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‘calls are never transferred to FPLES because when obtarnlng the new servrc;e

CONFIDENTIAL  CONFIDENTIAL

AUDIT FINDING NO. 1

SUMMARY The script given to FPLES representatives who offer products and services
to FPL customers does not require the representative to say that they work for FPLES.
When calls were observed by Public Service Commission staff the representative did
say that she worked for FPLES. A]though the script does not require the representative
to state what company | he or she works for, the Key Eléments section of the tralnrng
manual says “Always advise customers and partners your name and company” as a
critical element. : ,

The way the-question is phrased when providing the confirmation number and offering
services insures that the customer has to answer yes to the question if they want their
confirmation number. The confirmation number should be provided before they ask the

customer if it is alright for them to offer other services.

STATEMENT OF FACT: Part of the FPLES representative training is related to
handling the connect service busmess calls WhICh are the transfer of certain customers
needing new service from FPL to FPLES After the collection of lnformatron by the FPL
representative for the new service connection, the FPL representative then puts the
customer on hold to wait for the conﬂrmatron number and transfers the call to FPLES.
The manual calls for the FPLES representatrve to greet the customer as follows “Good
mornmg/afternoon Mr./Mrs. =~ “mynameis ' and I will be provrdlng you with
your confirmation number as well as offenng some services to’ help you with your
move, ls that ok?: Thank you Let me know when you are ready to write down your
new number “Your confirmation 'umb or | ' which is also’ your bill account
number Usmg this number lnes and requests Wl“ ensure a qurck

connectron lnformatron itis determmed that the caller does not meet the screening |
criteria.. The screening criteria is-whether the caller is the actual customer, whether they
speak Enghsh or Spanish, if they have questrons that require referral to another
department, or when the caller does not have time when the FPL representative teHs
them when that they will be transferred.

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

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

| ?CONF!DENT!AL

h‘“f, O e
4 “(sé A‘rrzm

. )
rPDC—CU?“W’ﬂQQfﬁ%} P



STATEMENT OF FACT:

AUDIT FINDING NO. 2

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. .

- a  These programs are for Utility
‘Guard insurance, Power Surge insurance and Surge Shield Protection. Utility Guard is
insurance for protectlon of water lines and electric lines and it's offered to the customers
when the call is transferred to the FPLES. répresentative. 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 are installed on the meter and are monitored by FPLES.

When offering the Utility Guard Plan the representative says that .the services are
offered by FPLES. The billing inserts included in the electric bills shows that the Power
Surge insurance and the Surge Shield Protection pIan are being offered by FPLES, an

affiliate of FPL. \D& -‘\P\

Customers may not be aware thﬁ@ non- regulated company. Having FPL in
the name may-imply to the cust 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 treatmentasa
consequence of conducting business with the affiliates. ~ A utility many not promote or
advertise its affiliate’s relatlonshlp 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 i is not regulated by the Commission.”

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

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 companles was never approved.

' STATEMENT OF FACT: Accordrng 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. Thé 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 permrssron then
none of the customer information used by FPLES to confirm electrlc service is retarned

in the FPLES database system.”

FPL has conSIstently throughout the years applied for confldentlallty 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 inforrmation is also retained in -
the database system

FPL’s Privacy Polrcy 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 todosobya

N governmental agency havrng Junsdrctron orbya court of competent;unsdrctlon or-other
operation of law.”

Commission Rule 25-7.072, 2 ('b1) 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, prevrously non-public lnformatron about a customer wrthout that customer s prior

authorization.”
~ This is a rule for gas service, but it appears reasonable that FPL shoutd not disclose

any customer information to any affiliate.

5 p>



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 was never approved by the Commission. Although this rule was never approved,
. the concept may be relevant to this issue. ltem 9(C).(1) 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 impgct the general ledger.

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

~—

SUMMARY: The FPL call care representative obtains personal information needed to
establish electric service from the customer before the call is transferred to FPLES.
Some of this information such as: name, address and phone number is used by
FPLES.  In addition, certain information obtained by FPL qualifies the customer for the
transferto FPLES. No time is allocated to FPLES for obtaining this information.

Wper call which is the estimate of the. tlme from when the FPL
representative transfers the call to FPLES and waits for.a response from the FPLES
representative. The FPL representative then tells the FPLES representatlve the

customer’'s name.

B%)oq\)_()\ NBaech N

1t From the o,bse‘rvation 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

/3 depending on the type of call._Only  of this time was charged to FPLES.
/Y Some of the information obtained by FPLis a beneflt fo FPLES

/S STATEMENT OF FACT: FPL’s representative obtains customer information such as:
/¢, name, social security number, telephone contact, whether the person calling is the

(? owner or the renter, current power status, closing date, billing address, email address,
/¥ deposit information and verification of information. The computer does a credit check
9 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 the time it takes to gather this information is not charged to
2Z 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
2y FPL’s analyS|s of cost for call center representatlves and managers
25 costs F PL‘ 'See detail attached Based on three month's data from 2004 there

z(, are an average of -call transferred to FPLES each month.

2; [EFFECT ON THE GENERAL LEDGER: Thls finding does not affect the general
2Y ledger.

Z2j EFFECT ON THE FILING: There is no filing related to this audit.
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SUMMARY OF CALLS AND TIMES

1)

2)

3)

4)

5)

8)

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 catl

NEW SERVICE CALL ‘ '
This call lasted 3 minutes and 18 seconds. The customer’s billing statement was

sentto the customer’s address.

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 toan FPLES representatrve because the caller was not

the customer.

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 thrs
added time on to the call. .

NEW SERVICE CALL

This call lasted 5 minutes and 21 seconds. During the request for riew 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 transferrrng her to get her cont” rmation

number.

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

NEW SERVICE CALL

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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/ CALCULATION OF THE COST PER@ESECONDS

2 N

3 3600 -

20 $50,736
2l X-
22

& -

2

2 16

ZL—
»

2% X
29 §91,16

5

# 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 r"‘nonth per call Q@&?\D%NK\M»

Queuing factor for time lost for calls going through queue
Percen~t of time with queuing factor per call

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

'Non-eXempt full time equivalent (Percent of time per call adjusted
for queuing factor and productive time)
Representative’s salary and overhead ‘

Full time eguivalent time
Cost pe"“ﬁ#econds for the representative

Full time equivalent .

Span of Control (Supervnsor 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 is representative @) superviso G
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CONFIDENTIAL

{  AUDIT FINDING NO.5

2 SUMMARY: FPLES revenues for.ﬁgelated to the connect service business are

2 GHE® :d the related expenses arc e

Y EFFECT ON THE GENERAL LEDGER: This finding does not affect the general
§ ledger. o ‘

o EFFECT ON THE FILING: There is no filing related to this audit.
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CONFIDENTIAL

| AUDIT FINDING NO. 1

SUMMARY: The script given to FPLES representatives who offer products and services
to FPL customers does not require the representative to say that they work for FPLES.
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 representatlve
to state what company he or she works for, the Key Elements section of the tralnlng
manual says “Always advise oustomers and partners your name and company” as a
critical element

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

STATEMENT OF FACT: Part of the LES representatlve tramlng levrelated to

meet the’ screenlng .
ctual customer, whether they
referral to another : '

%2 EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not
7Y impact the general ledger.

7S EFFECT ON FILING IF FINDING IS ACCEPTED: ThlS audit does not have a filing.

CONFIDENTIA-
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AUDIT FINDING NO. 2

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

STATEMENT OF FACT: & .
- I | '’ These programs are for Utility
Guard insurance, Power Surge insurance and Surge Shield Protection. Utility Guard is
insurance for protectlon of water lines and electric lines and it's offered to the customers
9  when the call is transferred to the FPLES representatlve 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 protectlon for the customer’s electronics and appliances. It
/2 . reimburses the customer for repair or replacement for covered losses, up to the

,y enter through the customer’s home’s electric lines or other vulnerable points of entry.
/s Surge protectors are installed on the meter and are monitored by FPLES.

(6 When offering the Utlllty Guard Plan the representatlve says that the services are

7 offered by FPLES. The billing inserts included in the electric bills shows that the Power
4 Surge insurance and the Surge Shield Protection plan are being offered by FPLES, an
/9 affiliate of FPL. ,

KO Customers may not be aware that FPLES is a non-regulated company. Having FPL in
2 the name may imply to the customer that 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
"2y stated that “A utility shall not give the appearance that the utility speaks on behalf of its
25 affiliates or visa versa or.that the customer will receive preferential treatment as a

2, consequence of conducting business with the affiliates. A utility many not promote or
27 advertise its affiliate’s relationship with the utility nor allow the utility’s logo or name to
2% be used by the affiliate in all forms of media unless it is accompanied by a clear written
29 or audio disclaimer that states that the affiliate is not the same company as the utility
3p and is not regulated by the Commission.”

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

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

- © CONFIDENTIAL

,3 maximum of their policy. Surge Shield Protection protects the appliances before surges
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AUDIT FINDING NO. 3

SUMMARY: The customer’s 6onﬂdéntial 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 tall 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 (b1) 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.

y



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 was never approved by the Commission. Although this rule was never approved,

- the concept may be relevant to 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.”

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

j AFECT ON FILING IS ACCEPTED: This audit does not have a filing.
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SUMMARY: The FPL call care representative obtains personal information needed to
establish electric service from the customer before the call is transferred to FPLES.
Some of this information such as: name, address and phone number is used by
FPLES. In addition, certain information obtained by FPL qualifies the customerfor the
transfer to FPLES. No time is allocated to FPLES for obtaining this information.:

per call which is the estimate of the time from when the FPL
representative transfers the call to FPLES and waits for a response from the FPLES .
representative. The FPL representative then tells the FPLES representative the

customer’s name.

/¢ From the observation of new service calls it was determined that to gather customer's
/Z2  information takes from 3 minutes and 18 seconds to 7 minutes-and 44 seconds

/ depending on the type of call. Only. . seconds of this time was charged-to FPLES.

/

& Some of the information obtained by FPL is a benefit to FPLES.

/5~ STATEMENT OF FACT: FPL's representative obtains customer information such as:
/-"(o name, social security number, telephone contact, whether the person calling is the

; owner or the renter, current power status, closing date, billing address, email address,
¢y 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

20 minutes and 18 seconds to 7 minutes and 44 seconds: (See attached summary of calls
observed). The cost for'the time it takes to gather this information is not charged to

2z 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

FPL's analysis of cost for call center representatives and managers every
) See detail attached. Based on three month’s data from 2004 there

- call transferred to FPLES each month.

are an average

2;/( EFFECT ON THE GENERAL LEDGER This finding does not affect the general
Z ledger.

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

1)

2)

3)

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 sentto a dn‘ferent address. This added time on to the call.

NEW SERVICE CALL
This call lasted 3 minutes and 18 seconds. The customer’s billing statement was

sentto the customer’s address.

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)

5)

7)

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.

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 ccnﬁrmatlon
number.

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

NEW SERVICE CALL ‘

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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# 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 |
e (NEDENTR

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 agent’s productive time

Non-exempt full time equivalent (Percent of time per call adjusted
for queuing factor and productive time)
Representative's salary and overhead

Fulltime e qlvalent time
Cost peri”

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

31/' The total cost per.seconds is - representative..supervisor=-
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AUDIT FINDING NO. 5

/SUMMARY: FPLES revenues for{illf related to the connect service business are

WD - ¢ the related expenses are (D

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.
- GONFIDENTIA

11

CONFIDENTIAL



= | | el

Servi N
B e nsd M. C
TYE: 12/31/05 .,

g&/a /O 6

32

' — . Ny Morin, S
] — T

I |

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 1

Page 1 of 1

Set up a. meeting to discuss:
1) 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 mesting:
1) Which affiliates (all FPL affillates) received customer information.
2) How the confidentiality of such information is maintained by FPL and the
affiliates (all FPL affiliates). :

Meeting logistics:

Date: Thursday, December 8th
Time: 1:00 PM to 2:00 PM
Location: GO room 5123

1) Only FPLES. (This is a follow-up response from the 12/8/05 mesting)

43




FPL
Service Connect Process

RCA: #05-285-4-1  Undocketed
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RCA: #05-285-41  Undocketed

TYE: 12531/05 ~ ML
Title: U&CLQ/) {WM ) 227/ Oé

COMPANY: FPL

CTITLE: . MEETING RELATED TO THE FPL SERVICE CONNECT PROCESS

CLARIFICATION OF COST ALLOCATION RATE
PERIOD: 2004 AND 2005 . .
AUDITOR: GABRIELA LEON UN%\
FPLES has its own 1-800 .
Calls that come to FPL related to FPLES can be tracked.
calls times the ééconds = FTE (MANPOWER=FULLY LOADED RATE)

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

i of waiting for the FPLES rep. After a”w'ait, if the call is not
picked up by FPLES then the call is routed back to FPL,

$91,163 = AVERAGE SALARY OF A MANAGER

$50,736= AVERAGE SALARY OF REPRESENTATIVE

total seconds for the group times the FTE (full time equivalent)
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N Florida Power & Light Company

i Docket No., Undocketed

FPLES Service Connect Process Audit
Audit Reéquest No. 9

: Page1of1
" .
| Q |
i Please arrange for me to observe one of the FPLES- representaﬂves that answer the transfer calls
l - at thelr workstation.
Lo A, - ’
Date: December 28, 2005
. Time: ' 2:00t0.3;00 PM °

Location: - LFO Building

Security Access: Will be arranged for Gabby Leon and lliana Pledra

Cell Phone Contact: Maria Besada 305-775-8865

Meeting Location: ~  Maria Besada will meet you in the LFO lobby and direct you to the:

: ’ call center location
LFO Address: . 4200 West Flagler
LFO Map: -
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AUDIT FlNDiNG NO. 3

SUMMARY The customer's confidential 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 mformatuon 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 comparnies and affiliates. The proposed rule for electric
companies w;as 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 confi nnatnon number is provided. The customer is then asked for their
permlssmn pnor to offerlng 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

: |nfonnat|on 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 lnformatlon is also retained in
the database system. :

Florida Power and nght s Privacy Policy on their 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

"bya governmental agency having jurisdiction, or by a court of competent jurisdiction or
other operatlon of law.”

Commissnon Rule 25-7.072, 2 (b1) which is the Code of Conduct for gas service, states
that the company “will hot disclose, or cause to be disclosed, to any marketer, broker or
agent prewously non-public information about a customer without that customer’s prior

authorization.”



This is a mlé for gas service, but it appears reasonable that FPL should not disclose
any customer information to any affiliate or any other vendor for which they. sell
serwces

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

. the concept may be relevant to this issue. ltem 9(C) (1) states: “Utilities may not
release any proprietary customer information to any aﬁ' llate without the prior written
consent of the customer.”

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

EFFECT ON’ FILING IS ACCEPTED: This audit does not have a fi Ilng

ja T4 p,‘_
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%:t:’r::pany. gSrl;xmary of FPL care representative training l;% flggxz/f)?-1 C?;dwkmd ' |

- onfinalizing New Service Orders . Y
Date: 3-Jan-06 :rma:_Eﬁ)w /KMVL?
_Auditor; Gabriela Leon

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 questions/inquiries or requests
related to FPL business

Examples:

Connect Outdoor Lighting
On call )

Transfer to Premise Risk

Then select: .

Transfer to other deparment and the representative
provides the confirmation 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 FP| care representative
gives the customer its confirmation number

Is not transferred for any otherreason

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

Then select:

Other ,

Type reason for not transferring and

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

Center product offer, and

For tracking purposes, allows you to select the reason you may

not be transferring a qualified dustomer to a Sales Center Specialist

VAPORS fransfer scf'ipt

Mr./Mrs. 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.

Conuclogion: Sov (i @.u‘hfm #£3 m u&f.as'—/,
3
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Company: Florida Power and Light : \\t?
Title: Notes from thé FPLES training manual 9
Period: 2004 :
Date: 5-Jan-06

Audxtor Gabriela Leon

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

N oW N~

%  Call Process Flows

g 1 Customer calls FPL to connect or transfer service
o 2 . Callis routed to a Service Orders Representative
5 ,Z 3 Service Order entered in FPL's system
4
/% ‘'system pre-qualifies customers for Products and Services
4 5 Qualified customers are transferred to Sales Specialist
w- 6 Sales Specialist provides confirmation number and
‘b +  offers Products and Services :
7 7 Process order and/or transfer customer to partner

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

QBT

23 Onthe Key Elements Summary
24 under Critical Elements it says " always advise customer and partners your name and company”

rig however, the script does not mention that the employee has to include who he/she works for.

Z(, Askwhat does it mean "NEVER CLEAR THE SCREEN IF YOU SPOKE TO-THE CUSTOMER"
2> 1did see in the observation that the screen was erased, but don't remember if she erased herself

2y or if after the call the screen is erased automatically.

S8 o,



= B0 |V e v
?

Service Connect Process | U
RCA: #05-2854-1  Undocketed }1/ (
TYE: 12/31/05 }U

e lPLES ~log Y

»
T

\ 1
I~

(&}
o

Florida Power & Light Company
. Docket No. Undocketed,
FPLES Service Connect Process Audit
Audit Request No. 4
Pagelofl

Q.

Provide a copy of the script used by FPLES to offer services to customers.

A. .
Aftached are the scripts used by FPLES to offer Connect Serwces to customers. The scripts are
numbered to provide a general idea of the flow of product offerings durmg the call.

scripts are used at the end of the call, after the other Connect Servxces have already
been offered to the customer.
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Service Connect Process

RCA: #05-2854-1  Undocketed
TYE: 12/31/05

e FPLES ~ g+ Y

Greeting Script

Connect Transfer:

"Good morning/afternoon Mr./Mrs. , My name'is and | will be providing you
with your confirmation number as well as offering some services to help you with your "
move. Is that OK?” s ;

“Thank you. Let me know when you are ready to write down your new number. Your
confirmation number is’ which s also your bill account number. Using. this
number for future inquiries and requests will ensure a quicker response '

e
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CONFIDENTIA

K
" “Mr, / Mrs. ( ) are you curréhdy subscribed/receivl_

your local newspaper?"

& t to welcome you to the area, FPL Energy Services and
e offering you a 3 month sabseription at nearly 50% off which is only

( ) week.

“I can schedule your delivery to begin on ( } (start date), Will you be in the
residence to receive the paper? :

“Also, during that time mu‘ contaetyon at (____) (Phone
number) to verify your delivery satisfaction with the paper.”

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

“Great, we can also include the previous Snnd;iy’s paper so you ¢an immediately
take advantage of the TV Book and coupons; Is that ok?

Confirmation Statement: %

“Mr. / Mrs. , to confirm/ recap/ summarize your newspaper order,

¢ A3 month subscription for ﬂ_wﬂl begin on

€ ) (start date).

¢ You have agi:eed to have t- subscription charge appear on the
FPL bill correct?

¢ The introductory rate for the first 3 months will be at nearly 50% off only
(3 per month) Including tax and delivery. After the first 3 months you still
qualify for a special 33% discount for the following 3 months which will
be (3 per month) before it converts to the reguiar rate. OK?
¢ Ifyou do not wish to renew your subscriptio u must call t
customer service center

CONFIDENTIA-
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CONFIDENTIAL

' q ' L
G

G
g l‘ _ g “Mr. / Mrs. ( ) are you currently subscribed/receiving _your
» I {ocal newspaper"" _ &
1" v :: i ‘L"Great to welcome you to the area, FPL Energy Services 2—21‘& offering
x5 you a 26 week subscription at 50% off which is only $1.68 a week. .
L b “ ¢an schedule your delivery to begin on ( ) (start date). Will you be in the
7 residence to receive the paper?
Qf v,
¥ “Also, during that time the May contactyouwat(____J}
? (Phone number) to verify your delivery and satisfaction with the paper.”
/0 "Is this the telephone number where you can be reached at your new home?”
/ “(reat, we can alse inclnde the previous Sunday’s paper so you can fmmediately
Z take advantage of the TV Book and coupons; Is that ok?
/3 (f no type NSVA. If yes, type YSVA in the remarks)
% Confirmation Statement:
=3 “Mr, / Mrs. , to confirm/ recap/ summarize your newspaper. order,
/o * A 26 week subscription for ¢!l begin on ( )
i (Start date). £
¥ s Youwill receive a bill in the mail from the (__or the
(9 total amount of { J

NFDBTA,
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o X ]

' y > “Mr. / Mrs. ( ) are you currently subscribed/receiving thie (__~
L | your local newspaper?" L .
: b “Great to welcome you to the area, FPL, Energy Services and the (____E—)

% are offering you an 8 week subscription at $0% off whichisonly (_—_)a
weeK,
¥y “T can schedule your delivery to begin on { } (stétrt date), will you be in the
4 residence to receive the paper?
, , {0 “Also, during that time the (___” may contact you at { } (Phone
§ * number) to verify your delivery and satisfaction with the paper.” ,
! 1z "Is this the telephone number where you can be reached at your new home?”
£
3 Confirmation Statement:
1y

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

 An § week subscription for the L~ will begin on

3

S () (startdate).
C a7 o Vouwill receive a bill in the mail from the (___ NN fo- t
: /5 total amount of ( ).
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CONFIDENTIAL

- —
Lo 2 “Mr, / Mrs. ( ) are you currently subscribed/receiving t“l your
! - 3 ‘local newspaper?” I
,' r = L4 “Great to welcome you ta the area, FPL Energy Services and t“s
. . 5 sending you a 4 week complimentary subseription.
' 4 % “I can schedule your delivery to begin on ( ) (start date). Wil you be in the
i residence to receive the paper?
x 3‘ “Also, during that time may contact you at ( } (Phone number)
g0l to verify your delivery, satisfaction, and to see if you would like to continue after the 4
. /D weeks.
e !
/" “Is this the telephone number where you can be reached at your new home?”
/2 Confirmation Statement:
‘ 3 "Mr. / Mrs. , to confirmy/ recap/ summarize your newspaper order, P
3 [/Z,. e A 4 week compliimentary subseription to ¢/ NP ) will e

begin on (Start date). j
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CONFIDENTIAL

! ———
22 . _
3 Mr. f Mrs, () are you currently subscribed/receiving th-om' . :
o local newspaper?*' : :
N “ “Great to welcome you to the area, FPL Energy Services and tt-s
ST 5 offering you 4 weeks which is only ( ) a week. S . P F
! t 6 “I ¢can schedule your delivery to begin on ( ) (start date). Will you be in the .
i 7 residence to receive the paper? :
4 “Also, during that time mm:a_y contact yom at {____) (Phone number) to
L .9 verify your delivery and s on wiin the paper.” _ ;
. (o) . “Is this the telephone number where you ¢an be reached at your new home?”
! }: B L '
- /" Confirmation Statement:
/2 "Mr., / Mrs. . to confirm/ recap/ summarize your newspaper order, :
13 e A4 week subseription to th-s ( ) will begin on
Y (Start date). S
i 4 5 s Youwill receive a bill in the mail from th-_for the total amount
e of ( )
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“Mr. } Mrs. ( ) are you currenﬂy subscrlbedlrecexmg the (Newspaper Name)
your local newspaper?"

“Great to welcome you to the area, FPL Energy Services and (N ewspaper Name) is
offering you 3 mounths for the price of 22 33% savmgs which is only { ) a week,

“I can schedule your delivery to begin on { ) (start date). Will you be in the
residence to receive the paper?

“Also, during that time the (Newspaper Name) may contact you at ( )} (Phone
number) to verify your delivery and satisfaction with the paper.” .

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

Confirmation Statement;

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

¢ A3 month subscription for the prite of 2 will begin on { ) (start
date).
e You will reccive a bill in the mail from the (Newspaper Name) for the total

amount of { )

e
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CONFIDENTIAL ;
O

“Mr. / Mrs. ( } are you currently subscribed/receiving th__your

local newspaper?”
“Great to welcome you to the area, FPL Energy Services an*ﬁs offering
you an-11 week subscription at 40% off which is only 52.89 a2 weeK.™

“I can schedule your delivery to begin on ( ) (start date). Will you be in the
residence to recelve the paper? .

A

KA SN

“Also, during that time the (__-may contact yon at ( ) (Phone
number) to verify your delivery and satisfaction with the paper.”

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

We can also include the previous Sunday’s paper so you can immediately take
advantage of the TV Book and coupons; Is that ok?
(If no, type INS in the remarks)

Counfirmation Statement:

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

+ An 11 week subseription for N NMRY <\ begin on {____)
(start date), '

¢ You will receive a bill in the mail from the L_;__—for_ the

total amount of $31.80.
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CONFIDENTIAL

Verify: *Own '
*Single family home / Town home / Trailer home / Duplex

/
2
3
4 Mr, Ms. , FPL Energy Services is offcrin_, which is a program that
- ‘ L 5 prevents surges from entering your home and damaging your major appliances, providing you
S ol and your family with the peace of mind that the things you depend on every day are protected
-7 from costly surge-related damage.
4 We can nstall a heavy duty device at your meter which will prévent surges from-damaging

¥ your major appliances such as your airconditioner, water heater, refrigerator, stove, and

/0 washer/dryer and so on. This does not cover electronic devices. This preventative service is

4 ONLY $8.95 (.30/day) plus tax per month which can be conveniently added to your FPL bill.

R YA Florida is the lightning capital of the US, and we know it causes millions of dollars in losses
. /3 every year. For example, lighting causes aver 40% of the damage to air conditioners.

/Y 1 can have a contractor install this device within the next 15-20 days, are you interested in

5 signing up for this service? G ONF\DEN“N—

Confirmation Statement:

) f?
oy ¢ Thank you for choosing FPL Energy Servicm?ar your home.
For quality control purposes, the remainder of the call will be recorded.
- ot 7 ¢ Mention customer name and address
. . 20 ¢ You are purchasingmor $8.95 plus tax per month which will
P v 2 be included in your y ill is that correct?
‘ 2z ¢ Please note that the first bill amount will be prorated for actual days of use. Those
23 whao do not make the billing cycle for the first month will see a greater billed amount
2f the following month, ‘
23 ¢ This meter unit alone cannct fully protect the entire home as surges can enter
2é through the phone, cable aud data lines. If you are interested in point-of-use
27 protection for your electronics, you can visit FPL.COM —or cal
23/ - for assistance. T—
?’Z ¢ Is your meter accessible? .
; / © IfYes: A contractor will be at your home within 15 to 20 days to Install your
32, system. 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.

A%
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o If No: A contractor will contact yon 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.

G~

e Please be aware that there will be & 10-15 minute loss of power while the meter unit
is being instajled. :

e After installation, there will be two red lights on the side of the metef device,
ensuring the unit is working properly. Qur meter readers will be monitoring the

lights on a monthly basis. Should yon notice either of the lights out during the
month, please _o report the problem.

We appreciate the opportunity to serve you. For r questions, just visit us on-line at
w_ww_.t_‘p_li:_o_- or feel free to call us 3

= exgNt e

QXme
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; A Verify: Own
P 3 ** Single family home / Town home/ Trailer home / Duplex:
E ,' o ** Are the electric lines and water lines in currently good working order?
e o 5 Mr, /M. FPL Energy Services is offering a Service Plan for home owners called
! b Wh repairs or replaces your fnside electric lines, as well as your inside and
7 outsiqe water lines in the event they become damaged due to normal wear and tear. This
4 plan is only $8.99 a month, which is conveniently included in your FPL bill. And best of all,
3 there is mo deductible, and you will have 24-hour assistance, 365 days a year. AllIneed to
, (o process your enrollment today is to verify some information, okay? :
g N (! Confirmation Statement:
uy
L A o Mr, / Murs. ( } today’s date ( ) and with your permission the next few
- 43 moments will be tape recarded to confirm your enrollment and ensure the correct
A £ information. Okay? ' '

/5" at I have your permission to record I’d like to confirm your.enrollmeut in
1h ;, This program provides services that will help pay the ¢est to repair or
. replace

x4 inside electric lines and your inside and outside water lines in the even
24 there is a problem with them due to normal wear and tear. :
/! (9 * The monthly cost of thls program is $8,99.a month and with your permisslon the
: z0 monthly fee will be included in your next FPL b d every 30 days there after
‘ Z} unless you cancel. You may cancel by callin g . Is that OKAY?
22 » Today’s date is ( )
z3 o I show your name as ( ) NY\DEN.‘\P\\—
Ay « And you own the single family-home at ( } 60 ]
o 25 e And your lines are in good working order?
26 -m’ ays up to $500 per calendar year for the repalr or replacement
27 of the inside electric lin ays up to $3000 per occurrence
Y an ys up to $1000 per occurrence for repair or
29 replacetiént o
f_ - go o Your coverage begins in 30 days and you will receive your service agreement in
’ , / about two weeks. Tt will explain all of the benefits of the program in detail. As with
} . 32 all services there are some exclusions and limitations,

;..
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; + Some of these exclusfons are.
! 3 1. Replacément of switches and receptacles in colors ether than white or beige. :
" , p 2. Adding new switches or outlets i
S { 3. Solar systems and components; and electronic or computerized systems i
S > management controllers, i
,' , & 4. Replacement of obsolete or unavailable materials, or cost for nonstandard
: : g ’ materials,
70 5, Cosmetic defects
i 6. Loss (leaks) prior to enroliment
7
. i
CJZ, 1. Loss (leaks) occurring prior to enrollment
4 ¢ . Movement of the meter or water piping at the time of repalr or replacement,
/ unless required by local water code or deemed necessary by the administrator. _
/5" 3. Water meter including connection or extensions. .
e 4. Movement of working pipes and/or lines due to recommendations by the water
4 Z/ company.
/ 5. Removal of items or debris necessary to access the water line, g
9 6. Updating non-leaking plpes to meet code, law or ordinance requirements.
0 Please rev1ew the servi reement for the compiete list of exclusions and you’ve made a
Z! nd administered b
zZZ If you have any questions

Thank you.

95‘?\5
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“Mr. / Mrs. ( ) 10 save
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additional phone call allow me one moment while I
is way they may assist you setting up your eable

'y

SR

LT T L




. m VAT (e
?&:os-zss*mmm U 511 ( ' ’{}’\ ) { :

i —_— TYE: 120105 /w/n! l

B TlLlc:FPI_FS ~U’§\V’%L{ "/ e 7

CONFIDENTIAL
| |
- — ’

: Z “Mr. / Mrs. ( ) to save you an addition: low me one moment while I
: : 3 transfer you and your information directly N this way they may assist you
o Y setting up your local and long distance services, QK7
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! . AUDIT HINDING NO. 1 (/57% g b
A SUMMARY: The script given to F PL Energy Services (FPLES) representatrves who
3 offer products and services to FPL customers does not require the representative to say
q that they work for FPLES. When calls were observed by I{DSC staff the representative
Z did say that she worked for Florida Power and Light Energy Services (FPLES).

Although the script does not require the representative toistate what company he or she
; A Key Elements sectlon of the tralnrng manual says “Always advise

clistomers and partners your name and company” as a cntlcal element.

§

$ The way the guestion is phrased when providing the conf’rmatron number and offering

0 services insures that the customer has to answer yes to the question if they want their

o confirmation humber, which they need. The confirmation humber should be provided
1z before they ask the customer if it is alright for them to offer other services.

157 N s which are the transfer call for certain customers
" LES.  If the customer is pre- -qualified for other |
ther questrons the FPL representatrve takes the -

resentatlve to greet the customer as

L my name is' : andlwrll be

25 unt nimber. : Using. | ,__requests will ensure a’

3 ~ EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED This finding does not
30 impact the general ledger

‘ 3/ _EFFECT ON FILING IF FlNDING 1S ACCEPTED This audlt does not have a filing.
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Florida Power & Light Company
Docket No. Undocketed

. FPLES Service Connect Process Audit
Audit Request No. 3
Page1of1l

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.

A,

1) General services that FPL provides FPLES include a ccounting, 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 services. These services are primarily billed to
FPLES through the Affiliated Management Fee (AMF).

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

.

Specific Services FPL provides FPLES | Basis for charge
1. Bill mailing and payment processing Actual use — direct charge: fully loaded rate
2. Product line item billing Actual use —~ direct charge: fully loaded rate
v3. Call handling Actual use ~ direct charge: fully loaded rate
4. Credit checks lActual use ~ direct chargs: fully loaded rate
* 5. Field Operations management IActual use ~ direct charge: fully loaded rate
6. Information management ‘ "|Actual use ~ direct charge: fully loaded rate
7. Legal IActual use ~ direct charge: fully loaded rate
. 8. Marketing ctual use - direct charge: fully loaded rate
«19, . Product development [Actual use — direct charge: fully loaded rate
10. _ Office space, furniture and equipment _|Actual use — direct charge: fully loaded rate:
11. Long distance telephone ' IActuai use — direct charge; actual cost
12.  Materials and supplies ctual use - direct charge: cost plus FPL
Stores loading '

2) FPL directly charges FPLES for speciﬁé services and any related- expenses ‘incurred. FPL
payroll charges, for both ‘direct charges arid 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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i Florida Power & Light Company
: ‘\ Docket No. Undocketed
QQ“?\D ‘ FPLES Service Connect Process Audit

Audit Request No. 6
Pagelofl

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

2) Which companies does FPLES offer to connect to by area?
3) What commission does FPLES get fc;r the connection?

4) Does FPLES offer its own gas service?

5) Does FPLES offer other gas company services?

1) See altached 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 avallable In attachment in response to question #10.

INTERRITY AUSINESS FORMS, INC.

Phone: (B4T) 695-2826  FXk ($47) 8984608 Emal: inlegbus Gaoloom




FBL . 44 &~

Service Connest Process R J
RCA: #052854-1  Undocketed . :

TYE: 12/31/05 — / /s ¢
- oL S — '9([6(UP

23 ~94 oL 6\\'\49-”\\-—

fy

GFC":GN
>

wa« Qi r,nm \namAL

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 8

Pagelofl

1) Describe how FPLES Connect Services signs up customers for other services as 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 thé FPLES Representative training material submitted in response to qué_stion #6,

2) See the FPLES Representative training-material submitted in response to question #5.

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.

6) See response to question #6 related to the fevcelved by FPLES.

QQ\\?\\)@“\
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Q

' please provide a copy.

2) Has the conipany updated this study?

A,

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 12

Pagelofl .

1) The answer provided in Document Record Request #5 was based on a study/studies, if so,

1) 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.

CONpRENTIAL

i3

INTEGRITY BUSINESS FORMS. INC.  Phone: {34T1 5582626 Fuc [B471638-1608  Emal: iniecbus @ sol.com

Il
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\. ., Florida Power & Light Company
Dacket No. Undocketed

FPLES Service Connect Process Audijt

Audit Request No. 11
Page lof1l

What commission does FPL receive for the connection to FPLES?

FPL does not receive a commission for the connection to FPLES. Rather, FPL it reimbursed for

the costs and overheads, plus paid certain adders, as addressed in question #5.

It should be noted that FPLES provides customers their electric service connect confirmation
number at no charge to FPL, This confirmation number Is the customer's FPL billing account
number. if a customer calls FPL, It Is easier to fransact business with FPL using their bilting

account number and FPL's automated volce rasponse system.

o4
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Florida Power & Light Company

! Dacket No. Undocketed
z FPLES Service Connect Process Audit
2 Audit Request No. 14
¢ ‘Pagelofl
<
6 Q.
7 .
1} Are the only calls transferred to FPLES for new service?
7 2) How many calls are transferred ina year?
7 3) Provide the number of calls for the years 2003 and 2004.
0
o
{2
{3
. :
3) See response to #2 for the specific amounts for the years requested.
I I

33
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Florida Power & Light Company
Docket No. Undocketed
FPLES Service Connect Process Audit

Audit Request No. 16
Pagelofl

Does the cusfomer information get entered into the FPLES database system?

Al

32
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Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 19

Page 1 of1

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?

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 niext call. Once the outcome code is selécted, 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 Systerm. 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 iserased from the screen.

3) No.

—I‘D
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PERIOD:
DATE: FEBRUARY 16, 2008

AUDITOR: ~ GABRIELA LEON
Per Maria Besada's explanation of the Bellsouth FTEs

NON-EXEMPT

B Total Number of Calis related to Bellsouth (u3-t PD

'1‘ME§.'SECONDS f YD)
‘ DIVIDED BY 3600 = econds times 60 minutes(total seconds per hour)

' 45386

.- 'TIMES QUEING FACTOR OF (i}
—tlmes .

‘ IVIDED BY THE ADJUSTMENT FOR THE AGENT'S PRODUCTIVE TIME

“ NON EXEMPT FTE

FOR EXEMPT FTE

‘G 5vioso BY @ FOR THE SPAN OF CONTROL

WHICH MEANS FOR EVERY.REPRESENTAT[VES THERE
1S ONE SUPERVISOR.
‘ £ pempFTE

Coruc\osiow: b
b

e © cost %Uv K on &7 /tz%%o EILES.
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SUMMARY: The Florida Power and Lightcall care representative obtains personal
ll s transferred to FPLES '

information from the customer before the

B Uve.) :
From the observation of new service calls it was determined that to gather customer’s
information takes from 3 minut 118 seconds to 7 minutes and ds
depending on the type of call.: N C
Some of the l'rnform,ation obtain

STATEMENT OF FACT: FPL's fepreSentatiVe'-obtafns customer ihformatjon such as:

name, social :Security number, telephone contact, whether the person calling is the
owner or the rentef, current power status, closing date, billing address, emait address,

deposit inforr;nation and verification of information. The computer does a‘credit check
based on this information. The time if takes to process each call is ranges from 3

" minutes and 18 seconds to 7 minutes and 44 seconds. (See attached sumimary of calls

observed). - The cost for the time it takes to gather this information is not charged to

FPLES. FPLES is not only benefiting from the transfer call but also from obtaining this

information without having to spend additional time to obtain it o ir own. ;Ba n
» st for:call E8nter repr tatives an( '

;( i ) Y AN e
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.

' QQNF\DENT\F\¥
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'SUMMARY oF CALLS AND TIMES

.

2

N

3)

4

© 9)

6)

7)

| i —

. fee
| L. #05-2854]  Undocketed
.
i

~TYE: 1253105

! Titles,
1

NEW SERVICE CALL
This call lasted 4 minutes and 2& seconds from the time the customer called up

to the txme the FPL representative transferred the call and spoke to the FPLES

' representatrve

Dunng the request for new service the customer requested the brilmg statement
be sent fo a different address. This added time.on to the call,

NEW SERVICE CALL

“This call lasted 3 minutes and 18 seconds. The customer‘s billing statement was

sent to the customer's address

NEW SERVICE CALL :

This caﬂ lasted 5 minutes and 16 seconds The call was'made by a friend of the
FPL customer The FPL represéntative gave the confirmation number and the
call was not transferred to an FPLES representative because the caller was not

the chtomer

NEW SERV]CE 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 thrs

added time on to the call.

l
NEW SERVICE CALL

"This céll lasted 5 minutes and 21 seconds. Durlng the request for new service

the customer asKed for the billing staternent 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

NEW SERVICE CALL
This call lasted 4 minutes and 51 seconds. The customer seemed confused

between the confirmation number and the account number.

NEW SERVICE CALL
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.
l

)
'
|
'
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CALCULATIPN OF THE COST PER @ SECONDS

, # 1f seconds charged fo FPLES per call
s 60 seconds tlmes 60 minutes (3600) total seconds in one hour

3600 "
m - Percent of trme per call in one hour

' Percentof trme per hour per call
) Total hours rn a month - i

| Percent of tlme per month per cal! ’

Queurng factor for tlme Iost for calls gomg through queue

Percent of tlme wrth queumg factor per call

Percent of trme wrth queuing factor per call
. Adjustment for agent s productlve trme

Non-exempt full tlme equrvalent (Percent of tlme per call adjusted
: for queurng factor and productlve tlme)

Representative’s ’salarya'nd o\)erhead

“Full tlme equrvalent trme

Full trme eq valent for Superv'

Supervrsor s salary and overhead

Cost per Supervrsor

The total cost per@l seconds is (R representatrve- supervisor=(EY

CONFIDENTIAL

- 10
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{ AUDiTFINDiINGNO.S T .

EFFECT ON
fedger.

[ RIS SIIVEN]

'EFFECT ON

- ’..,.rer.@gramz.are

THE GENERAL LEDGER: This ﬁnding-doeé not affect the general

‘THE FILING: There s no filing related to this audit.
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AUDIT FINDING NO. 2 ol

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 iqht Energy Services offers several
programs eitber through the transfer omﬂs or through billing inserts. These
programs are for Utility Guard insurancs, rge insurance and Shield Protection.
Utility Guard is Insuranca for protection of water lines and-electric lines and it's offered
to the customers when the call is transferred to the FPLES representative. Also, FPLES
Includes billing inserts for Power Surge and Shield Protection in FPL's utility bills.
Power Surge is an insurance to provide protection for the custorner's electronics and
appliances. [t reimburses the customer for repair or replacement for covered losses, up
to the maximum of their policy. Shield Protection profects the appilances 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.

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 bills shows

that the Powégr Surge insurance_and the ShigeﬂProtection plan are being offered by FPL
Energy Services, au~ oﬁd\:&t,_ OB FPL.

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 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 [F FINDING |S ACCEPTED: This finding does not
impact the general ledger.

EFFECT ON FILING [F FINDING IS ACCEPTED: This audit does not have a filing.
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If‘lorida Power & Light Company
Docket No, Undocketed

?\Q FPLES Service Connect Process Audit
@% Audit Request No. 15

Pagelofl

Please set 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 was billed by FPL to' FPLES for the calls transferred to
FPLES Connect Senjvices. The April entry is for the billing related to March’s call activity.

calls'ate then distributed across the FPLES products‘ ‘Schedule B shows the breakdown of the
total March call volume across the various FPLES products, . N

I,

The product specific call count is multiplied by  to determme the workload assoc[ated
with handiing these calls, This workioad amotint is converted to hon-exempt full time equnva!ents E
(FTE) Usirg a formula provided by the FPL Care Centar. This formula accounts for the workload:
associated wnth handling these calls over a one month period taking into account a queuing { factor’
(system de ay nme) and a call handling fact:rgo:ig% at apph to all call types.

ne as an example onfs le C, elated calls (reference -
 B) resultina non-exempt FTEo e.non—exempt FTE is Used to determine
ipt FTE supervisioh based oria 1 to 16 span of control: The resulting Exempt FTE is

e FTE amounts are then multiplied by one twelfth of the corresponding fully loaded rates .
provided in the analysis submxtted In response to question #5.




RERORT ; 0x43—0b1'|—o4o4za rE

COMPANY z 01

'
LEDGER I} ——— POSTED ~——
DATE Jvi PAGE} |SRC STATUS DATE cyc

200404 31 0068 {65000 COMPLETED
'

DATE

. . 3
=~ RPPRQVAI IN!‘ORMI\'&ION e

i

DATE

: SON-

7
REMARKS: TO BBC:D]}D I‘O?--SYSTBM CHARGES FOR MARCH 2004
- )

.

— .
Dl s
—
A CDEF § t T
i | -account-

SEL D/C WO en! cup sEc/u Loc AMOQUNT EAC
*He> D 02030 $99 000 3400 007D 4.00 790
t4e> 04475 092 000 0000 0042 -, 00— 790
4*4> D 03120899 000 0000 .0013 9,00 790
4% oAns«ggé 000°0000 0042 7.00~ 790
44> © 01413 (96 000 0500 0044 /f}z.oo— 190
[*#*%> D 03499 Y99 000 0000 72,00 790
j***> C 04475 4H2 000.0000 40.00- 790
S*%> ¢ 01413, 0H0 pOD 0500,

A%a> D 00OTE, .9-3-‘ 000..3400

**4> D 00070 094 000 3400

“%<> D 01070 .§99 000 3400

“*e> D 000747033 000 3400

“¥%> D 00076 (99 000 3400

kek> D D106D 095 000 3400 0078 .

A*e> € 04401 432 000 0000 0326 - 143,00~ 603
A%4> C 04401 93 000 0000 0326 2,257.00- 802
t*4>C 04401 goz 000 D000 0326 407.00- 811
*e+> c 03099 ¢31 000 0000 0010 236.00- 760
44> 00295 @93 000 3700 0010 2,178.00- 876
s> D 00068 099, 000 3400 0078 194
s4e> p 00072 g99 000 3400 0078 794
J+++> o 0008z g5y 000 3400 0078 194
E *%4> D 00065 0|99 000 3400 0078 y 794
‘44> ¢ 01012 030, 000 0300 0042 3,861.45- 790
> ¢ 04475 0.92 000 Q000 Q042 2,158.65- 630
4> D 01055 D99 00D 3400 ©0O7B A263.20 794

) \,gﬂ

l
i

FLORIDA POWER &k LIGHT COMPANY

ON-DEMAND QUERY REPORT

ACCRUAL  ———mm SCHEDULED INFORMATION ———
REVERSE START DATE STOP DATE. FREQUENCY
YES

———--— ENTERED/LAST CHANGED INFORMATION —
TIME PERSON
004-04-28 15.52 MERCEDES -LEON

—

J

K

LOC DESCRIRTION
SYSTEM CHGS
SYSTEH CHGS
SYSTEM CHGS
SYSTEM CHGS
SYSTEM CHGS
SYSTEM CHGS
SYSTEM CHGS
"SYSTEM CHGS
CARE CENTER
CENTER
CENTER
CENTER
CENTER
CENTER
CENTER
CENTER
CENTER

CHECK PROCESS
CHECK FROCESS
CHECK PROCESS
CHECK- PROCESS
CHECK PROCESS
CHECK PROCESS
CHECK PROCESS
CHECK PROCESS
CHARGES
CHARGES
CHARGES
CHARGES
CHARGES
CHARGES
CHARGES
CHARGES
CHARGES

CARE CENTER CHARGES

CARE CENTER CHRRGES
PAYMENT POMER

" PAYMENT POWER

UTILITY GUARD

SYSTEM CHARGES

SYSTEM CHARGES -

CARE
CARE
CARE

SYSTEM CHARGES
SYSTEM CHARGES

{NOT SCHEDULED}

1OC SECT DATE
0009 0046

PAGE 002

——= EXCEPTION APPROVAl, INFORMATION ———
TIME PERSON

LmN OPRA S Ty

——-~~NOTE: THIS IS A PSEUDO TRANSLATION.

e~ BUCS  TRANSLATION ~om—— e’ 2
GL ACCT WO  ER 10C . PL ACCT EAC PERCNT TYPE |
146.906 00000 000 0078 000.0000 *** 100.00 NOOP 3y
903.000 00000 000 0042 000.0000 *** 100.00 OPER 4%
146.906 00000 000 0013 00C.0000 **+ 100.00 NCOE (b
903.000- 00000 DOD D042 000.0000 +4+ 100.00 OPER 7
921.100 000D0 000 0044 000.0000 #** 100.00 OPER %
146,610 00000 000 0999 000.0000 *** 100.00 NOOP (4
503.000 00000 000 D042 000.0000 *4% 100.00 OPER
921,100 00600 000 0044 000.00D0 *** 100.00 OFER ﬂ)
1467906 00000 000 078 uow
146,906 60000 UNG UUTE 000.0000 *+* 100.00 NOOF /23
146.906 00000 000 0078 000.0000 +*+ 100,00 NOOEV/,7:
146.906 00000 000 0078 000.0000 *** 100,00 NOpP\/i}
146.906 00000 00D 0078 000.0000 *** 100.00 Noorv 2%a
146,906 00000 00O 0078 000.0000 *** 100,00 NOOE v/47

ML%;;%W{W N FTO
903,150 00000 000 0.0000 *** 100.00 OPER 2

903.150 00000°000 0326 00D.0000 *#+ 100.00 OPER

926,122 00000. 000 0010 Q00.0000-$#4_300.00 OPE ;
922.120_00000 000 0010 000.0000 *** 100.00 OPER 9

ko

A,

g o € G Perrow

4%, 906 00000 BOD 0078 00U, 0U0D »%% 100,00 NOOP

146.906 00000 000 0078 00D.0000 *** 100.00 NOOP

146.906 00000 000 0078 G00.0000 *** 100.D0 NOOE™ 7

146.906 00000 000 0078 ©00.00G0 *** 100.00 NOOF

903,000 00000 000 0042 000,0000 *** 94.00 OPER ?

903,300 00000 000 0042 000.0000 ***  6.00 OPER -

903.000 00000 000 G042 000.0000 *** 100.00 OPER %

146,306 00000 000 0G78- 000.0000 *** 100.00 NOOP

. 4o
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CONFDENTIALCOVFOENTIAL)

nt (PMD) Locn 00TE

Care Center Hlanpover Charye Bach

FPL 6C N-Bxempt ETE| Work Order Charged *

a4 0070-99-000-340-076

028 0070-3-000-340-078

032 0070-99-000-340-078
0070-89-000-340-078
0070-99-000-340.078
0G70-99-000-340-078
0070-99-000-340075 ., .
0070-99-000-340-078
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T 3

SOUTHERN SERVICE ORDERS

NON-PAYROLL . $

10,918

DIRECT COSTS
EAC
SERVICE ORDER PAYROLL $ 1,426,368 802
TAXES & INSURANCE 8.64% $ 123,198
PAYROLL & FRINGE BENEFITS $ 1,549,562
CONTRACTOR PAYMENTS $ -

780

SERVICE ORDERS - 2000

PER EMPLOYEE

CUST svCs
BUDGET

§ 21,835

s

$ 168

I&1

1,895

A&G

JOTAL
$ 21838

§ 1895

TOTAL DIRECT COSTS $

INDIRECT COSTS

*"MANAGER 2868% §

"OPERATIONS SUPERVISOR 6.62% §
*ADMINISTRATIVE &

GENERAL PAYROLL 14.08% §

**TAXES & INSURANCE 8.64% §
"ADMINISTRATIVE &
GENERAL EXPENSES 26.66% _§

TOTAL INDIRECT COSTS 3

TOTALCOSTS

# OF CALLS

COST PER CALL-DIRECT 5
COST PER CALL-INDIRECT $

TOTAL COST PER CALL s
AVERAGE LENGTH OF CALL 230 SECONDS

COST PER SECOND-SERVICE ORDERS §
COST PER SECOND-INFRASTRUCTURE $

TOTAL COST PER SECOND $

TOTAL FTE COST $ 50,738

"APPLIED TO PAYROLL
"APPLIED TO A & G PAYROLL
TAPPLIED TO PAYROLL & CONTRACTOR

42,170

94,483

0.0077
0.0032

0.0109

TOTAL COST PER MINUTE $ 08528
—
#OF FTES - SOUTHERN SERVICE ORDERS ¢ s
FTE COST - DIRECT § 23988
FTE COST - INDIRECT _§__ 11305
FTE COST - SERVICE ORDERS s 35303
FTE - TELECOMMUNICATIONS EXPENSE $ 3,858
FTE COST - INFRASTRUCTURE s 11477

1,560,481
et

200,831

17,346
380,288

735,419
S 78119
$ 2,295,509
22280599
1,032,703

15114
0.7118

22228

T

811

803

803

$ 22103 §

1.895

41

83

$ 3,088

$_ 23998

“

849

$ 1453

$ 3,088

287 $ 287

$ 5,848 § 5848

$ 1382 § 401§ 8522 § 11305
$ 23488 § 2295 § 9,522 § 35303

$

11477 S

3,856
11477

$ 3956 $ - $ 11477 . § 15,433
RECAP

43% 802 $ 21935 § - $ - $§ 21835

3% 803 0§ 1382 § . § - 0§ 1382

0% 790 $ 168 & - $ - $ 168

8% 811 $ 3,858 § - $ - $ 3,856

54% SUBTOTAL § 27442 § . - § -5 27442
5% tai s - % 2205 § - § 2205

41% A&G $ - $ - § 20858 § 20,998

100% 5- 27442 § 2285 § 20,998

RECAP - SERVICE ORDERS

ADMA 42008407 A2




SERVICE ORDERS - 2000

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

CUST SVCS
BUDGET - &l A&G TOTAL

DIRECT COSTS

LEVEL 3 MID RANGE $ 50860 . 803- $ 50,960 $ 50,960

TAXES & INSURANCE 8.64% § 4,401 $ 4,401

$ 4401

NON PAYROLL $ 3,000 790 3 3,000 8 3,000

TOTAL DIRECT COSTS $ 58,361 $ 53960 $ 4401 § - $ 58,361

INDIRECT COSTS

*MANAGER 296% $ 1,507 803 $ 1,016 § 95 § 396 § 1,507
*OPERATION SUPERVISOR 6.62% § 3,376 803 $ 2188 § 216 § 983 $ 3,378

*ADMINISTRATIVE &

GENERAL PAYROLL 14.08% § 7,175 $ 7175 § 7,175

*ADMINISTRATIVE &
GENERAL EXPENSES 26.66% $ 13,587 $ 13,587 $ 13,587
“TAXES & INSURANCE 8.64% § 620 620 $ 620

CALL CENTER RE-ENGINEERING $ 2,185

$ 2,165 § 2,165

BUILDING COSTS

140 SQFT@ $ 1668 § 2335

$ 2335 § 2,335

OFFICE & WORK STATION v$ 2,035 . 3 2,038 § 2,038
TOTAL INDIRECT COSTS $ 32,802 3 3211 8 931 '$§ 28,653 §32802

TOTAL COSTS $ 91,163 $ 57.171 $ 5333 § 28559 §$91,163

*APPLIED TO LEVEL 3 MIDRANGE RECAP
**APPLIED TO A & G PAYROLL
59% 803 $ 54,171
3% 790 3 3,000

$54,171
- % 3000

[
RG]
t

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

8% T&l $ -

5,333 $ 5333
31% A&G § -

3
$ . .
- 5 28659 $28559
5333 $ 28659 .§ 01,1634 @

Al A Y 9
1]

100% TOTAL _§ 57,171

()| 'R
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REPORT: 0X43-001-040331

comenwy ; oi

LEDGER

OATE VI PAGEE SRC
200403 31

v i .
o ————— APEHQVAL INFORMATLION

DATE TIME PERSON

9

f
REMARKSY TO |

i
i

~ACCOUNT-

SEL D/C Wo ER CMP SEC/U
**4> D 02830 :099 000.3400 -
**4> ¢ 044754092 000 000
**4> D 03320{099, 000 0000
tosed> c 04475 (092 000 0000 -
S*44> C 014331090 00070500
***> D 03499099 000 0000
*+4> ¢ 044751092 000 0000

*¥4> C 01413090 000 0500 "
LAl i 000 3400
whas D 000 3400
**4&> D 01070099 000 3400
“x+> D 00074'099 000 3400
*+4> D 00076{099 000 3400
*%4% D 01060.099 Q00 3400
*%*> C 04401:092 000 0000
*+4> C 04401:092 000 0000
**4> C 04401 }a92 000 0000
*44> ¢ 030991091 000 0000
«+x> ¢ 002951092 000 3700
*4%> D 00068039 00O 3400
A4%> D 0pOTZ 099 000 3400
“%#> D 00082 :099 000 3400
***> B 00065 099 00O 3400
44> € 010129Q90 000 0300
S .
*4%> C 04475 092 000 0000
wae> D ‘ng9 000 3400

‘01055

i
1

|-

STATUS
] 07’4. ‘65000 COMPLETED

Loc
0078

0042

0013
0042

0044

0999
0042
0044

0078

0078
0078
0078
0078
0078
0326

-0326

0326
o010
0010
0078
0078
0078
0078
0042

0042
0078

——— POSTED
DATE

cYc

DATE

PAY
AMOPNT EARC LOC DESCRIPTION .
Z2.00 790 ‘SYSTEM -CHGS CHECK PROCESS
2, ~ 790 SYSTEM CHGS CHECK PROCESS'
.00 790, SYSTEM CHGS CHECK PROGESS
5.00- 790 SYSTEM CHGS CHECK PROCESS
23400~ T90 - SYSTEM CHGS CHECK PROCESS
3.00 790 SYSTEM CHGS CHECK PROCESS
30.00- 790 SYSTEM CHGS CHECK PROCESS
B3.00~ 630 SYSTEM CHGS CHECK PROCESS
79433 "y carRE CENTER CHARGES
. 79: CARE CENTER CHARGES
5,00 794 CARE CENTER. CHARGES
- 794 CARE CENTER CHARGES
52300792 CARE CENTER CHARGES
A —ows oo o
112.00~ 803 CARE CENTER CHARGES
1,765.00~ 802 CARE CENTER CHARGES
318.00~ 811 CARE CENTER CHARGES
185.00~ 760 CARE CENTER CHARGES
1,703.00~ B76 CARE CENTER THARGES
794 PAYMENT POWER
794 PAYMENT POWER
794 UTILITY GUARD
794 SYSTEM CHARGES
3,375.69- 190 SYSTEM CHARGES
1 6.97- 63(_) SYSTEM CHARGES
/269,21 794 SYSTEM CHARGES

ENTERED/LAST CHANGED INFORMATION
TIME PERSON
2004-03-31 15.36 MERCEDES LEON

FLORIDA POWER & LIGHT COMPANY

ON-DEMAND QUERY REPORT

ACCRUAL ———— SCHEDULED INFORMATION ———
REVERSE START DATE STOP DATE FREQUENCY
YES

4
REQORD FOR SYSTEM CHARGES FOR JANUARY 2004

(NOT SCHEDULED)

——-—-NOTE: THIS 15 A PSEUDO TRANSLATION--
BUCS TRANSLATION —

GL ACCT
146.906
903.000
146.906
903,000
521.100
146.610
903.000
921.100
146.906
146.906
146,906
146.906

146.906 -

146.90¢6

903.150°

903.150
903.150
926.122
922.120
146.906
146.906
146.906
146.906
903.000
303.300
903.000
146.906

PRGE 002

———— EXCEPTION APPROVAL INFORMATION —-—
TIME PERSON

10C SECT DATE
0009 0046

wo
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000
00000

00000~
00000

00000
00000

voo00

00000
@Qo00
00000
00000
00000
00000

ER

000
000
000
000
000
000
000
000
000
000
000
000
o0
000 -
0Qo
000
000
0po
000
000
000
000
600
000
000
ago
oo

1.0C

0078
0042
0013
0042
0044
0899
0042
0044
0078
0078
0078
0078
0078
0078

0326

0326
0326
0010
0010
0078
0078
0078
0078
V042
0042
0042
0078

PL ACCT
000.0000
000.0000
000.0000
000.0000
000.0000
000, 0000
000.0000
000.0000
000, 0000
000,0000
000.0000
000. 0000
000, 0000
000.0000
000.0000
000, 0000
000.0000
000.0000
000.0000
000. 0000
000.0000
000.0000
000. 0000
000. 0000
000.0000
000.0000
000.0000

EAC
Kk

LTty

PERCNT
100.00
100.00
100.00
100.00
100,00
100.00
100.00
106.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00
94.00
6.00
100.0¢
100.00

TYPE
NooP
OPER
Noop
OPER
OPER
RNOOP
OPER
OFER
NooP
NOoOP
KOOP,

"NOOP

NOop
HOOP
OPER
OPER
OPER
OPER
OFER
Roop
NOQP
Noop
NoOoP
QPER
OPER
OPER
Noop
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e S L

SEL D/C W0 ER €MP SEC/u Loc

i
i
i
i
|
~s
i

—ACCOUNT—

BATCH TOTAL:

FE

FLORIDA POWER & LIGHT COMPANY

ON-DEMAND QUERY REPORT

PAY

AMOUNT EAC LoC DESCRIFTION

9,488.66

TOTAL ENTRIES; 26

PAGE 003

T====-NOTE: THIS IS A PSEUDO TRANSLATION ———.
e BUCS, T ATION

GL ACCT WO ER 1OC PL ACCT EAC PERCNT TYPE

cON

TN




FE FLORIDA POHER & LIGHT COMPANY PAGE 002
ON-DEMAND QUERY REPORT
LE. R G e POSTED —-m ACCRUAL ~———~ SCHEDULED INFORMATION —-—-
DATE  JVi PPGEf SRC  STATUS DATE ore REVERSE START DATE STOP DATE EFREQUENCY
200403 31 0075 65000 COMPLETED YES (NOT SCHEDULED)
Xk
i .
!
eoee APRBPNKL INEFOMMATION —wromwm-=  ————— ENTERED/LAST CHANGED INFORMATION ~-———n ——-— EXCEPTION APPROVAL INFORMATION ——
DATE IME PERSON DATE TIME PERSON 10C SECT DATE TIME PERSON
o 55 8 2004-03-31 15.51 MERCEDES LEON 0009 0046
REMARKS R FOR| SYSTEM CHARGES FOR FEBRUARY2004
;
[

A5 CIDEFE 6 #

v J

. ~—~ACCOUNT— - PRY
SEL D/G" iER CMP SEC/U 1oC AMOUNT EAC LOC DESCRIBTION GL ACCT WO
**4> D 000 3400 0078 4.00 790 SYSTEM CHGS CHECK PROCESS 146.906 00000
weny ¢ 9573 000 0000 0042 * 4.00- 790 SYSTEM CHGS CHECK PROCESS 903.000 00000
+%4> p 031201099 000 0000 0013 //ﬁé.ou 790 SYSTEM CHGS CHECK PROCESS 146,906 00000
tary C 04475".092”000 Q000 OD{IZ . 6.00—~ 730 SYSTEM CHGS CHECK PRQCESS 903.000 00000
aas> c 014131090 000 0500 0044 +29,00- 790 SYSTEM CHGS CHECK PROCESS 921.100 00000
waw> [ 03499099 000 0000 .0999 _x1.00 7% SYSTEM CHGS CHECK PROCESS 146.610 00000
ey 7 000 0000, 0042 28.00- 790 SYSTEM CHGS CHECK PROCESS 903.000 00000
*44> ¢ 014131090 000 0500 0044 B2,00- 630 (f3 ., SYSTEM CHGS CHECK PROCESS 921.100 00000
as4> D 00OT5}099 000 3400 0078 Y lfﬁcann CENTER CHARGES 146.906 00000
s++> D 00070:099 000 3400° 0078 245.00 194 CARE CENTER CHARGES 146.906 00000
wx4> p 010701099 000 3400 0078 “§E;§ETUU‘—7vw~i:}::_cnnu CENTER CHARGES 146.906 00000
*ae> D 00OTA[099 000 3400. -0078 18.00__794 CARE CENTER CHARGES 146.906 00000
4sex D 0ODTE| 099 DOD 3400 00TE (J1.00__TYT Y~ CARE CENTER CHARGES 146.906 00000
“ns> D 01O6D[099 000 3400 0078 '13%;99__134—4-———cnns CENTER CHARGES 146.906 00000
wa%> ¢ 0440%§092 000 0000 0326 00~ 803 CARE CENTER CHARGES 903.150 00000
~+%> ¢ 04401l 092 000.0000 .0326 1,844.80- 802 CARE CENTER CHARGES 303,150 00000
wnhy C 04401] 092 000 0000 .0326 333,00~ 811 CARE. CENTER CHARGES 903.150 00000
#%4> ¢ 03099(091 000 0000 0010 '193.00~ 760 CARE CENTER CHARGES 926.122 00000
ssa> ¢ 002951092 000 3700 0010. 1,749.00~ 876 CARE CENTER CHARGES 922,120 00000
a%%> D 0006HI|099 000.3400 0078 794 PAYMENT POWER 146.906 00000
w4w> D 000721099 000 3400 0078 794 PAYMENT POWER 146.906 00000
a4%> p 000827099 000 3400 -0078 194 UTILITY GUARD 146.906 00000
ses> D 00065|099 000 3400° 0078 7060.61 794 SYSTEM CHARGES 146.906 00000
wad> 010121090 000 0300 0042 3,749.56~ 790 SYSTEM CHARGES 903.000 00000
.o ’ 903.300- 00000
sexy - 000,0000 0042 2,094722— §30 SYSTEM CHARGES 903,000 00000
wady p 010557099 000 3400 0078 59.20 794 SYSTEM CHARGES 146.206 00000
t
| .
= -l
. L}
.
i el T ey MR
r}‘& 5 11 i mn-&’t’i""ﬁr{ﬁ?‘ SAvH iE §ﬂ, S
i 2y 3 SRR RN Pabas

Lt M N OPQ

A sT7

~NOTE: THIS IS A PSEUDO TRANSLATION-

BUCS TRANSLATION —

ER

oco
000
Qoo
000
000
000
000
o000
000
000
000
000
000
0G0

000,

000
000
000
000
000
000
000
000
boo
000
008
000

r0C

0078
D042
0013
0042 .
0044
0999
0042
6044
0078
0078
0078
go78
0078
0078
0326
0326
0326
6010
0010
0078
0078
0078
0078
0042
0042
0042
0078

PL ACCT
000.0000
000.0000
060,0000
000.0000
000.0000
000.0000
000.0000
000.0000
000,0000
000.0000
000.0000
000.0000
000,0000
000.,0000
000.0000
000, 0000
000, 0000
000, 0000
000.0000
000.0000
000.0000
000.0000
000, 0000
000, 0000
000, 0000
000, 0000
000.0000

EAC
an
hkh
hkk
ok
E31L]
*hk
ki
hh

Y e

dhk
121
L1 1Y
Ahk
*hk
Hkk
Y
Y1
ok
“an
*hk
*kw
whk
hkk
33
ETTY
ok
1133

PERCNT
100.00 -

100.00
100.00
100,00
100.00
100,00
100.00
100.00
100,00
100.00
100,00
100.00
100.090
100.00
100.00
100.00
100.00
100.00
100.00
100.00
100.00Q
100,00
100.00
94.00
6.00
100.00

100.00

TYPE

[N

WINIOLNG)




PAGE 003

FLORIDA POWER & LIGHT COMPARY
ON-DEMAND QUERY REPORT

! @e—ee-NOTE: THIS I5 A PSEUDO TRANSLATION-
— BUCS TRANSLATION

~ACCOUNT- BAY —
SEL D/C WO , "‘ER CMP SEC/U 10C AMOUNT EAC LOC DESCRIPTION GL ACCT WO ER LOC PL ACCT EARC PERCNT TYPE
' .
' parcH TOTAL: 10,257.78  TOTAL ENTRIES: 26

P i




et TP o

LOADED SUPERVISCR
3) FOR SOUTHERN
NTER SERVICE

DIRECT COSTS

JEL3MIDRANGE (¥, w. . -

$

& WORK STATION

TOTAL INDIRECT COSTS

. TOTAL COSTS

oL 1ED TO LEVEL 3 MIDRANGE
LIED TO A & G PAYROLL

Pl RECAP SUPV - 88

asen s 4ot

S 32088

CUST SVCS
BUDGET

$ 50,960 50,960

3,000

$ 50,960

$ 4401

53,960

1,016

4 :$f>13;537
s 2185

i6.68" ", 2,335

2,185° § 2

2,335

2,038

$ 32802

28,659 § 32,802

§ 91,163 - 57,171

RECAP

59%- 803 54,471
3% 790 2,000

28653 91163

§54171,
$' 3,000

63% SUBTOTAL 57,171

6% T&! -
31% A&G -

$ 57,471

. ' §'5333
28,655 _§ 28,659

100% TOTAL 57,171

28659 § 91,163

. QB:-f 2
JDM12/14/200512:56 PM
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)
! SERVICE ORDERS - 2000
MPOSITE PAYROLL OVERHEAD RATE FOR OPERATIONS SUPERVISOR
COST PER EMPLOYEE

¢ AMOUNT TOALLOCATE .. - $1,453.01
. (04483/65) :

: § 69,000 % OF . CUSTSVCS (. . .o oo
¥ L e JOTAL =~ EAC’ 'BUDGET- "T&{ = "A&G
. § 1,426,366 , Co R e

ORPAYROLL * _§ - 175,000 $1,601,356 = ® st 65.05% 803, §'. 84516

14.98% 0.61%  9.16%
A :
S\ 492% .

‘ | B.64% 042%  641%
25,86% 115%  17.34%
; ; .
CT L (m)oaas t 2.04%

ey

% 6.62% 100.00% §$414.73 .

® _£3050" - q.ay. Level SHAOIANEE L
» [601,30¢ C Aohakkeans Supdtts
. | Bl i

$ e TR .,..__‘

| ® e . < Ly culilenicrery

; 1,004,266 TR porey

\

OPER SUPV - 89 " UDM12/14/200512:56 PM ?
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_SOUTHERN SERVICE ORDERS

DIRECT COSTS

INDIRECT COSTS

&

FR4A

QUTHERN SERVICE ORDERS *%

LIED TOPAYROLL & CONTRACTOR

2309 0O

et

q"'- : RECAP ~ SERVICE ORDERS

SERVICE ORDERS - 2000

. PEREMPLOYEE

CUST SvCs
BUDGET

s 2188

168"

A&G

IOTAL

s 21838

$ 1805

168

296% § 42470

22,103

$ 1,895

23,098

682% § 04,483

1408% § 200831

' (PB). 8&i% s 1

849
1,453

3,088

1,382

$

" 23488

s .

3,956

3,956
11,477

3,956

15,433

RE_CAP
‘4% 802 21,935
3% 803 1,382
0% . 790 168
8% 81y . 3,958

21,838
1,382
168
3,856

S4% SUBTOTAL § 27442

% Tal .
41% A&G -

2285 § -
- 8§ 209399

27,442

2,205
20,869

- 100%

'S 2295 § 20,998

U>e

" JDM12/141200512:55 PM
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SERVICE ORDERS - 2000

i/1,448.98° 144.99
" (42,521.78)

- (1:07459) -
» (37 75)

4400
483.95
2473

591.84
42,16
36.00

VEHICLE-OCCASNAL USE

$
$
$
'’y | 133661
‘s
ERICLE: CONTRACT s
$

INSURANCE LIABILITY/ s
: GPAY‘-NON BARG FIXD *

1§, 561,81743: 130645.8 59,822
EXEMPT,FIXED : L

7.536.46 2042

 500.00
h 572494

13525363, 60, 453.30
ss@h ,

SER ORDER ACT - 1988 JOM12H4/200512:56 PM
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| SERVICE ORDERS - 2000
ALLOCATE MANAGER/STAFF COST TO SERVICE ORDERS
ANNUAL MID-RANGE ' .. COST PER EMPLOYEE
EXEMPTLEVEL10, . ..'$. 90,500 Al

*  AMOUNT TG ACCOCATE ' § 64852

RODUCTION ANALYST - EXEMPTLEVEL 4~ § 53,500 o

I 42,7069
$ 32760 %OF. cusTsves
R TOTAL . "BUDGET .!Ta1  A&G

$ 176,760

| .7$8869,814 = D 159% 67.41% § 43743 ..

RATIVE & GENERAL PAYROLL = 14.08% 0.17% 5829
RN . 296%

0.19%  6.32%

2666% . 053% AT87% " $ 11655

$ 16.06

0.07%  2.48%

' @ '2.96%, 100.00% :

4103° §170.36

EMPLOYEES @ $2,165 PER EMPLOYEE"

BT T

@ 176,260 - 1.99%
¢369,2l¢

Qbf’&

MANAGER JDM12/14/200512:56 PM -




SERVICE ORDERS - 2000

INFRASTRUCTURE

CcosT SECOND

TELECOMMUNICATIONS EXPENSES (B). (T2) $2,128427

' $1,610,739® 0.0006

.COST PER FTE DETERMINED BY () ,

TELEPHONE EQUIPMENT (B)

BUILDING COST (&),
$1,485,340° §{pD.0006

cis 11 ®)

GALL CENTER RE-ENGINEERING (B).

.oooa'
, $ 107,125 $330.0004

@ $1,164,866 § 0.0004

TOTAL COSTPER COSTPER COST PER:

MINUTE

00488 § 3,856.18
6.0370 5 2,993.94 ﬁ
00215 5 164742
00841 3 276087

0.0267: §.2,165.18.

- OFFICE, CUBICLES, & WORK STATIO! s'( 124151 § 0.0004

@S 0.0032

@ s v e e e el

- 0.4930 $15,432.85"

“A SOUTHERN SERVICE ORDERS FTE - 65

B BOTH CARE CENTER FTE'S -

/ '{ INFRASTRUCTURE

.cmg\' “Nees

538 Em@ oyees

$/)

U -

JDM12/14/200512:56 PM
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"CELLULAR MON TEL EXP

"3TAL CALLS HANDLED - SOUTHERN & CENTRAL - 1999 (® 10,804,026

COST PER CALL | $  0.1970)

AVERAGE LENGTH OF CALL 242 SECONDS § 0.000

@Io ?oq,oafo

ok cen*ds
W \aag

> e

TELE COM EXP -1999 - JDM12/14/200512:56 PM

TEIRSR RIS
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SERVICE ORDERS - 2000

TELEPHONE EQUIPMENT
LEQ
AS OF 12/89 - CPR LOCATION 6081000221
LFO . * ACCOUNT 387.3
GROSS LESS: NET
PLANT RESERVE PLANT
$  sa432,581 $ (1,164,339) § 5268242
DEPREGIATION s 612,049
?ﬁéagaw INSURANCE
2326 PER $1000 X's 6432581 § 1,488
‘ REAL ‘PFi‘R‘OEERTY TAXES

‘ 123% . X $ 6432581 § 79,121

_RETURN ON INVESTMENT

12.04% X § 5,268,242 § 634,296

ANNUAL COST-LFO § 1,326,963

-AS OF 12/88 - CPR LOCATION 6042804380 W
NET. ™
PLANT :

GROSS . LESS:
PLf\NT RESERVE
$ 2,846,798 s (2.027649) § 819,149

DEPRECIATION. s 149472
PROPERTY INSURANCE
'$1000, X - § 2846798 § 683

'REAL PROPERTY TAXES

123% X § 2845798 § 35016
" RETURN ON INVESTMENT
‘\-‘,-.12.'04% X s 819,149 _§ 98,626

ANNUAL COST - CSE_$ 283,776

TOTAL TELEPHONE EQUIPMENT COST $_- 1.s1'd.739'

TOTAL GALLS HANDLED - SOUTHERN & CENTRAL- 1998 10,804,025
COST PER CALL 0.14509

AVERAGE LENGTH OF CALL 242 SEGONDS

COSTPER SECOND $ 0.0008 @

>~ &

* JDM12/14/200512:56 PM. % 4




SERVICE ORDERS - 2000 9’ /]

BUILDING COST

CUSTOMER CARE CENTER - LFO
SERVICE ORDER PORTION

f COST PER SQUARE FOOT $ 16.68 -
CUSTOMER CARE CENTER SQ FT 6,423
TOTAL BUILDING COST | P) $ 107,125

%W 1,032,703

COSTPERCALL $ ® 0.1037

- # OF CALLS

AVERAGE LENGTH OF CALL - 290 SECONDS

COST PER SECOND § 0.0004@

ot g cost_[0F, 135
£y Calls 1,032,703

CosT Qa cafl . 102

Y3 2
BUILDING COST JDM12/14/200512:56 PM
\a

S row L




| SERVICE ORDERS - 2000

_Cis 11

: _ACCOUNT 303 8!
10 YEAR AMORTIZATION

GROSS LESS: NET
PLANT RESERVE BLANT

$ 57,798,136 : $ 33,233,828 % 24,564,208

AMORTIZATION

57798136 X E 10.00% $ 5,779,814

REI'URN ON INVESTMENT

c$0 T o4gsdoos x 12.04% _S 2,957,531

ANNUAL COST - 8 | 8,737,344

|PER CALCULATIONS BY JOSE CASAS, CUSTOMER
P "CARE CENTERS'USE 17% OF CPU HOURS.®
TR cu "TQMER CARECENTERS - . 17% $ - 1,485,349
o /1> TOTAL'CALLS HANDLED SOUTHERN & GENTRAL - 1889 10,804,026
‘N COST PER CALL 0.1375 ©
AVERAGE LENGTH OF CALL 242 SECONDS 14gs, 34T o 13355
COST PER SECOND  $ 0.0006 ® s 4, 1t

CIS 11, - ER 4839 40 IS PART OF CPR 7081000220. THIS ER WENT IN SERVICE
ON 4194

B:ES‘ERV‘E CALCULATION HAS A LIFE OF 120 MONTHS (10 YEARS)

"$E'» 57,798,136 / 120 $ 481,651

1994 . 9 MONTHS .S 4,334,860
1995 12 MONTHS - $ 5,779,814
1996 12 MONTHS $ 5,779,814
1987 12 MONTHS $ 5,779,814
1998 12 MONTHS 3 5,779,814
$
$

1898 12 MONTHS 5,779,814

TOTAL RESERVE 33,233,928

GROSS PLANT TAKEN FROM CAPITALIZED SOFTWARE REPORT PREPARED
BY CARMEN VERDOOREN :

Y-

cIS 11 _ ' JDM12/14/200512:56. PM B ¢




COSTPERCALL ' $ = 0.1078
242 SECONDS

COST PER SECOND,

SERVICE ORDERS - 2000 S. )
'BUSINESS CASE 95 0302 - CALL CENTER SYSTEMS - ER 6710 - LOC 40
'IN'SERVICE 1/99 AMORTIZE OVER 5 YEARS- : .
'LESS o
GROSS COST - RESERVE NET COST. _
$ 4476812 $ . (2,238,406) $ 2,238,406
AMORTIZATION
X 20% = $ 895362
- RETURN ON INVESTMENT
0n) CX 12.04% = . USA 269504
/! ANNUAL coST @ "§ 1,164,866
. 17 “TOTALCALLS HANDLED - SOUTHERN & CENTRAL - 1999 g .1,o,sd4',o,?__e' '

$ . 0.0004

RE-ENGINEERING

Y3

JDM12/14/200512:56 PM
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! . SERVICE ORDERS - 2000 ; ,

‘GEQORGE REYES SHOWED KEN AND MYSELF
THESERV!CE ORQER AREA ON THE 3RD FLOOR

USE1/2 THE NORMAL RATE.

% SOUTHERN CARE CENTER

HNIT.‘ . TOTAL.
' AMOUNT

'$1,184.16 .3 7,105

‘78078 59208 § 46,182

WORK STATIONS . 83§ 853.79 § 70,864

$ 124151(%) ‘

#OF CALLS 1,032,703

TOTAL

COST PER CALL $  0.1202

AVERAGE LENGTH OF CALL 290 SECONDS

COSTPER SECOND $  0.0004

Y3~ 2~

OFFCUB &W S JDM12/14/200512:56 PM
%\V




1 SERVICE ORDERS -2000

BUDGETED PAYROLL e e EMPLOYEE HEADCOUNT
% AMOUNT ESTIMATED 2000 HEADCOUNT 11,118
. RETAIT 1909 HEADCOUNT . 10781 . . .
PAY-BARG VARIABLE | . § 8490157 ‘ : a ; .
G PAY-NON BARG FIXD : " § 88,708,877 334
$308,114,347 . e
$ 24,880,960 % INCREASE IN HEADCOUNT 3.10%
$ 4,113,087
$ ‘8,720,815
§ 88,941,423

.5, 2554251

s 543314

145%

s eg2e:2 § 3

. 145%

100%

ACCTAOB1S  ACCT 408120

3 STATE -
" PAYROLL BASE - 2000 s 7,000 . 1000
s 7,000 7,000

PAYROLL BASE - 1589

"w wen

; -
330% 316%

$  Gl4gBMEE0 § 14584350

s 621278 § 26,728

103.10% 103.10%
s 80531 g';,'s'y
s estamsy 5 651322181

@oom'

c.ose%

WORKERS COMPENSATION ® 1050%
FCA 7.484% -
FEDERAL UNEMPLOYMENT 0.008%
STATE UNEMPLOYMENT o.004%
TOTALTAXES & INSURANCE L8974 -——- .

, | Uy

Tar . JDM1ZH4R0051258 PY Q\fb




—

) t00245% OF s

STANDARD,CUBICLES AND OFFICES ARE ESTIMATED TO COST
"$5,5000., THIS INCLUDES THE WALLS, FURNITURE, AND
ELECTRICAL AND COMMUNICATION HOOK-UPS. .

NSTALLED COST s
7YEARLIFE

SERVICE ORDERS - 2000

LY/}

HE FOLLOWING IS BASED ON INFORMATION PROVIDED
5Y PROPERTY MANAGEMENT

5,500

2,750 $

'DEPRECIATION

OF . $ 5500 = § 78571

PERSONAL PROPERTY TAX

12% OF $ 5500 $  66.00

PROPERTY INSURANCE
5,500 = $ 135
RETURN ON INVESTMENT

$ 331.10-

12.04%  OF $ 2750 =

$1,184.16
WORK AREA

50% OF . $1,184.16 § 592.08

JDM12/14/200512:56 PM

U~z Q-\k\



SERVICE ORbERS -2000

3K e5% -,

2z, LLOWING COSTS FOR A SERVER, WORKSTATION, AND PRINTER
23] VIDED BY C A GARAVAGLIA OF IMO AND IS BASED ON
» CES QUOTED ON 7/30/88. - 3
UNIT }
PRICE S
$ 3208 g
$ 1,665 4
$ - 1,665 E:
§ 845 ;
s 183 _-:
§ 7458 70 CONNECTIONS § 107 g
8

10 USERS

ER' ET4050N $ 1353

SUBTOTAL $

SHIPPINGHANDLING '8

6.5% SALES TAX .

TFOTAL PRICE

'RESERVE

052

$

- 1,052

DEPRECIATION

3333%

OF 8 2104

= § 701.34

REAL PROPERTY TAX

stk 12% OF. § 2104 = § 2525
s 3 % éROPERTY INSURANCE

s{ 00245%. OF S 214 = 5 082
< RETURN ON INVESTMENT

| 1204% OF s 1,082 = $ 12668

TOTALANNUAL COST ~ _§ 85379

WS

: g~
$ 2104 :
L #
8
'LESS . NET ié
PLANT

U>" &

JIDM12/14/200512:56 PM g 4
\




< - INDIRECT EXPENSES
DEPRECIATION ;' :

INTANGIBLE PLANT AMORTIZATION
PROPERTY INSURANCE

PROPERTY TAXES

ROI - INTANGIBLES

28,068,724

- 82,118
3,076,058
16,894,619

8,944,065

CUSTOMER

- 2B59,763",

L R S

143,900

734,187

o 2,947 S

" 195568 §

1,137,313 .°%

88236 §

1,112,883 § 311,208 § 311,208 -,

210,951 $ 107,176
1235923 § 585389

1,828 § 4579 -

$ 251,076 .
$ 1319576

§ 114528

TOTAL - INDIRECT EXPENSES
DIREGT EXPENSES

89,716,639

160,038,834

2,969,764

- 13902102

481225 4,004,164

2 2 B e

2,899,847 7

3,455,879

110852 § 114,529
3,983,112 § 2,262494

©.5249,289 § 336.795

$. 5222258,

$ 1728897

TOTAL EXPENSES

A &G EXPENSE RATE (A)
A &G PAYROLL RATE (8)

ALTERNATE A & G EXPENSE

LINE BUSINESS UNIT PAYROLL RATE
CALL CENTER RE-ENGINEERING
A&G PAYROLL RATE

AL PAYROLL RATE

BUSINESS UNIT EXPENSE RAT
A& G EXPENSE RATE
TOTAL EXPENSE

240,765,473

126,998,118
196.66%

14.03%

27.59%

_41.63%

O U I
(PR P

4,361,866

. 3,489,884

124.99%

' 5.93%

741%

2,051,600 §: 6,888,457

L I
PO PO S R R R

$ 2663400 5 10,024,254

40.74%

0,686,837
65.61% -

12.68%

T B.32%
20.99%
‘ 2.68%

8.15%

20,8

19.25%

©48.39%

$

b
6,355,727 - § '9.232.401 $ 2,589,289

1

. 10,859,785 § 252,728

2%

18.25%

43.61%

$ 6,951,156,
$ 3742611
185.73%:

4.92%

9.43%
14.05%-
4.52%

8.45%

13.06%

0.13%

19.25%:

ST SR N S TWN T

~
~

-~
W

(T

i 1

e T L |\l
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' SERVICE ORDERS -2000

L2 Hlioie
. 37 . LocATION
Y Z" « LEJUENE FLAGLEROYFICE _ 4200 W FLAGLER ST, MIAMI
4 E:. 5 - ORIGINAL BUILDING AND EXCLUDES

C 3 E ' SYSTEMDISPATCH:

P ® ceRES
(% 6081400190 DEPRECIATION
e PROPERTY MANAGEMENT
r g . REAL PROPERTY TAX
oy PROPERTYINSURANCE

' ELECTRICITY:

RETURNON INVESTMENT

COSTPER .,
RENTABLE .
SQUARE FOOT

PROPERTY MGT WO 1408-91-018 TOTAL AMOUNT

RENTABLESQUARE : ET

-~ ACCOUNT# | . ELECTRICAL USAGE - KWH
8519 340 FPL ACT : COST PER KWH
85 19340 FPL ACT

=, 890,507,

5197,524"
417, 712.
117,767

COMMVUNICATION EQUIR ©
MJSC EQUIPMENT:

- TOTAL FACIITY IS'1
. 138,000 SQUARE FEET. (138,000/170,000= 82%). APPUED 82% TO PROPERTY TAXES AND PRO ERTY i
: MANAGEMENT OTHER COST CATEGORIES ARE BASED ON THE OCCGUPIED BUILDING. ’

k)
BUILDCDRIVE

\L?’ - ?1 ¥

JOM12/14200512:56 PM




NET
BOOK

RESERVE

GROSS
PLANT

PLANT

SERVICE ORDERS - 2000
Description  ACCT

"CPR Location

CUSTOMER SERVICES DEPARTMENT -LFoO

6081000221

$6,432,581.32  §(1,164,339.19) $ 5,268,242.13

397

COMMUNICATION EQUIPMENT

NEW SWITCHGEAR

<

1/1/89 TO 12/31/99

DEPRECIATION

. 612,049

397 %

COMMUNICATION EQUIPMENT

R

56 PM
({\‘.l ,

JDM12/14/200512

LFO SWITCHGEAR
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SERVICE ORDERS - 2000 ' s '

‘19‘99'S=érvice Connect Calls Number Avg Length,of Call
“Miami 1,032,703 290(82
WPB', : 483,309 "344
: Ccmbined '1,516,012 307

Tgtai Calls Handied - Combined 10,804,026 242

Additiqna[ Actuals based on 1998 bi-weekly salary
Miami Manager - Exeimpt 10 90,500

53,500
32,760
(Opetations Supeivisor 69,000 : .

Team Supervisor Payroll : 175,000, This is for the 4 team supervisors that report
. to the Operations Supervisor (George Reyes)

e PN PV Ty e o




-OFFICE FURN; "& FIXT:
‘MICRQ'COMBUTER SFTWR

A > INSURANCE-LIABILITY. - R 286
o e M 1,981

VEHICLE - CARRENTA.L = L7
) MISCELLANEQUS™ .

oT FAY-EXEMPT FIXED
ONG DlST' TEL SERV

2.470 Included in overall telecom budget

(8 500) Incliided in'overall telecom budget

- 10,158 included in overall telecom budget

" 2,713 Included in overall telecom budget
48,001
. 108, 200
- 118,287
171
74,350
'_ HOTEL/LODGING 3,534
8037 AIRLINE TRAVEL ’ 296

8,873,275

1




R

Sexvice Connect Process
RCA: #05-2854-1 Undocketed
TYE: 12731/08
. QQ: : 1! - E(Z M@Aodﬁd‘npln%
itle:
T [ u [ ” “ “ :

Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audi
Audit Request No. 21 .
Pagelofl

Q. ‘ .'
‘ Please arrange for us to observe an FPL representative. We would like to be able to observe
when new customers call to initiate service or to fransfer service to another residence.

A. :
Meeting logistics: . ) : '
Date: . Wednesday, January 25th

Time: 12:00 PM to 1:00 PM ‘ ‘ -
Locatiori: M.Besada and W. Goldscheck will meet you in the LFO lobby
@ 11:50 AM’ LT

CoNpeNTIAL

al

INTEGRITY BUSINESS FORMS, INC,  Phone: {847} 855-2626 Fax: (347) 6964608 , Emak integhus € mol.com

T T T T




Service Connect Process
RCA: #05-285-4-1
TYE: 1231/05

Ubdocketed

=

5

Y?:\NW(/ ;‘/ DL

ZARARLA
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/JI joarl,

s Olsonnatian o E&%@&@j
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43

INTEGRITY BUSINESS FORMS, INC,  “hone (847)

F10 1 1T

£33-2626  Fax (847} 5084608 , Emak: inlegbus @0l.com

l

|1

!

| 1

I




Y

nue:mmua a;@/\ﬁdﬁj ATLALL

'~__\~/2

Service Connect Process
RCA: #05-285-4-1 Undocketed
TYE: 12/31/08

Wy
L

~

3
R
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|1

Emall: imegicss @ aol.com
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§) Attached is the analysis requested that shows how much |t costs for FPL to send a bill. /k_/

- CONFIDENTIAL

* g
\\\T\N— o
GONF\DE Florida Power & Light Company
S ’ Docket No. Undocketed
FPLES Service Conrnect Process Audit
Audit Request No, 7
Pagelofl
Q.

1) Provide all bill inserts by month for 2005.

2) How-does FPL get paid for ‘including these inserts (le Does FPLES pay FPL or do. the
individual advertisers). ‘

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.

7) Pnnt out the account for the most recent 12 month data and highlight these revenues.
. ‘ q_q..- [
Gy g

1) See attached fi Ies dlsplaymg the FPL bill Inserts for 2005 as requested.

)

C mﬁ d
6) The revenues assbciated with the FPL Biil Statement Advertising program are recorded in FPL
account 456.022, - .

7) See attached file for the print out of FPL account 456.022 for January through December 2005@
revenues specific to the FPL Bill Statement Advertising’ program,
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Florida Power & Light Company

B Docket No. Undocketed
‘ - 1\ 1 FPLES Service Connect Process Audit
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A " Pagelofl

118 FPLES paying FPL for their billing inserts?

* 2) If so, please provide documentation for this and

3) Also, show me if this rate is comparable fo what other comp'aﬁies are paying FPL for their ewn
billing inserts

1) Yes.

2) See attached journal entry that documents the transaction betweenf FPLES and FPL. Note that
the revenue to FPL is recarded in FPU's account 456.022, while the debitis fecorded on the .
books of FPL to the inter-company account 146.906 — *FPL Receivable from FPLES- VAPS",
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Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Augdif Request No. 22

Page 1ofl .

1) Please provide your policy that shows what you require of companles that advertise through
your bill stuffer, .

2) Is there any FPL review of the companies? (i.e. financial Integrity, reputation, efc.)
3) Provide the criteria of the review

4) Does FPL review the bl stuffers to determine if the advertisement appears to Indicate that FPL
Is endorsing the company, its products or services?

5) Provide criteria used.

1) See attached screening criteria worksheet used in the bill insert management review process.
2) Yes.
3) See attached screening criteria worksheet.

4) Yes.

5) As part of the management review process, FPL reviews the content of the bill insert. If the bill -
insert content appears to indicate that FPL endorses the company, lts products or services, then
the bill insert Is not approved.
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Q.
,endorsement?
2) Please provide.

3) Has FPL ever denied any bill stuffer?

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

A. waqqq

1) See response #5 to duestion #22.

2) See response #5 to question #22.

3) Yes.

Florida Poyver & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 23

Pagelofl

1) Is there any other action FPL has taken to ensure that bill stuffers do not indicate FPL

-
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IO_ 1) Why is the charge of the insert lower than FPL's cost?

" ) 2) Is FPLES considered a third party advertising broker as well as an advertiser?
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é Florida Power & Light Company
2 . Docket No. Undocketed
. FPLES Service Connect Process Audit
g" ' Audit Request No. 27
Pagelofl R .
b
;- : FRLEfT PLESfr: the; advertising” of FPLES +
9 il Transaction Report provide the answer to Document
Record Request #7, item 7. Reconcile.
A ) v _
0o b /ETiUEs reféreiced re for the time period of
r Dec through mid December sunt is the sum of six different

3 amounts as shown in the table below: - o

N Month/Year Amount Number on Detall Transaction-
iy .| £\ Report ' )
/6 Dec. 2004 ) \Y )
7 May 2005 Ry 2
oy Uune 2005 3 3’
A lAugust 2005 —(4) 4
zo Nov. 2005 - ; 5
2 Nov. 2005 @ 6
2 : - 7 '
2 Revenue amounts #2 through #6 from the table above are identified on the attached Detail
3 Transaction Report. (This is the same report provided In response to item #7 of question.7.) In
2y addition, the Detall Transaction Report for December 2004 is provided, indicating amount #1 from
2 table above. - .
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. Detail Transactions Report
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INTRODUCTION

FPL Group, Inc. expects all representatives of the Company and its subsidiaries
(collectively, the “Company”) to act in accordance with the highest standards of
personal and professional integrity in all aspects of their activities and to comply with all
app!icable laws, regulations, and Company policies. This Code of Business Conduct &
Ethics (the “Code”) applies to all representativés of the Company, including directors,
officers and employees, temporary employees and all others who work with or represent

us, directly or indirectly.
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LEGAL & ETHICAL RESPONSIBILITIES TO THE COMPANY

Responsibilities 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
(who are listed under “Compliance Assistance” at the end of _this Code).

It is also your responsibility to report any actual or suspected viclation of a law or
regulation, fraud, and any other violation or suspected violation of this Code.. You may
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 ancnymous.

The Company prohibits any retaliatory action against any individual for raising legitmate
concerns or questions regarding‘compliance with this Code or other ethics matters.

Records and Reporting

All records, data, and information owned, maintained and used by the Company must
be accurate and complete. You are personally responsible for the integrity of the
information, records and reports under your control. Records must be maintained in
sufficient detail as to reflect accurately the Company's fransactions. Ali 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 concems or complaints regarding questionable accounting, intemal
accounting controls or auditing matters, you are encouraged to submit those concem-s
or complaints (anonymously, confidentially, or otherwise) to the Audit Committee of the
Board of Directors which will, subject to its duties arising under applicable law,
regulation and legél proceedings, treat such submissions confidentially. Such
submissions may be directed to the attention of Audit Committee or any director wha is
a member of the Audit Commfttee. .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 be 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 or a third party
may be in a position to rely on or interpret the document with the benefit of hindsight
and the disadvantage of ifnperfect recollection. Accordingly, it is important that you
avoid exaggeration, colorful language, guesswork, legal conclusions, and derogatory
remarks or characten'iations 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 be retained and destroyed according 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 violation of law, any current pending orthreatened litigation or
any pending, threatened or‘foreseeable government investlgation or proceeding.




Proper Use of Company 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 yoﬁr 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 properfy< Licensed software or documentation must be used
strictly in accordance with licensing agreements and must not be duplicated without
permission. You are responsible for safeguérding 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 communicatipn§ 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 or 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 fikely to result in the loss of the recipients’ work or
systems; messages which defame or libel others; use which Interferes with the work of

s [




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 Business Unit Head, Corporate Security, or a
Compliance Officer.

Proprietary and Confidential Information

You must retain in strictest confidence, and use solely for the benefit of the Company,
all proprietary and confidential information relating to the éompany which you acquire,
directly or indirectly, in connection with your employment or 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 of to other Company personne! unless they have a need to know the

information.

Examples of proprietary and confidential information include, but are 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, dperations, and results; nonpublic information about -
customers and vendofs; nonpublic information about the . Company's systems,

technology, products and services; and employee medical and other records.

You are responsible for safeguarding all propﬁetary and confidential information under
your control. This includes taking steps 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 areas and
computers is properly controlled. Also you should not discuss proprietary or confidential

information in public places, such as restaurants or airplanss, or on cellular phones.
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ADDITIONAL LEGAL & ETHICAL RESPONSIBILITIES

?

Conflicts of Interest _
You must be sensitive to any activities, interests or relationships that might conflict, or
even“ap'pear 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 situations in

which a conflict of interest arises are described below.

Any activity, interest or relationship of yours that might constitute a conflict of interest
must be 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 be disclosed to the Board of Directors and the General
Counsel; all other such situations should be 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 or 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 seeks to
do business with the Company. Hawever, a situation in which a related person is
employed by a business enterprise that furnishes products or services to the Co'mpany
and the general public at prices and terms generally applicable to all its customers, and
whose compensation is not determined in whole or in part by reference to the amount of
business done with the Cbmpany. would not be consldered_ to give rise to a conflict of

interest.

Also, ownership of less than 1% of the outstanding pdblicly~traded securities of a
business enterprise doing, or seeking to do, business with the” Company is not

considered to be a conflict of interest.




A person with whom you have a close personal relationship means your spouse,
parents, children, siblings, mothers and fathers-in-law, sons and daughters-in-law, any
person living in the same house with you orany business associate of yours.

You owe a duty to the Company to promote its business mterests at every opportunity.
Accordingly, you may not take for yourself a corporate opportunity that Is discovered in
the course of your employment or other association with the Company, nor may you
compete with the Company. Among other things, you may not take for yourself
opportunities that are discovered through the use of corporate property or information or
your pasition, and you may not use corporate property or Information for personal gain.
Similarly, all copyrights, patents, trade secrets or other intellectual property associated
with every idea, concept, technique, invention, process and work of authorship
developed or created by you in the course of performing work for the Company belongs
to the Company, and, if requested, shall be specifically assigned by you to the
Company. ‘

Gifts and Entertainment

Neither you nor any person with whom you have a close personal relationship may
accept gifts or anything of value (including entertainment) from a vendor (existing or
potential) or customer If that gift or other thing of value is, or could reasonably be
considered to be, intended to mﬂuence your behavior toward that vendor or customer.
Absent such circumstances, g:fts may be accepted when permitted by applicable law if
they are non-cash gifts of nominal value ($250 or less, mdfvxdually or in the aggregate)
or customary and reasonable meals and entertainment at which the giver is present,
such as an occasional business meal or sporting event. Travel or lodging may not be

accepted unless previously approved by your Business Unit Head

If you are offered money or a gift not in conformity with the exceptions noted above, or if
either arrives at your office or home, you must report it to your super\nsor in writing with

a copy to a Compliance Officer.
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Insider Trading
Federal securities laws and Company policy prohibit a director, officer or other

employee of the Company who is In possession of material, nonpublic information
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 na director, officer or other employee of
the Company who, in the course of working for the Company, leams of material,
nonpublic information about a company with which the Company does blsiness,
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, informatjon is still considered nonpublic until an adequate time has passed
for the securities markets to absorb the information. 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 trading 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 in .




your household but whose transactions in Company securities are subject to your

control or influence.

-1t 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 or passing such information on further, even if you

do not recelve any monetary benefit from the tippée.

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 at

hitp:/mww.fplgroup.com/governance/contents/securities _trading.shtml. 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 consumers from unfair business arrangements and practices
(generally known as “antitrust laws"). You are required to comply with these laws at all

fimes.

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 allocate 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. .

P

if a competitor, customer or a supplier tries to discuss subjects with you th'at raise
concerns about anticompetitive conduct, you should refuse to do so and ask the person
to stop immediately. If necessary, you should leave or otherwise términéte the
conversation and report the matter to the Company's General Counsel or another

member of the Law Department.
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Commitment to the Environment

it has been, and will continue to be, the intent of the Company fo conduct its business in
an environmentally responsible manner. Accordingly, the Company undertakes to:
o Comply with the spirit and intent, as well as the letter, of environmental laws,

regulations and standards. ‘ .
Incorporate environmental protection and stewardship as an integral part of the

design, construction, operation and maintenance of its facilities.

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 implemenied an Environmental Assurance Program to assure
compliance with all environmental laws and regulations and the fulfillment of its

environmental commitment,

Privacy of Em_gfozee Information

The Company tecognizes and protects the privacy and confidentiality of employee
medical and personnel records. Such records must not be 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 or requested by a judicial,
administrative or legislative body. Requests for such records from anyone outside the
Company must be approved by internal Company legél counsel.




WORKPLACE RESPONSIBILITIES

Fair Employment and Diversity

The Company considers diversity in our people critical to our success, and we seek ta
recruit, develop and retain the most talented peoplé from a diverse candidate pool.
Advancement at our Company is based on talent and performance. ‘We are fully
committed to equal employment opportunity and compliance with the letter and spin‘t of
the full range of fair employment practices and nondiscrimination laws.

Harassment and Intimidation

The Company prohibits sexual or any other kind of harassment or mtlmldatlon 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 sociceconomic status, is repugnént and inconsistent with our commitment to

providing a respectful, professional 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 supervisbr, or
to your Business Unit's Human Resource Relationship Manager, or to the EEO
Coordinator, or to the Employée Relations Hotline at 888.552.1055. Also, please
consult the Employee Practices section of your FPL Policy Handbook. The Company
will promptly investigate all aflegations of harassment or dlscnmlnatuon and will take
appropriate corrective action. Retaliation agamst 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.




The Company maintains a comprehensive employee safety program for the prevention
of accidents. Supervisors and management are responsible for monitoring the use of all
reasonable safeguards in the workplace including Company procedures, safe work

practices, and personal protective equipment.

Ultimately, however, all employees are responsible 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, opgration and maintenance

of our nuclear plants.

Alternatively, employees can voice any concemns through the Nuclear Safety
SPEAKOUT Program. In addition, anyone is free to bring such matters, at any tirge, to
the attention of the Nuclear Regulatory Commission.

No employee will be discriminated against, in any way, for having brought his-or her
concems to the attention of management, Nuclear Safety SPEAKOUT, or the Nuclear

Regulatory Commission.

Drugs and Alcohol
The 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 abuse by employees or contractors s
regarded as an unsafe work practice by creating an increased risk to their safety and

the safety of their fellow workers and the public.




The Company has explicit pblicies in this regard, which you are required to know.
Employees in certain specific safety-sensitive work situations may be subject to more
stringent requirements such as, but not limited to, those associated with the Nuclear
Fitness for Duty Program, Commercial Driver's License requirements, or the Omnibus
Transportation Employee Testing Act of 1991 and applicable federal regulations.

All éuch policies will be strictly enforced. You may obtain copies of them from a
Compliance Officer.
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REPRESENTING THE COMPANY TO CUSTOMERS & OTHERS

Treatment of Customers

. Our customers are extremely important to us. They are the reasaon 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 falrly. No customer

shauld 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 Requlators o ,
In our businesses, we are éxtensively 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 regulafors and supply them in a timely manner with accurate and
complete information which they require to fulfilf 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 public are
accurate, complete, consistent and in compliance with applicable law, while still




protecting the Company’s confidentiality and interests, you should always refer all news
media, securities analyst and investor inquin‘es 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 parficipate voluntarily in the political process. No one in the
Company may:require you to contribute to, support or opbose any political candidate or
group. If you choose to participate in the political process, you must do so as an
individual, not as a representative of the Company. You may not work on a political
fundraiser or other campaign activity while at work or use Company property for these
activities. Any overt, visible and partisan politicai 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 be directed to the Vice President, Govenment Affairs or the
Vice President, State Legislative Affairs, of Florida Power & Light Company.

U.S. federal law and the laws of certain states (not incltiding Florida) generally prohibita .
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 funciing U.S. political contributions on matters important to the Company.

Lobbying Activities
The Company encourages every employee to take an active interest in government

processes. ‘Any such participation, however, is to be undertaken as an individual — not

as a representative of the Company.




As a general matter, you should not engage in lobbying activity on behalf of the
Company. Any lobbying activity that is undertaken on behalf of the Company requires
the prior approval of the Vice President, Govemhent Affairs or Vice President, State
Legislative Affairs of Florida Power & Light Company or, in the case of local
gévemments, the Vice President, Corporate Communl'catioﬁs.

Lobbying activity generally includes attempts to influence the passage or defeat of
legislation, and it may trigger registration and reporting requirements. The U.S.
government and mariy states (including Florida) extend the definition of lobbying activity
to cover efforts to influence formal rulemaking by executive branch agencies or other

official actions of agencies.




WAIVERS

LV__qivers' of this Code .
Any waiver of any provision of this Code for executive officers (as “ofﬂcer" is defined in

Rule 16(a)-1(f) under- the Secuntles Exchange Act of 1934, as amended) or directors -
must be approved by the Board of Directors, or a designated commlttee of the Board.
Any such waiver must be promptly disclosed to shareholders in accordance with
applicable New York Stock Exchange rules. The Company generally will not grant such
waivers and will make exceptions only for good cause.




COMPLIANCE ASSISTANCE

The following officers of the Company have been designated as “Compliance Officers”
to oversee the implerﬁentation and enforcemer_ﬂ of this Code and other legal
compliance programs of the Company and to assist you in complying with them. You
may contact them by sending an e-mail to Compliance Assistance@FPL.com

Name ‘ Title _
Edward F. Tancer Vice President & General Counsel

Alissa E. Ballot Vice President & Corporate Secretary

Maria V. Fogarty Vice President, Internal Audit

In addition, you may contact any member of the Audit Committee of the FPL Group
Board of Directors by calling 561.694.4644 or writing to: Chairman of the Audit
Committee, FPL Group, Inc., PO Box 44000, 700 Universe Boulevard, Juno Beach,
Florida 33408. ' : '

Adopted March 31, 2004; revised July 29, 2005 '
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3 3) Provide the related expenses incurred by FPLES. ("Most recent 12 months ended = 2004"

Clarification received from Gabriella Leon, PSC Auditor )
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22 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 Andit
Audit Request No. 10

Pagelofl

1) Please provide FPL Group Code of Conduct. . ,
2) Provide all journal entries for December 2004 to record recelvableslpayabfes related to

FPLES.

3) Provide the general leager account printeuts for receivables/payables related to FPLES.

4} Provide the script of the FPL customer service representatrves before they transfer the call to

T S~exy T NGB NS
©

12 FPLES.
{3 5) Provide for December 2004 account detait for whlchever account FPL records money received
' from advertisers for bill stuffers.
(T A .
K 1) See attached FPL Code of Conduct. ‘ :
¥4 2) See attached file with journal entries for December 2004 to record recewables/payables at FPL
ty related to FPLES.
1% . 3) See attached file with general ledger printouts for December 2004 for recexvables/paybales at
Zo FPL related to FPLES.
2l 4) Below is the web shot displaying the script referred to by the FPL Representatlve before they
2 fransfer the caIl to FPLES,
23
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25~
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FPL

cte P A S

5) See attached file for December 2004 FFL account detall, where revenues are recorded related

FPL's Bill Statement Advertising program:.

s

INTEGRITY BUSINESS FORMS, INC,  Phona: (847) 603:2606
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Maria Petkovyat To: Dennis JohnsoryFNRIFPL@FPL
ce: Jose Miranda/CS/FPL
01/04/05 08:43 PM Sub]sct: Month End Enmes

Dennis:

Attached are the month end gas closing entries. They were reviewed and approved by Jose

2004.ap1 2 recondiiation.ars 2004.ap12 fples.gasje.x 2004.2p12.reconcliation. 151000,

Thanks,

Maria Petkovyat

Florida Power & Light

CS Financial & Business Planning

(561) 691-2618 .
W . el

CONFIDENTIALITY NOTICE: This e“mall and any files attached may contaln confidential and/or

propristary information, You are hereby notified that any copying or distribution of the jnformation hers

contained Is STRICTLY PROHIBITED. If you have recelved this transmission in ervor, pleass notify the

sender by reply e-mail and destioy the original transmission and its attachments without reading or saving

In any manner. .
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Service Connect Proc,
RCA: 0528541 - 11 d ;
TVE oy sl Undocketed A

Tite: wn )U ’2,/ of

i T T K i 1 i

_ Maria Petkovyat To: Dennis JohnsorFNRIFPL@FPL
s . cc: Jose Miranda/CS/FPL
m 01/04/05 06:43 PM Subjacs Month End Enlies

Dennis:

Altached are the month end gas dlosing entrles. They were reviewed and approved by Jose

; I

2004.ap12.reconcillation.ars 2004.ap12.fples.gas.je.x 2004,3p12.reconciliation.151000.

Thanks,,

Marla Petkovyat

Florida Power & Light . . :
CS Financlal & Business Planning

(561} 691-2619

CONFIDENTIALITY NOTICE: This e-mall and any files attached may contaln confidential and/or
proprietary information, You are hereby notified that any copying or distribution of the information here
contained is STRICTLY PROHIBITED. If you have recelved this transmission In error, please notify the
sender by reply e-mall and destroy the original transmission and its attachmenls without reading or saving
In any manner.
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‘08012 373662

REPORT NO 4150-2 RUN 12/39/04 AT 01.29.21

A A

TR  OBLIG ID / OBLIG DT/ TRM DUR
D3 CHECK WO DEPST DT CD DATE
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DATE

08013 317915

PN 614598
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REPORT NO 4150-2 RUN 12/29/04 AT 01.29.2L FPL ENERGY SERVICES, INC PROCESS DATE- 12/28/064 . PAGE 572

CASE AUDIT REPORT |
A 5 c D £ = & e
TR OBLIG ID / QBLIG.-DT/ TRX DUE DISC LB CHECK CASHE " OBLIG DISCOUNT OPER
cn

bs CHECK NO DEPST DT CD “DATE DATR ANOUNT APPLIKD AMOUNT ADJUSTMENTS ALLOWED RSN ID
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REPORT NO 4150-2 RUN

A

OBLIG ID /
CHECK NO

SP333IBYIIYUYNYBYARNINNEEE  BY

41010 374732

P

m
» CHECK TOTAL 9153~014 CHECX NO WFNLI17 DATE 122804

® & CU3T TOTAL

41010 376291

™
b}
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OBLIG DT/ TRM DUE

DEPST DT CD  DATE
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101704
102804
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DI SC
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110304 N3 120304 120304

376291
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® & ® BUSINRSS TOTAL 41010
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REPORT: 0X43-001-050104 TE TLORIDA POWER & LIGHT COMPANY BAGE 902 <o <
ON-DEMAND QUERY REEOR? \-/
COMPANY ; 01
TLXDCER wmve POSTED wreem e BC INFORMATION e
DATE  JV@ PACES SRC  STATUS DATE cxc REVERSE START DATK STOP DATE FREQURNCY
200412 31 0041 65000 COMPLETED %0 {NOT SCHEDULED)
rermmraranns ARPR X X /LAST I IoN ~me— EXCERTION APPROVAL INFORMATION ——
DATE PERSON DATE TINE PERSON SICT DATE TINE PERSON
2005-01-04 14.46 DENNIS JORNGOH [doos o013 .

‘! TRANSFER CASH COLLECTED AT FRL FOR VAPS PAYMENTS,TO INTER-CQ PAYABL
x BCOOU)I‘I' TO FPLES =~ 234,900, ml WILL BE KOVED TO YPLES VIA INTER-CO BIL‘LI
NG XN JAN 2005, /;"

ﬁ' G C‘ D E - ————ROTE: TEI8 IS A PESEUDO TRANSLATION-

PAY BUCS  TRANRLATION
AMOUNT. EAC 1OC DESCRIPTXION GL ACCE HO XR LOC PL ACCT FAC RENCHT TYPE

BEL p/C WO m o nc/v we
*a%5- D 00000 000 242 €200 0078
*%¥> D 00000 000 242 §250 0078
#%0> D 00000 000 242 6440 0078
wa%>- 1 00000 000 242 €430 0073
44> D 00000 000 242 6470 0078
%4> 0 00000 000 242 €500 007§
%4> D 00000 000 242 €700 0079
Wh4> D 00000 000 242 6480 0078
e D 00000 000 242 €490 0078
whip> Q00000 Q00 234 9000 0083

BATCH TOTAL: ~ TOTAL ENTRIES: 10

f

BURGESHIELD CASE TRAKSFER
BALES TAX CLLCTXD TUMBEER
APPLIANCE PROTECTION CASH
APPLIANCY, PROTECTIUN CASH
VARS CASH TRANSFER

hmq O‘Dq TOQC
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S0/

SS501] PO Pa1AIDG

paiyoopupy




~,
FPL

Connect Process
Undocketed

rvice
RCA: #05-285-4-1

TYE: 12131405

Se

Tiu:-.ﬂj()( DCLO Q/ny«

AL

e
=
=2

i
=
(@)
o

3

0z9°292

133v-1d

Ve Y002/62/21 3ivVa 40 SV

EL ot s

029 bt

120v¥-1d

14043y ONIDHYIVE

1¥043¥ J0 and e

Y304 INIHIVE

SAITAYIS HOON3A SRIIINYVH

++++++++"J*

ISAIE HSVYD § HSVD

IRITIIE

JdAL NVEL

$00£2LL0S-12913N) *1¥043Y

Faxq{B4T) 8334508  Emal: inlegbus Raol.com

INTEGRITY BUSINESS FOAMS, INC.  Phone: {847) 538-2626

| 11

AR

I

|




¢}

Undacketed

mm;y)(_)( D@.D M’%

Service Comect Process
RCA: #05-2854-1

“FL
TYE: 12/31/05

§29°2ye

100v-1d

3 30Vd  Y002/62/21 Alva 40 sy

e

SR ST )

Mf&q Ennn&?th.ﬁ. Eraa i
W.& e .,w, wa_ﬁv 5

ErITY

1¥0438. 40 N3

rxye

wioL \W

I

l

130NV

l

ISA3Y HSYD 1 HSVD

Fax:{847) 6834608  Emak intagbus aoloom

| 1]

LIS

|

S29°chl

130v-14

3dXL Nv¥)

|1

QHVND ONININDIT

l

1¥0d3¥ SNIINVIVE SIDIAYIS YOGHIA ONILTNUVH Y00£2L205-12919n3 214043Y

l

INTEGRITY BUSINESS FORMS, INC.  Phone: (847} 658-2526

l

|

l
B




| 1

"ONI ‘SWHOZ SSANISTTB ALIDALNI

| L]

0752-869 (Uye} touoiid

PR (-

| |

avws  gogre69 Lyshaxed

|

~NJ

woatoe g stala

T ]

REPORT: CUCT622-501123004

PT~ACCT
:u.uﬁ

22,646

143,645

242,645

143.647

262,647

RECEIVABLES

LIABILITIES

MARKETING VENDOR SERVICES BALANCING REPORT AS OF DATE 12/29/2006 PAGE 1

UTILITY GUARD

BILLING PAYMENTS CANCEL TOTAL

- TOTALS " e
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REPORT : CUCI’621¢-501123Q04 HARKETING SERVICES VENDOR PAYHENT REPORT AS OF DATE 12/29/2004 PAGE 1

SURGESHIELD

PT-ACCT - BILLING CANCEL PAYNENT SALES TAX
143.650

242,650
242.670
242.670

TOTAL

TOTALS bl

RECEIVABLES
LIABILITIES
SALES TAXES
SURGESHIELD PAYMENT TOTAL -

il END OF REPORY ki

REPORY: CUCT6R4-501125004 MARKETING SERVICES VENDOR PAYMENT REPORT AS OF DATE 12/29/2004 PAGE 1
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242,649

REPORT: CUCT623-501123004

REPORT: CUCT623-501123004 MARKETING SERVICES VENDOR PAYMENT REPORT AS OF DATE 12/29/2004 PAGE 1

APPLIANCE PROTECTION PLUS

PT-ACCT BILLING CANCEL . PAYMERT

VENDOR

FPL COMM

SALES TAX

143.648 e
242.648
262.670

262,670

143,649

R

TOTALS
i

RECEIVABLES

LIABILITIES

SALES TAXES

APPLIANCE PROTECTION PLUS PAYMENT TOTAL
PAYMENY ¥O VENDOR (83%)

PAYHENT TO FPL (17%)

i END OF REPORT =~ wew=

MARKETING SERVICES VENDOR PAYMENT REPORT AS OF DATE 12/29/2004 PAGE 1
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Service Connect Frocess
RCA: #05.285-4-1
TYE: 123105
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CONFIDENTIAL

» - ) € "ISATHING TEXIOL ITYLOL HOIWNY
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i e )\
P Service Connect Process v — \ I | hr u

f RCA: #05285-4-1  Undockesed ‘ /\

! . TYE: 12/31/08 ' "\

Tiu&mO(D@Q Q/mlal, - /. - - IJ\':_U\/

CONFIDENTIAL )
AL :

xRS ol

. > Tom Ruthig To: Dennis JohnsoanNRIFPL@FEL .
E Lo ¢c: Maria V Besada/CS/FPL@FP
£ 4‘} 01/04/05 11:03 AM Subject Joumal entry recording the Surgeshield expense incurred when using
=Dl FPL Stérerooms . )

Debit 2706 ER 99 000 340 0078 EAC 639 $2,533.41-
Credit 1612 ER 92 000 000 503 EAC 676
Credit 0000 00 241.310 loc 999 EAG 790

}
2
1
5 ~ Dennis, can | do this today? (in FPL?)

Q - Farwarded by Tom Ruthig/CS/FPL on 01/04/05 10:08 AM ~—— i

0 Maria V Besada To: Tom Ruthig/CS/FPL@FPL

{ 01/03/05 64:00 PM cc: John J Frawley/FNR/FPL@FPL, Gus Domingusz/CSIFPL@FPL,

lz- i Dennls-Johnson/FNR/FPL@FPL, Jose Miranda/CS/FPL@FPL

3 Subject: Joumnal entry recording the Surgeshleld expense Incurred when using ok
/ “f FPL Storerooms - . Dol

— N
iy Tom,

tb We need to generate an entry in FPLES recording the expense fo the Surgeshleld program for using FPL

17 Stores to store the Surgeshield devices.This 2004 expense was calcufated uslng methodology determined

[2 by Acctg.
{9

0

2{

zZ. We will need to process the foliowing entries:

%3 1. Debit fo the Surgeshieid work order: 2706—95—000-340—078 EAC 639 and credit the

"( lnter-company account for the same amount.

; 2. Then, the Intercompany credit Is recorded on the FPL side in two pleces. 1 o the Stores

26 work order: 1612-92-000-000-503 EAC 676 and the remaining balance or Account

2? Number "241.310% Location "899"; EAC "780"; and Description "Space ULilis er ‘JoAhrg Frawley.

Zg Get with Dennis Johnson to make sure entry Is correct.

19 " John F - please review spreadshest to ensure It reflects your Instructior:ts. '

30 Gus - please make sure that Stores contact Is aware of credit they will be recelving.

3 Thanks,

BL Mara

33 _
%y 2004 Surgeshleld Stores Fee - 1-3-0!

INTEGRITY BUSINESS FORMS, INC.  Phone: (847) 688-2a25  Fax: (B47) 6984508  Emal: inieghus@aoieam

dr vt
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Service Connicet Process . R —3D L _\\ fy
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[ /\ "

TYE: 1231005
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CONFIDENTIAL ol
@ Jose Miranda To: Dennis Johnson.lFNRJFPL@FPL .

; ce:
01/05/05 02:13 PM Subject; Re: Gas Bad Debt Reserve Adjustment Proposal

Dennls, .
Here is the gas bad debt reserve adjustment back-up, Call me with any questions.
Thank You,

Jose Miranda

Florida Power & Light
Customer-Service-Financial & Business Planning
Office:(581) 691-7441

Pager:(305) 719-0790

Fax:(561) 691-7611

CONFIDENTIALITY NOTICE: This e-mall and any flles aitached may contain confidentlal-and/or
proprietary information. You are hereby notifled that any copying or distribution of the information here
contained is STRICTLY PROHIBITED, If you have received this transmission In error, please natify the
sender by reply e-mail and destroy the original fransmission and its attachments without reading or saving
in any manner. BT

—— Forwarded by Jose Miranda/CS/FPL on 01/05/2005 02:12 PM —

Dennls Brandt To: Jose Miranda/CS/IFPL@FPL
" ' cc; James Cl GIlVCS/IFPL@FPL
01/05/2005 02:06 PM Subject: Re: Gas Bad Debt Resarve Adjustment Proposal E5]

I agree with the methadology arid results.

s

Thanks
Jose Miranda

i

ST

L

o
Jose Miranda To: Dennis BrandyCSIFPL@FPL &

. ce 2
01/05/2005 11:20 AM Subject: Gas Bad Dabt Reserve Adjustment Proposal 9

Dennls, ) A» . 6

‘f RN 2. Based on the attached spreadshest, our adjustment to the gas bad debt reserve would b ‘ lease
o ' - 30 cali me to discuss, Jim has reviewed this analysls.

/] !

37 2004.2p12.bad debt reserve allowance.gas-fin

73 Thank You,

34 JoseMiranda

23 Florlda Power & Light .

36 Customer Service-Financial & Business Planning

37 Office:(561) 691-7441
3y Pager:(305) 719-0790
79 Fax: (561) 691-7611

52

EES

INTEGRITY BUSINGSS FORMS, ING,  Phone: (8475882826 Fax: (847) éSHEOS_ Emal: ineghus @aolcom
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FPL

Service Connect Process
RCA: #05-2854-1  Undocketed
TYE: 1231105

Title, W ‘ ?Mﬂﬁg . . : J

‘-{ COMPANY : 03

SEL D/C W@ ER
®s¢> D 00000 000
wae> @ 00066 094

2 RrporT: 0X43-001-041215 e

~ACCOUNT~
CMP SEC/U LOC
146 5060 0087
000 1500 0087

BATCH TOTAL:

FLORXDA POWER & LIGHT COMPARY

ON-DZMAND QUERY REPORT

2004~12-15 13,17 TOM RUTHIG

BAY
10C DESCRIBTION

TER BILL STMT
TER BILL STMT

TOTAL ENTRIES:

Page

PAGE Q02

5 Lzoeer = POSTED == ACCRUAL aramme SCHEDULED INFORMATION m—r
& DATE JVI PAGEF $RC  STATUS oATE REVBRSE START DATE STOP DATE FREQUENCY

7 200412 79 0184 65000 COMPLETED NO (NOT SCHEDULED)

¥ ————— AFPROVAL INFORMATION e —wee ENTERED/LAST CHANGED INFORMATION wmmm——mmemw == EXCEPTION APPROVAL INFORMATION ===
G oare TINE PERSON DATE TIME PERSON L0C SECT DATE TIME PERSON

0078 0000

REV SURGSRL
REV SURGSHL

Hte

o1 5=

D

NOTE: THIS IS A ?SB!J'bO TRANSLAT ION-—mw e
—mmmmme BUCS TRANSLATION wmccmmeoamm
GL ACCT WO ER 10C PL ACCT EAC PERCNT TYPE
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RCA: 405-285-4-1  Undocketed

Service Connest Process
TYE: 12/31/05

FPL

-t

Ty,
d

cc: John Lehe/CS/FPL@GFPL

Subject: Billing Totals

12/07/2004 11:03 AM

A TSI

Fac (547) 6584608

| 11

Hope you are doing well. Can you plsass let me know the actluals for the following

Gracewood/Albritton fruit - November cycles 1-21

Earthlink - December cycles 1-3
Surgeshield - December cyclas 5-6

Mike,
Regards,
Josh

e

HEN

l

Pl

INTEGRITY BUSINESS FORMS, ING.  Phone: (847) 656-2528
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CONFDENTIAL v

Marla V Besada To! Joshua Bass/CS/EPL@FPL McClainCSIEPLGFPL, T
. ¢c: John Lehr/CS/FPL@FPL, Pam D McClai om
12/14/04 11:38 AM Ruthig/CS/FPL@FPL. C

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

M B J peE F &

s usual,
Tom - fef’s gei tﬁ(s in before this Frigay. F
e Please generate accrual f below; revenue accrual for bill statement advertising; It will reverse
in Jan and be offset by bill am will gene, ‘
e Please process entry debiting surgeshield fol W: This Js revenue for bill statement advertising.
. Thanks, .
Maria ’ '

Joshua Bass

Joshua Bass To: Maria V Besada/CS/FPL@FPL h. (CSEPL@FP
‘. cc: Pam D McClaln/CS/IFPL@FPL, John Leht/CS/FP L
12114104 11:16 AM Subject: Re: Billing Totals

Maria,

Listed below is a summary. of the remaining billing acﬁpn items for 2004.

25 1l bring Pam documentation, |
25 {John - please update the statement schedufe spreadsheat with thls biling Information)-
27 — Forwa@ed by Joshua Bass/CS/FPL on 12/14/2004 11:03 AM -

Michael Olafsen " To: Joshua Bass/CS/FPL@FPL
12/14/2004 10:48 AM

I

cc:
Subject: Re: Biliing TotalsEy

f‘ .

Surgeshield -
Joshua Bass

& Joshua Bass To: Michael Olafsen/CS/FPL@FPL

o0

INTEGRITY BUSINESS FORNS, ING.  Phone: (847)698-2526  Fax (847) fs84508  Emall: integbus @adloom
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Page: 1 Document Name: B SESSION

FEH5 FEQYH5P - JOURNAL VOUCHER ENTRY - 12/15/04 11:11:40

D01 INPUT SCREEN PAGE NO: 01 /01 '
alcpE P %i s —
ACT CD: A SRC; 65000 PAGE#: 01 LDGR DT: 200412 SORT:_ (A/L/H)

. FREQ: _

JVNO: 79 ACCRUAL REV: N START: ‘ STOP:
-ACCOUNT- STATUS: C CURRCYCLE: ' USERID: TFROQBI

D/C WO ERCMP SEC/U LOG EAC DESCRIPTION-
D —_ 146906 087 = TFR BILL STMT REV SURGSHL

C 0066 94 000 150 087 TFR BILL STMT REV SURGSHL

S wRVTNT N
Py
th

— —— e r— —— e

SRR

O/

"4 . 2 ORIGINATOR: TOM RUTHIG LAST CHANGED: 2004-12-15-11.11.40
i, 22 TRANSACTION SUCCESSFUL » NEXT TRAN:

SR A T .y

| CQNF\DENT\A\_

j ) . .

23 Date: 12/15/ 4 Time: 11:17:03 AM

INTEGRITY BUSINESS FORMS, ING.  Phone: (847) 695-2525  Fax: (847) 6344608 Emakt integhuss @aoleom
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Page: 1 Document Name: untitled.

Z FINAL FLORIDA POWER & LIGHT COMPANY : ZEE

e GENERAL LEDGER MONTHLY TRANSACTIONS

Vs MONTH OF 12 /[ 2004 C

5 MORE DATA AVAILABLE BEGIN BALANCE/
[2) DESCRIPTION SC ACCOUNT NET CHANGE ‘ ENDING BALANCE

.Y A/P-FPL ENERGY SVCS

iog CS 234900

") CV 234500
Y Jav 234900

. .. /2. TOTAL POINT ACCOUNT 234900

- NEXT ACCOUNT : 234905
1 NEXT MONTH : 12  NEXT YEAR : 2004

[Sﬂ %%k NEXT TRANSACTION ¥¥*%* GLR
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Service Conpect Process
RCA: #052854-1 Undocketed
- TYE: 12/31/08

we_ (20X 33Y. 900

A
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1T 1 1

Page: 1 Document Name: untitled

FINAL FLORIDA POWER & LIGHT COMPANY
GENERAL LEDGER MONTHLY TRANSACTIONS
. MONTH OF 12 / 2004
MORE DATA AVAILABLE .
DESCRIPTION SC ACCOUNT NET CHANGE

- ————— i e - W - ——--

A/P-FPL ENERGY SVCS

cs 234905

CV_ 234305°

Jv 234805

TOTAL POINT ACCOUNT 2343905
NEXT ACCOUNT : 234910

NEXT MONTH 12 NEXT YEAR : 2004

%%+% NEXT TRANSACTION **%% GLR

.00
.00
.00

.00

W
(\

BEGIN BALANCE/
ENDING BALANCE

.00

INTEGRITY BUSINESS FORMS, ING.  Phoni: {B47) §35-2628 Fax (847) 6984608 Emalk inlsghus @ acl.com

e T T

et

5

Lef Seiann:



= ' y M) \Iw
Service Connect Process Al
H RCA: #05-285-4-] Undocketed ﬁ/ / \\
. - TYE: 1‘.’431/05 /\\

rue__(J, MALWL# aoD

09 CONFDENTIAL

[ Page: 1 Document Name: untitled - \

A FINAL FLORIDA POWER & LIGHT COMPANY E
i3 GENERAL LEDGER MONTHLY TRANSACTIONS
Y MONTH OF 12 / 2004
S~ MORE DATA AVAILABLE BEGIN BALANCE/
DESCRIPTION SC ACCOUNT NET CHANGE ENDING BALANCE

.77 . ‘RETAIL GAS SALES
T av 144200

+9  TOTAL POINT ACCOUNT 144200

:? NEXT ACCOUNT : 144500

NEXT MONTH : 12 NEXT YEAR : 2004

" /T xxx» NEXT TRANSACTION **** GLR
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Service Connect Process
RCA: #05-28541  Undocketed °{ / \\
. TYE: 12/31/05 /'\\ i
Titlm';@vﬁj\ qu“,QOD
T T : T T [ ] T. N T . .-

N

FINAL FLORIDA POWER & LIGHT COMPANY
GENERAL LEDGER MONTHLY TRANSACTIONS , F
MONTH OF 12 / 2004 —
MORE DATA AVAILABLE . d . 0 BEGIN BALANCE/
- DESCRIPTION SC ACCOUNT NET CHANGE ENDING BALANCE

CV 146905
JV 146905
PR 146905
TOTAL POINT ACCOUNT 146905 :
o
vz NEXT ACCOUNT : 146906
3 NEXT MONTH  : 12 NEXT YEAR : 2004

/"/ , *k%&* NEXT TRANSACTION ***%* GLR

v
H
¢
i
)

o | QN\DN\M«-

) Date: 12/13/2005 Time: 1:23:52 PM f
i . - R — , -

! 33 LL.—I - ?/ ;

1
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SORT ORDER: G ACCT
YROM ~ TO BELECIION CRITERTA:

6L ACCT: 146,905 ~ 146,905
CHG LOCN! -

EACE

PATROLL LOCH: -
CREH:

INTERFACK ID: -

COMMENTS ¢ MONICR

FIORIDA POWER & LIGET COMEANY
FINS FINAKCIAL REPORT
PAYROLL SOURCE

AMOUNT -DATE  JOCH SRC ER

LEDGER DATE: 200412
BOURCE:

AMOUNT:

PAY PERIOD:

BATCH: -

B ¢ DE FohTT KL M

ui.m. ANCUNT DATE - IOCN SRC PR LOCN PP JUL CREW XMRL BYCH BAC

- 200412

246,903 35.78::200412 0009 36000 000232
146,905 00412 000® 36009 000235
146,905 00412 0009 36000 000232
146,905 00412 0009 36000.000235
146,905, 00412 000% 36000 000235

#*GL ACCT 146,905 ..

*XARAGRAND TOTAL

26 000 0000 23960 500 BO3
25 000 0000 06996 500 803
25 000 0000 23960 500 803
26 000 0000 85455 500 803
2% 000 0000 B9455 500 803
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Florida Power & Light Company
Docket No. Undocketed

FPLES Service Connect Process Audit
Audit Request No. 5

Pagelofl

1) Provide the analysis that shows the aliocation 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.

3) There is no Interface built between the FPL web site service connect process and the FPLES
.Connect Services business. Moreover, none of the service connect transactions processed

; through the FPL web site are subsequently provided to the FPLES Connect Business. See
attached web screen shots confirming this fact.
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4) This question was answered In the 12/8/05 meeting.

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




: éj http:flwebtest.fpl.comf

ELD

el B

For Your Home

Rffﬁw}g;omw{gﬁﬂr g Home Page Contact Us
- ikt S Ml LS e 2 3
. : S i

For Your Business

Ifyou think this is

Starm Center

expensive, imagine

Safety

filling up a power plant

Qur Environment

News

. ing f )
up_electric bills for 2006

Community Care

Leaming Center

About Us

Things you can do

Investor

Famlily of Sites

» Home Energy Advisor: Tips and tools to help you keep bills down.
Business Rebates and Incentives: Smart solutions to rsduge costs.
ERL Budget Billing: Help to make your electric bill more predictable.

- B_a_ng_gmLal_Qn_qu | RBusiness On Call: Quick way to lower your bill.

P n lj i i vi a

An FPL Group Company
I L Nofi 1 !

Password:

(.- Secure:Log-in
Registration | EAQs

Billing & Payment

-Mail_Bill: It saves
you time and money

EEL Pay Online: Make

payments anytime

: Your
bill is always paid, always
on time.




click on Open or reopen an account

Step 2- From the home page select the Access My Account tab and

I «

btest.fpl.com/access/contentsfindex. shtmi

For Your Home

T RS = :
w@%&ﬂ&%% » .Hm“‘: ::“: - Contact Us
A L St gt )

i ) s

St A
SIVICE S BT AT

Log Infl_og Out

For Your Business

» Account Information

Storm Center

Safety

Current balance f last payment
Las) statement

Our Envwvironment

News

Community Care

» Order Services

Learning Center

About Us

Investor

» Update Information

Family of Sites

Maili I

Our gnline sewices registrat!
lets you log in just once durj
your online session and ther;
have easy access to all of y}

» Your Electric Service

account information. Your }
transactions are-protecied b;

secure encryption technolog

Sarvice charges :
Xour electric meter :

Hovwto read vour bill
Bl Elecitic Serice S
Depgsits,

An FPL Group Company
: | )




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)

“Zhk FPL | Open or Reopen an Account - Microsoft Internet Explorer provided by FPL Group for Company Use

For-Your Home

For Your Business

Storm Center-

Safety

Our Environment

News

Community Care
Leamming Center
About Us

Investor

Famlily of Sites

Open or Reopen an Account

] Beposit requirements | Requests for weekends and holidays | Open or reopen an account | Electrical
1 inshectiong | New electric service

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

the information below, then submit your request online.
Deposit requirements
For frequently asked questions and answers about

« residential deposits, click here
e business deposits, click here.

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

Open or reopen an account

To open




Step 3- Continue — towards the bottom of the Open or reopen an
account page click on the link to start the application.

<l FPL | Open or Reopen an Account - Microsoft Inte|

e

é‘l httpiffwebtest.fpl.comfaccessfcontentsfopen_or_s

net Explorer provided by FPL Group for Company Use @

23

o

opon__an_account.shtmi

- Orreopen an account, click here or ‘_—'—

« multiple accounts in one name, cligk hers.

Electrical Inspections

An elactrical inspection may be required by lavw before slectricity can be turned on for th
following

« a newly constructed home or business
« a newly-wired home or business or .
« a home or business that has been vacant for awhile.

Your electriclan or building contractor can verify that an inspection by the city or county

- has been done and ’
« that FPL has been notified.

FPL cannot arrange for an electrical inspection.

Nevw electric service

For information on new electric service, click here.




LA AT AT

saauwsqInisiq
2ag podon @

e

. . Wne3sy AN
i HU :qt 1esn perys

uHI MOA @

SuoTPIeS B S1ONEold €

‘Bnuiue3s o) ut Boj asea]d JEETTUNE S TICEY 1

wauseg 9 Bunid @

oS eualnd CF

v} Bo] oo usy) "spiey eseys t 11 eseeld jeRusRIseY

| wwboy
AES P | IEDWIDAIOARY UMUaIALY
NI WSS

4BW0YENY
Aunwwoy | 40 ¢ Ai1ne3d 1d4

[ « Wawvas | HH_ sted snpavia &) | depy 815 | 50 0eRieD | DV | lovsdsT uz | ewoy -

SOMS Tdd Jdd Wit
.ol:.—..nu gsautsng Hurog

gonuaDw:

T M , -90¥]. spoL 2 . B R
asn) Auedwo 40} Anoin T4 Aq papiacid 4ai01dxg jauialy) 1j0soIoly - )3 Jamod vplo)l I

pIOMSSB pue (] Jasn e 81eald 0}
y{ul] }SJ11 81 109]@S UBD NOA 8IS 8y} Jo Jesn pasasiBal e jou ji plomssed

pue ] Josn Jnok Buisn ug Boj 0} pannbal ag |IM noA — ¢ do)s




A josur | { E-:..,_.:CC ]
_ Tv!u:.o sseIppY

woiy '§i4y Q67D sedwexy Pyt
e R ee——]  Sa
LA i @ yugysynsady Koaing ABIEUY
GRUDH UG @
24 ~-1e8jeg - ﬁm_ﬂ LUW_mMU—T o a0y Kalas e

. A1018H Hawied @@
Jnopoeg Xyns SXHnS SN I0ENS . ~ %\mw.-..ﬁ___ﬁ..n

Kidih e

33IniaS 1e1ateIL &
sdks das o

'G 1-H 8UNS 81IND § MN 957}

i g AEAA WHEd [EAOY 6681

| X ueR | . T OTI0Y MNIB Ul T ETY
# Buppiing

jesnol

SSAPPY EETYE:Y
I A4 A
SUAIINS ¥ SKRAR0IY €1
sejecRy B SAUNGS @
Rreukes g Bulg @
~senbes suyuo Jnok ssasosd anAsES 1BUOISND

! Mau 81} opIALId BSES]d fenuapsay

| xyge1d

&::E Mp_e_ﬂ-e.:a. “o-:nz
sungadyy xmns & . yeensg -

4 N

y oyt mso._m 1 xa um._:.

I

4

o} m:‘.c- peannbes 51 ssBIppE B18]

v 'mojeq Ju) 8SOIpPE

JUNOJDY 24109i3 U240

"1d4, Hiuv AlisS ® WIITAIOAU] JUDBIUOIAUT
nn-_._a:m.:unz._ AN LING Apyunwwog | anG g ARl

wtwd syivied £
depq oug | £N 1020 | O | jodedssy uy | ewo

‘uoneoyjdde JuNOddY
SIIJ09[F uadQ |y} 0} pajdalip 89 M noA uj pabbol eouQ — G do)s




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

Florida Power (& Light - Microsoft Internet Explorer provited by FPL Group for Company Use

Residentiel
3 Customer Service

D Brling & Paymant

D Sevings & Rebetes
B Products & Schaiohs
D Your Etectric

Service
My Aceount
B3 Accourt Summery

5 Repart Powwar
Disturbances

EPL Electricity & Our | Community Storm Center Atout
Customor | Enviconmant tnvolvoment & Safety
Open Electric Account

Doing BI:nin-on

With ¢FP

i 34
L Sitos

d forus to

address is

Pleage provida ths new service address inf ion below. A

process your online regquest.

-1

These ples show the s of an address:

Strest
Name

House/

Address Quilding # Prefix Suffix .

Suffix
Direction ¢

| ApVSulte ;

fUnlt# |

323 E Main 61 NW ARL2G | 923 \_E Man 8t

["7895 Royal PaimWay 8 7895 Royal Paim |[ Way

456

456 NVY 1 Clrcle Bulte H-15- W 1

Circle

Piease selact the zip code for your new address.
B "Required fislds

House/ Suffix

Buliding #:* Street Name:™

Prefix:®

Suf(ix Hrectlon™

|{sw Bl [ee }[sweet )]

) [7725

[None

ApvUSulte/Unit #: City"

Zip Code:

) [33156

[Miami

|37

Examples: C2,5 B, A-15, _Front
Address enterad: [7725 SW BB ST #a125

, 1
w.»Cominue | | Rasat ]

b




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.

3 Florida Power & Light - Microsoft Internel Explorer provided by FPL Graup for Company Use

A rcss.[é] htl'.-:s {lapptest. fpl.chsovmelSowwMtndCu»trola?chstpaoe—CumedPrankeSeard‘Pm

FPL.
“‘Weleome Current or Prevnous FPL Account
Bioginiloglud " Information

Residentiel
B Customer Service
E2 Biling & Peymert
B Sevings & Rebetes « the FPL Account # (if you have more than one account, please enter your main account #)
DRLICELEEITER . o AND the Social Security, Social Insurance ar Federal Tax 1D # for the account holder.
B Your Eiechic )

Service

My Account

\f you have or had an account with FPL, please provide

We will use this information to reference the account and

« open the new account(s) in the SAME NAME and
e reduce the amount of information we need from you,

FPL Account #: [9553634096
U.S. Social Socullty,m h

Canadian Social Insurance, ¢
by . Federal Tax 1D #:
B gl History raph
I) Payment History
D Select Account’
B Online Home .
Energy Sievey *Required fields

B Repert Power If you have NOT had an account with FPL, please select the name format for your new account. We
Distiabanses usa this to datermine the information we need to complete your request.

Name Format”[-Soloctono~ __ [7] e

8 OR
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Step 9 — The next step is to enter your Open Account Information and
click continue.

Florida Power & Light - Microsoft

B K

Iooks

3 i“

i

:Addross ré:l hitps:ffapptest.fpl.comisovwvenwZ{SowvmdtmiCortroier twtlastpage=ConnoctPro

viousCustPersonsiReconchationPage

B 1oy tnfLog Ot

Residental

B Customer Satvice

B Bilihy 8 Paymert

B Savings & Rebates

B Products & Solutlons

B Your Eletiric
Service

My Atcoumt

B Account Summary

‘Bray BNl
ad

B'siop Service

B Transfer Service
B gil Hictory

'_D'Setaci Accourit
¥3 Onkine Home
Energy Survey

B Reporl Power
Disturberces

Home | En Espadinol | FAQ | Cong:k Us | Site Map 1

Print this pagae
FPL Eloctricity & Our
Customer | Environment

Open Accoul

| IR

Communlty Storm Conter Aoul Doln%BuMnost
involvemont | & Safety FPL With FPL

ormation

Plaase complete tha following information.

*Required fields

Start Date:” i

Click icon 10 selact start date

&l

Ownership Typa:® l Rent-Primary Residenca

Service Used For” [ Personal

For the safoty of our employees, will you have a

Dog in the Yard?*

If we hava an existing customer at the new addtess, wa may need to verify when they are
feaving. Can you provide their first and/or Jast name?

Flrst Name:
Existing Customer: [farnundo

Last Name:

J[Vagn




Step 10 — 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)

Florida Pawer & Light - Microsoft Internet Explorer provided by FPL G for Company Use

onnectCustPersonalAccountinfoPaga

Homa § En Espaiiol { FAQ | Contact Us | Site Map Z
& Priet this pags | search > )

EPL Elogtricity & Our | Community Stotm Center About Dcln%sun!ness
Customer | Environment invoivomaont & Safsty FPL With FPL
Review Page :

Rezidential
B Customet Service
B Bilihg & Payment ® review the.information you entered to ensure it is correct, and

B sSavirgs 8 Rebstes e click Submit to complete your reguasl,
& Froducte & Solutitms

£ Your Bectrie

Plaas.a

Then, we will display a confirmation page for'you to print for your records.

fay Aceount ]
B account Summary Stan Date: 12-22.2005

Service Address: 7725 SWBATH ST#A125
Clty: MIAMI
Zip Code: 33156

Account Name: JOHN D COUJRSEN
Mailing Address:

Re . : . 7725 SWBETH ST # A125
B Select Accourt MIAMI, FL 33156
B3 Online Home
... Energy Survey
B Report Povver

Disturbances

E-mail Address: ANABELLE_CARDELLES@FPL.COM

Depasit Required; $120.00

n 6o cmnabion semese bnllin bass a rmattsd | Selart nne




Step 10 — continue - The bottom of the Review Page will allow the

customer to submit their order , cancel or start over if the information
they have reviewed is not accurate.

‘D Florida Power 8 Light - Microsoft Internet Explorer provided by FPL G
Edk ™ View : Favor o 2

roup for Company Use

ost.fpl,

Lt put —m

FPL Sites
Wolcome - - Review Page
Blogm/iogoud .

Residertial Please

B Custamer Service

B Biling & Payment = review the information you entered to ensure it is correct, and
B Savings & Rabstas  click Submit ta complete your request,

3 Products 8 Seivtions

£ Your Blechric Then, we will display a confirmation page for you to print for your records.

My Account .
B Account Summary i Start Date; 12-22.2005

Service Address: 7725 SWBOTH ST #A125
“Clty: MLAMI
Zip Code; 33156

Account Name: JOHN D COURSEN

Mailing Address:
7725 SWBATH ST # A125
B Select Atcount . MIAMI, FL 33156
oniine Haine
B-nerg;_"svx_arvay
B Repunt Power

E-mall Address: ANABELLE_CARDELLES@FPL COM
Oisturbanses i

Depasit Required: $120.00

Would you like to recelve yaur bllls by e-mail?

.—__’ |:Submit] [ Cancal] [ZStart Over..]




Step 11 — 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).

‘Di Florida Power & Light - Microsoft [nternet Explorer provided by FPL Group for Company Use
G : : avaikes " X 364 B e

Home | En Espaiiol | FAQ | Contact Us | Site Map :::
&9 Print this page | seanch s}

£PL Elactricity & Our | Community Stam Genter About |Doing Business| Family of
Customar | Environmont Involvemont | & Safety FPL With FPL FPL Sitos

Residentiol Please
B Customer Serviee
B giting & Payment « FIRST, print this page for your records, then
B Savims & Rebates, » read the important information below and -
B Producte & Sohdions o remember to tum on the breakers if you do not have service when you arrive.
B Vour Eiectric
Service
My Ateourt 4] After you print this page, click here 1o open additional accounts.
B Ascourt Summary

Account Confirmation #: 0202632271
Account Name: JOHN D COURSEN

Service Address; 7725 SW BOTH ST #A125

D Transfer Service Clyy: MIAMI

B 6 Hstory
B gl thstary Gragh Start Date: 12-22-2005

Mailing Address:
7725 SW 86TH ST#A125
Enargy Survey MIAMI, FL 33156
83 Repont Power E-mall Address: ANABELLE_CARDELLES@FFL COM

Deposit Required: $120.00 '
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