ("Most recent 12 months ended = 2004" 
Clarification received from Gabriella Leon, PSC Auditor ) 

3) Provide the related expenses incurred by FPLES. ("Most recent 12 months ended = 2004" 
Clarification received from Gabriella Leon, PSC Auditor ) 

Q. 
2 7  

v 
4 

43 
( I  

2L Note that the revenues and expenses are considered confidential for competitive reasons. 
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Florida Power &Light Company 
Docket No. Undocketed . 
FPLES Service Connect Process Audit 
Audit Request No. 10 
Page 1 of 1 

z 

1) Please provide FPL Group Code of Conduct. 
2) Provide all journal entries for December 2004 to record receivables7payabfes related to 
FPLES. 
3) Provide the general ledger account printouts for receivables/payables related to FPLES. 
4)  Provide the  script of the FPL customer service representatives before they transfer the call to 
FPLES. 
5) Provide for December 2004 account detail for whichever account FPL records money received 
from advertisers for bill stuffers. 

I) See attached FPL Code of Conduct. 
21 See attached file with loumal entries for December 2004 to record receivables/payables at FPL . 
related to FPLES. 
3) See attached file with general ledger printouts for December.2004 for receivables/paybales a t  
FPL related to FPLES. 
4) Below is the web shot displaying the script referred to by the FPL Representative before they 
transfer the call to FPLES. 

. . . .  . . . .  .. 



. .  



. . . . .  
'. .: 

:.- :, 

..... _. ..... . . .  . . . .  .......... -. ... , . . . . . . . . .  . . . . . . .  . .  . .  ,.-.: . . . . .  ..I. . .  . :_  : ::-. ..L,-~-. __, . . . . . . .  
, . . ,. . _. . ,. . , . ._..;' 

PICE 003 IE O E P i y I :  0%43-001-050105 
2 

-5 E 
J 

-I- 

-I- 
$i 

-f - 
===E" 
-9 - 

~ 

456 023 00000 000 0078 000.0000 -* 1W.00 llooc 
4561024 00000 OM) 007U 000.0000 *'* 100.00 Woco 

I 

I 1 c I 

F 

. ......... . . . . . .  ................. . . . . . . . . . . . . . . .  
. . . . . . . . . . . . . . . .  . . . . . . . . . .  . . . . . . . . .  . . . . . . . . . .  . .  

. .  . . .  . .  ~ - ~ - . -  ... . . .  . . .  ...... . .  . . . . .  _____ :___: ___.... ..I _ _ _ - . i - ~ _ . j . - - ~ - ~ - - ~ - . - ~ ~  
. .  . .  



.. - 
. . . . .  ..... -.  . i. :_ _,. .- -. ~ 

. +  . . . . . .  . . .  ...._ - I . 
. . .  

. .  . . . . .  . . . . . . . .  . . .  =. ............ . . .  ................ 

A 

.. . .  

..... ............. ... . .  ............. .~ . .  . . .  . . .  . . . . . . . . .  . .  ...... . . .  . . . .  . .  . .  . .  
..,.., 

. .  
. .  . .  - . .  . .  

. . .  

. .  ,, - .  

. . . .  
. .  

. .  





I 

( 1 :  

. .  J .  

.. '. . .. 
, ' -  .;_ ,i * . * .  . 

. .  





-. I .. . . 
;,. I '  
.. , ., 
. r.( .. . I 

E :  , , . .. . . .  . 
.i.. 3 .. . . .  







- .. . .  .. . .  

-_ 
i .. ,J 

3 .., 

/ '  

ZY 

. . . .  
_.I . . I -. . . . .  



‘ . , I  , . 
’.. , 1 . .  . .: 

4 

m 



. . .  

.. .. 
Q ) .  

4 5  U 

0 Y 
a 

\ 



. . .  
~ .i_ . . . . . .  ...... . -  . 

. .  . ., . .  
. . I .  .. . ,  ..... . .  

..-.I,. ... .v .a .>. ;. ..>.. 

. .  

. .  . .  . . .  

I I '  I I  

I REPORT NO 4150-2 RUN iz/ag/o4 AT 01.29.21 FPL BNERGY SERVICES, XNC PROCZSS DATE 12/28/04 PAGE 571 
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REPORT NO 4150-2 RUU 11/19/04 AT 01.29.11 PPL ERgllGY SERVICES. INC 
CASE AUDIT REPORT A 
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REPORT NO 4150-1 RUN 12/29/04 AT 01.29.21 IFN - AAV PROCESS DATE U/28/04 PAGE 576 c' CASK A 5  REPORT A F - 
"/ c 

OBLIC3 TU OBLIG ID / OBLIC DTJ aM Dw DISC LB CHHCK ChSH 
CD amom A P P L I ~  ALI(0uNT ARNSTI4KKTS DS WCK NO DEPST DT CD DATE 

PD 620144 113004 N3 123004 123004 
CBECX ?Xn'AL 4103-009 CUXCX N) 620144 DATE 120304 

4 afST TOTAL 324350 

41010 337101 

PW 616485 IZO 
PD 616485 lL0204 ~3 110204 l l o a o 4  

CEKK TOaL 4103-001 W C L  N3 616485 DATX UO304 

* * CWT TOTAL 337101 

41010 343682 

PM 615982 12030 
PD 615982 110104 M 120104 iaoiw * (HsCS TOTAL 4103-003 CEECKNO 615982 DATX 120304 

4 4 COST TOW 343682 

41010 355385 

PD 614253 101504 N3 111404 Ul404 
PD 620810 ll0304 N3 010205 010205 
* cBKc7; m L  CHPCK NJ 0000000 DATE 120304 

CWST TOTAL 355385 

41010 3696U 

................. . . .  
... . . . .  . .  

DISCOUNT OPXU 
ALLONKD RSN m 

OLX 
OLX 

5 

6 e 
................... . . . . . . . . . . . . . .  . . .  ........... 



. .  . . . .  . _ . . . . . I . .  .. .... . -y . ' ,<  ::.: ' ;,;: . . I ::.: .. . . . . . . . . . .  r ? ..:a. :.. 8 
._. ~ 

. .  . . . . . .  , . . - .  

.... . . .  .. - ...._ .- ~ 

. .  ._ - _> 

...... 

. .  . .  

........ 

.. , 
,.:: , .- -, .... 

. . .  ..... .. " ... ..... . ,. 

3 .. qi 

>:, 

.:i, 

. * *  ,e> i.' 

r , 

i:z 
A 
:.\; 
. .  

... 

... 
. . . .  - .  

_ .  - _  
. . . . .  . .  

. . . .  .... ..... .... . . . . .  .... . . .  . . . . . . . . .  

. .  

. . . . . . . . . . . . . . . . . .  

. .  
. .; . . -  

41010 34l336. ' a 
CEKK TOTAL 4106-001 (HECK Rl 6l2620 MTB UO604 

1 D-SIT DATP WIAL I20604 

41010 341336 

935 

935 

., : . . . . .  

. -  . . .  ........ 

I 
i_ 

... .... .. . .,-.-__.-__ . L'.. ... ..... .--.. .. .~ ........... ........ ............. ~ _ _ _ _ _  . . . . . .  . . . . .  . . .  ... 
, '.. . .  . .  

-........_I....... . .  
. .  _ .  . . .  



..... 

. .  

... . .  

. . .  . . .  - .  
. . . .  . . . . .  . . . .  
. . . . .  . . . .  . - _  . 

. . .  

.. 
. .  

. . . .  
. .  

. -  . .  . . .  .............. 
. .  

._ . 

.. - . _  
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PD 616340 103104 H3 lUO04 l l 3 0 0 4  

=CK T W L  9151-010 CEWK 11O -117 MTg 131801 

CU62 r(l% 307111 

ll2 804 4 1  PU “ l l 1 6  
PD 621051 I20504 233 010405 010405 
PP 6 ~ 1 0 5 1  130504 m O ~ O B  O I O ~ O S  * CEEC!K ?VXAL 9x5-001 C€!lWK 11O -16 DATE l lZ8Ci 

COST lVW 3U716 

41010 365386 

m wenla10 ‘ 

PD 610699 U0304 w3 010105 010205 * ~llffl; -5 9151-001 CIIECK 110 m i o  MTE iza801 

* C W T  T O l U  365386 
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P W  - M V  PROCESS DAZE lZ/28/04 PAGE 586 
XEPODT NO 4150-2 RUN 12/29/04 AT 01.29.21 

IS caga CASE OBLIG DTSCOVNT OPER CD A m  JbPPLIH) A m  AWUSTUENTS ALL0W.U RSNm 

A- 
TR OBLIQ XD / OF&IQ m/ Tnn DUE DISC 
D8 CXlECXNO DKPST DT Q) DATE DATE 

1 2 1 8 0 4  
122804 
122 804 
1 2 1 8 O t  
l l2804 
122104 
l22804 
122 104 

PU -13 
PW -17 
PN -17 
PU iWXUl.3 
p1( -13 
PW W?Ul217 
p1( N?WJ.?.17 
PW llIy1217 
CB **02401 l 2 2 8 0 6  N3 120304. 
PD **02401 l22804 N3 120304 

OI1304 lT3 091804 091804 PD 60Y930 
081904 lT3 0911)04 091804 PD 609335 
090104 N3 100104 l0OlW PD 610906 

PD 610925 090104 N3 100194 100104 
PD 630952 090104 N3 100101 100104 
PD 610993 090104 N3 100104 100101 

PD 6ll316 091304 N3 lOl304 101304 
PD 6ll513 091504 N3 101504 101504 
PD 6ll.579 091704 N3 101704 101704 
PD 6ll612 091704 N3 101704 101704 
PD 611481 092804 N3 101804 101804 
PD 616723 ll0304 N3 110304 lZ0304 

PD 6 U 6 6  090904 w 100904 a00904 

M 616723 A u a t o r  M la0304 
a m a  -L 9153-013 UUEL m I(PNIII~ MTE 1 ~ ~ 8 0 4  

a l 6 T  TOTAL 374730. 

.. . . .  

U O l O  374732 

W Z  TOTAL 374732 

U O l O  376131 

* CUST TOTAL 376231 

D)LPOGIT DATE 

f BrmINZES lQQt U O l O  0000079 

f * IUWORT XUlaL 00034 09 

l l2aM. 

NSU 
NSH 
N9( 
NQI 
NSU 
NSM 
NQI 
NSN 

910 H);x 
Nsx 
Hsld 
NSU 
Nsw 
Hsld 
NSM 
NSM 
NSN 
NEM 
N m  
NSM 
NSH 
NSN 
NSU 

910 NSM 

NSM 
NM 

NSN 
H9L 

II I I  I 



. . .  . . . . .  

. .  
. . .  . . .  . .... . . .  .- . . . .  . _  I.- .. . . .  . .  _i.. . .  .... 

. _ .  - .  -. 

. . .  

.-.L.. 

. . . . .  

. .- - 

..... 

- .  

... . .  
...- . .  . .  

- 
. ._. 

_ .  - - .  
. .  .. - 

- . .  :.:. . -. - 
. . . -  . . . .  . . .  

. . . . .  
. .  

. .  
. .  

... . .  ;.: !j _< !..-: .......... . . .  ............. I :r . .:' 
. 

... . .  . -  

. :> I  II I 

nx 

. . .  . .  - _.. ' .  . . . .  . . . .  
. . .  .: ...... . . . . .  ' . . .  . . . .  .: , .. .,_. . . . .  _. -_.. ... .... -'7 . . . . . .  - . . .  . . .  

. .  

. . . . . . .  . .  
... 

..::.- . ' ' c . .  . . . .  . .  ... . - .  - .  . 

. .  

. . . . . . . . .  .............. . . . .  ....... 

. . . . .  

. ..,.(_ . . . . . . . . . . . . .  " ..... I.-.- . . .  .. ........... . .::.-*-,*.*!',-.,,:-a 

I,.. 

t. ' - c  

/ '  

. 



. .  

. .  

l 

a 17 

is 
:;, 1-i 
.I- ! -  

I I  
.i 

=t 

. . .  
... - ... ..... ... - 
.*.%I.. .:.... . . . . . .  
.. .  . . ,  - 
........ .... 
..... ...... ::.:.:. i . .+. .:I 
i 

.I. 

. . .  i. . .  ..... 

.. ' .. , . ...... L. ......... 2-2 <. . 

x- 002 

. . . . . . . . .  .... ,-. ............... _. ~ 







I 

% 

0 

n :: 
1 

D 

4 

p! 
Iu 
2 

4 

E 
k 
-4 

2 s :  N U  

, .  . .  . .  . .  . .  
, ; 1 . ... 

. , :: 
. . I  

: . ..; ; .  
I .  ' . ' .!. 



. . . .  . .  

-- . . . . . . . .  _ _  ... . I  . .:.. -.- 
. .  

. .  
. .  . .,.- . -A: ._ 

REPORT: c u C ~ 6 2 4 - 5 0 1 1 U O ~  U A R P T I N G  SERVICES VENDOR PATMENT REPORT 

SURGESHIEU 

AS OF DATE 12/~9/200& PAGE 1 

. BllLlNG PT-ACCT 

143.650 

242.650 

242.670 

242.670 

RECEIVABLES 

LIABILITIES 
SALES TAXES 

SURGESHIELD PAYMENT TOTAL - END OF REPORT Nn 

M R K E T I N G  SERVICES VENDOR PAYMENT REPORT AS OF PATE 12/29/2004 PAGE 1 
REPORT; CUCT624-50112J004 

. I  
. . .  . . .... I.__c- . . . . . . . . . . . . . .  . . . . . .  ... . . .  

'. , . .  . .  . .  . . .  . . . . . . .  . . . . . .  ...................... . . . . .  .........- ..... -:...: ........... . .  - ....... 



. . . .  .,:.. _._ 

b c 0 . E  F 5 l-f 
AS OF DATE 12/29/2004 PAGE 1 MARKETING SERVICES VENDOR PAYUEHT REPORT 

-. P 
REPORT: CUCT623-501123004 

APPLIANCE PROTECTtON PLUS 

TOTAL 
..... 

143.648 

242.648 

242.670 

242.670 

143.649 

W 
0 
% n 
0 
ber 
% 

. -  4 

4 

RECEIVABLES 

L I A B I L I T I E S  

SALES TAKES 

APPLIANCE PROTECTION PLUS PAYMENT TOTAL 

PAYMENT 10 VENDOR (83%) 

PAYHENT TO FPL (17%) 

REPORT: CUCT623-501lUOO4 

....................... . .  . . . . . . . . .  . . . . . . . . .  . . . . . . . . . .  . . . . . . . . . . . . .  . . . . . . . . . . .  . . . . . . . . . .  . . . . . . .  

nn END OF REPORT rrnr 

- 
AS OF OAT€ 12/29/2004 PAGE 1 MARKETING SERVICES VEHOOR PAYMCNT REPORT 

9 
r" 

..... . . . . . . . . . . . . .  . ._. . . . .  . . . . .  . . . . .  . . .  . . . . . . . . . . . . . . . . .  . . . . . . .  . .  ............ .i-i -..' - . . . . . . . .  . . . .  

... . . . . . . . . . . . . . . .  .'I. . .  . . . . . . .  . . .  . . . .  . . . . . . . . . . . . . . . . . .  . .  . ............... ... ..... 

.- . 
............. 

......... 

, . .:. .:. - ..~ ._ _7..-._._.i-.~; .................. . . . . . . . . .  . .......... ............. . . . . .  . . .  . . . . . .  x.,. . . . . . . . .  . . . . .  



......... . ............ ... . .  ................. . . . . . .  ........... __^___._ ... :. ...................... . .  
......... -.&d- 

. .  . .  t: . _._ . .  

... ..... -.-. ." . .-. 

... .... 
. (Y .., , ... 
, .. $2 
... . .  

... . .,. . .... .**. 
.% .. ?,... 

.... 

..i_ 

.... 

.... ... . .  

f 

I 
4 

b l  e 
g t  

if 3 .cr 3 

to : mQm 

ZOO 13Yz 

Ti ...... . _._  ....... .\ . .  . .: . . . . . .  .. *... . . . . . . . . . .  . . . . . . . . . .  . . . . . .  e .  . . . . .  . . . . . . . . . . .  . .  
..... . . .  . . .  . . .  . . . . . . .  

. . :  

.... . . . . . .  . . . . . . . .  . . . . .  . . .  

:. 
. .  . .  

- -  . . -. . .  _. .- . . . .  . . . . . . . .  c. 
. .  

.". . . . .  
._ ,.. ;.: _!..I .- . '  .. . . .  ..... 

. .  
. .  . . . .  . . . .  . . .  

. --.... . . . . .  ..- . .  
. . ,,. 

. _  
..- - . 

.' I . .  



r:,J 
.: !. . I .:-.I 

FPL 
Scrvise Cowcl  Roc- 
RcA: !405-285+.1 Undocked y\T TYE l~Jl/os 

Ti& - 3 h d r d  dQ I I '  _. 

I1 It II U U il I1 '. 

~ O ~ ~ I ~ E ~ ~ ~ A ~  
D 

Tom Ruthig To: Dennis Johnson/FNWFPL@FPL. 

01'04'05 ":03 AM 
cc  Maria V BesadalWFPLQFPL 

Subject Journal entv recording the Surgeshield expense incurred when using 
FPL Storerooms 

. .  .:. . . .  
Dennis, can I do this today? (in FPL?) . i: *;:.;;,:. ,' . . 

.! , i , ,  j ~. . . 
Debit 2706 ER 99 000 340 0078 EAC 639 
Credit 1612 ER 92 000 000 503 EAC 676 
Credit 0000 00 241.310 loc 999 EAC 790 

ri : 

I :  

.,, . , . ... :, : I  ; 

. .. :.:.* 
:,z.::. . .  ; 

, '  ' . 
4 - Forwarded by Tom Ruthg/CS/FPL on 01/04/05 1008 AM - .;. . !, ' _ . . .  , .  ,.!, t : , , ;  

10 Maria V Besada To: Tom RuthiglCS/FPL@FPL 
U 
!& 

2;;. 
cc: John J Frawley/FNIUFPL@FPL Gus Dominpuez/CS/FPL@FPL 

DennlsJohnson/FNRlFPL@FPL, Jose Mlranda/CS/FPL@FPL 01/03/05 04:OO PM 
, y: .  ' 4  ' ' 

. :. ' .< , 
, > . _ .  , .  

Subject: Joumal entry recording the Surgeshleld expense incurred when uslng m-. . .. ~ , .  . 
. , , , .', .. . ;$ E@% FPL Storerooms ' 

::.I: ' ~ 2 !  j,, ' 
.I .' , 

,,I..'. .. 
::j:. i I ,  r," Tom, 

' .!, ' . " ' 1 b 
! , _ .  . .  

i '  ( .  
We need to generate an entry in FPLES recording the expense to the Surgeshield program for using FPL 
Stores to store the Surgeshield devices.Thls 2004 expense was calculated using methodology determined .. I. , . . .  

.:.;.,j..,i I , '  ' _ . .  

2 
25 

We will need to roces the following entries: 
1. Debit fo- the Suraeshieid work order: 2706-95.000-340-078 EAC 639 and credit the 

inter-com-unt for the-same amount. 

Number '241.310'; Location "999'; EAC .790"; and Description "Seace 

2. Then, the intercompany credit Is recorded on the FPL side in two pieces. I 
work order: 1612-92-000-000-503 EAC 676 and the remaining balance or 

I . .  I , .  

o the Stores 
Account 

'...i.!~.d. ? !  ' ''Y 

27 

zc 
: Z b  

zd 
zq 
70 
3 (  Thanks, 

72 Maria 

,. .I: 

,, , 3' 
. 5 .  

. .  
. , I , , , .  : 

" ' ' . , ' ! +  ,I' : ' 

: Get wifh Dennis Johnson to make sure entry is correct. . .  
I ( :  " 

.. . . .  . , 
i .  

' John F - please review spreadsheet to ensure it reflects your instructions. . $  ': : , 
. . I  

< ' :  I 

Gus -please make  sure lhat Stores contact is aware of credit they will be receiving. 

33 

?y 2004 Surgeshleld Stores Fee - 1-SO! 
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Jose Mlranda 

Here is the gas bad debt resewe adjuslrnent back-up, Call me with any questions. 

7 Jose Miranda 
%‘ Florida Power & Light 
9 CusfomerService-Finacial& Business Plannlng 
0 Offlce:(581) 691-7441 

Pager:(305) 719-0790 
[Z. Fax: (561) 691-7611 

Dennis Brandt To: Jose Miranda/CWPL@FPL 
cc: James Ci GIIUCSIFPL@FPL 0”05’20a5 0206 Subject: Re: Gas Bad Debt Reserve AdJustment Proposal 

n 
2’5 Thanks 

.. 27 JoseMiranda 

I agiee with the methodology end results. 

Jose Miranda To: Dennis Brandt/CS/FPL@FPL 
01’05’2005 11:29 AM cc: 

Subject: Gas Bad Debt Reserve Adjustment PDpoSat 

2004.aplZ.bad debt resewe allwance.gas-tin 

73 ThankYou. 



PE 

RCA: #05-28541 Undosktled 
TYE: 12/31105 

FLQRIDA POYER C LIGHT mWP"X 

O K - D L ~ ~ ~ D  QUERY =PORT 

- POSTED -- ACCRUAL -- SCHEDULED INFORMTIOH - 
b D ~ T E  JVI PACEI SRC STATUS DATE CIC REWSE S T ~ R T  mre STOP DATE FRCWLNCI . 

(HOT SCREDULm) 

---- APPROVAL I N ~ O W A T I O N  -I- *-- E H I E R E O M S T  CEMGED IN.WLMTIOK c--- - E X C E P i I M  APPROVAL IHFORHhTXffl --- 
LOC SECT DhTE TIHE ?E-WI 
0078 0000 

9 DATE T I N E  PERSON DATE TIHE PERSffl  
2004-12-15 11.17 TOX RUTHIG 

, . I  . .  : 

-ACCOUNT- 

TFR BILL STHT REV SURCSRL 
TFR SILL STH? REV CURGSRL 456.022 00000 000 COD? 000.0000 *** 1 0 0 . 0 0  HOOP 

BATCH TOTAL: 



. . . .  . 

I , ... . . .  
.. , ' 8  . .  

i 
, .  

.. .i , 



' 

_. . . .  , .  . 

Marfa V Besada 

IZ14l04 1138 AM RuthiglCSiFPL@FPL 

To: Joshua Bass/CS/FPL@FPL 
cc: John LehrKS$PL@FPL, Pam D McClainlCSIFPL@FPL Tom 

Subject: Re: Billing Totals - please read - action required@ 

,i 

This Is revenue for bill statement advertising. 

low; revenue accrual for bill statement advertising: It will reverse 

Thanks, 

Man'a 
Joshua Bass 

Joshua Bass To: MariaV BesadalCS/FPL@FPL 

12'14/04 AM Subject: Re: Billing Totals 
cc: Pam D McClaInlCSlWLQFPL, John LehrlCS/FPL@FPL 

Maria, 

Listed below is a summary of the remaining billing adon  Items for 2004. 

Accrual for December 

1'11 bring Pam documentation. 

(John - please update the statement schedule spreadshael with thls bllling information) 

-- Forwarded by Joshua BasslCSIFPL on 12/1412004 11:03 AM - 
Mlchsal Olafson To: Joshua BasslCSIFPLaFPL 

12/'4'2004 AM Subject: Re: Bllilng Totals@ 
cc: 

-;f 

7 7  JoshuaEass To: Michael OlafsenlCS/FPL@FPL 



Name: B SESSION .... ..--" -__.---. , 

- JOURNALVOUCHER ENTRY - 12/15/04 11:11:40 

/ u  ----_.- 

[I *----- 

It -L---- 
I3 ----_.- 

IV - - - - - - '  

LAST CHANGED: 2004-12-15-1 1.1 1.40 
NEXT TRAN: - 

23 Date: 12/15/4 Time: 11:17:03 AM 
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FPL 
ScMccConncdRocerr 
RCA: b’OS28Y1 Undoskcted 
TM: 1y31/OS 
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Page: 1 Document Name: un t i t l ed  

c! J9 E P  
t -  

FLORIDA POWER bc LIGHT COMPANY 
GENERAL LEDGER MONTHLY TRANSACTIONS 

MONTH OF 12 / 2004 

A- 
FINAL 

MORE DATA AVAILABLE BEGIN BALANCE/ 
DESCRIPTION SC ACCOUNT NET CHANGE ENDING BALANCE 

_ _ _ _ _ _ _ _ _ - _ _ _ _ _ _ _ _ _ _  _ _  _ _ _ _ _ _ _  _ _ _ _ _ _ _ _ _ _ _ _ - r - - - - - - -  . . . . . . . . . . . . . . . . . . . . . .  
RETAIL GAS SALES 

IJV 144200 

TOTAL POINT ACCOUNT 144200 

NEXT ACCOUNT : 144500 
NEXT MONTH : 1 2  NEXT YEm : 2004 

**** NEXT TRANSACTION **** GLR 

, '  
I 

:.: . . .  : . '  1 ;  . .. :. . ,, . .  . , . I  
, .  



2 
0 

I I I I I  

3 
1 . A 

3 I I I I I I  



S e M c e  CoMcclPracesr 

TYE: 1~A1/05 
.. - RCA: #05-28541 Undockcted 

. .  . -  

,.a '12 FINAL FLORIDA POWER & LIGHT COMPANY 

E .  ;g GENERAL LEDGER MONTHLY TRANSACTIONS 

BEGIN BALANCE/ 
ENDING BALANCE 

0 MONTH OF 12 / 2004 

NET CHANGE 

..$ 

,... . I  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  _ _  _ _ _ _ _ _ _  _______i_________^___( - - - - - - ' - - - - - - - - - - - - - - - -  

AVAILABLE 6 d ' 
::& ...,. ' DESCRIPTION SC ACCOUNT 

A/R-FPLS-NE MKTS 
CV 146905 
JV 146905 
PR 146905 

TOTAL POINT ACCOUNT 146905 * 

NEXT ACCOUNT : 146906 
NEXT MONTH : 12 NEXT YEAk : 2004 

**** NEXT TRANSACTION **** GLR 
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.s_, 

' ..: . _ .  
, .  

REEWRI: 5T35-101-121905 

LcDQx DAm: 200412 
Ilm: 
" T I  
PAY P W O D :  
mCB: . 

- 2004l2 
- - 

1 0 0 4 1 2  0009 36000 000232 25 000 0000 23060 500 SO3 
100412 0009 76000 000231 26 000 W O O  89455 500 BO3 
200412 0009 36000 o o o m  25 ooa 0000 03455 500 a03 

fCI. KsLT 146.905 _. 
..*+*- ~ m m .  

I 

... ..._ 

1 '  

. .  ............. y _  ..,..., -:.. . .  . . .  .,.::.:,: . . .  . . . . . . . . . . .  ....... . . .  
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RCA #05-28551 Undockcted 
TYE: 12131/05 
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... Q. 
1) Provide the a naiysis that shows the a llocation of costs, overheads a nd adders for the time 
spent transferring the call to connect services from the call center. 

2) Provide printouts of web pages for web site if a customer asks to connect new service. 

3) Provide support that this connection Is not transferred to FPLES. 

1) See attached analysis as requested. 

2) See attached requested web pages. Note that the printouts of the web pages provided 
illustrates a customer who is connecting service and is required to pay a deposit. 
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3) This question was withdawn by Gabby Leon on 12/15/05. 

4) This question was answered in the 12/8/05 meeting. 

5)  This question was answered in the 12/8/05 meeting. 

. .  
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Stepl- Log into FPL.com 

User ID: 

I I  1 
Password: 
-i 
I I 

m g - i n  ] 
ReaistrationIEBsS 

If you think this is 
expensive, Imagine 
filling up a power plant 

yg electric bills f o r 7 m  

Things you can do 
C -. Tips and tools t o  help you keep bills down. 

t- w n t i a l  On CaU I awsiness On CaU : Quick way t o  lower your bill. 

C FPL rinas in the ho lidav season ties for sa vingS and safety . .  

Eilliiiy & Payment 

FPI F - w .  It saves . 
you time and money ! 

. .  

FPL Pav 0- Make 
payments anytime 

bill is always paid, always 
on time. 



Step 2- From t he  home page select the Access Mv Account tab and 
click on Open or reopen an account 

t Account Information 
Current balance I last oavment - / charaes 

C Order Services 

b s f e r  accpLLLlt t o  new a d d e m e n  or reopen an a c m  

1 t Update Information 
.. =%ill- 

Our slnliae services realstraG 
lets you log in just once durt 
your online session and ther, 
have easy access to  all of y: 
account information. Your ! 
transactions are.protecled b! 
secure encryption technolo$ 



Step 3- Once you click on Open or reopen an account this will take you 
to the content page to read about all the info you will need to connect 
service. 
(continue to next slide for the rest of the page) 

Colnm,rw,, Care 
Loarr,,wI Cew,ter the Information below, then submit your request online. 
About Us 
I......-+..- Deposit requirements 

Moving to a new residence and need service opened or reopened in your name? 

For frequently asked questions and answers about - residential deposits, . .  here 
business deposits, slick herQ. 

Requests for weekends and holidays 

Requests for weekends and holidays will be scheduled for the next business day. 

Open or  reopen an account 
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Please select the zip code for your new address. 
*Required fields 

Street " a i e l  

~Istreet 

Zip Cad.: 

I El (33156 a Y 

AptlSultsNnll I: CIW 
I Minml 

Exemples: C2.5 8.  A-15. Front 

Address .titerad: 17725SWBE S T C a l Z S  I 

Step 6 - Once logged in you will be directed to the Open Electric 
Account application. You will be required to enter your new address in 
the fields below and click continue when completed. 



Step 7 - The next page will prompt the user to enter their previous 
account information or select the name format if they have never had 
service with FPL before. 
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Step 9 - The next step is to enter your Open Account information and 
click continue. 

Please complete the follomng information. 

'Required fields 

start Dnt.:'FiEl112/22/2005I 
Click icon to select start dale 

For Ihe safety of our employees, will you have a 

Don in 11ieYard7'INo' 

lfwe haw an existing customer at the new addrsss. we may need to verify when 
Isaving. Can you provide their first and/or last name? 

Lad Name: Flmt Name: 
Exlstitig Customer: fernmdo l[vaga I 

they ars 



Step I O  - The next page is the Review Page for the customer to verify 
the information they have entered (next slide will show you the rest of 
the page) 

Home I En Espaiiol I FAQ 1 

1 review the information you entered to  ensure it is conecl. and - click Submil lo complete your requesl. 

Then, we wll display a confirmalion page for'you Io prlnt for your records. 

Start Dah: I2-22-2ocL5 

Sanrisa Address: 7725 SW WTH ST#A125 

Uty: M W l  
I Zip Code: 33156 ' 

Account Name: JOHN D COlJRSEN 

Maillen Addre..: 
7725 SW88TH ST#A125 
MIAMI. FL33156 

Eniall Address: ANABELLE-WDEL~S@FPLCOM 

Deposit Required: C1zO.W 
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Step I I - The thank you page summarizes the customers order and 
advises them of their deposit requirements (continue to next slide for 
the rest of the page). 
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