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Please place the attached Responses from Florida Power & Light Company to Staff’s
First Request for Production of Documents (No. 1) in the docket file.
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Florida Power & Light Company

Docket No. 100077

Staff”'s First Request for Production of Documents
Request No. 1

Page 1 of 1

Provide a copy of all scripts that FPL customer service representatives use when a
residential/business customer contacts them to establish electric service (see interrogatory
request 2).

Documents responsive to this request are provided as bates numbers FPL 000001 - 000044,

g Lot ro.nrTe
DOCUMENT NUMBER-CATE
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Questions UAR/FBL balance when using reopen feature

information

- Write down account number to retrieve
1302228000

Account Balance Tralned Reps:

Now that I've completed your order, [ will

research the prior halance for you. One
0 moment please while | access the account,

Non Account Balance Trained Reps:

Now that I've completed your order, allow me
to transfer you to a representative to research
the balance on your acceunt.

- Retrieve prior account

- Transfer call to Specialist

FPL - 000001




Alternative ID Required
Alternative 1D Reguired {Service OFF)

- Complete order
- Advise Deposht & Service Charge
- Do not provide Final Script
- Advise customer
Mr./Ms. __, we will not be able to place the account in your
name and connect the electric service untll we receive the
) required document. Please include the address you're moving
o leato and a centact phone number. Please call us back at
' 1.800883-7030 after you have faxed your document.

AFTER HOURS & WEEKENDS, WHEN POSID IS NOT AVAILABLE
Mr./Ms. ___, we will not be able to place the account in your
name and connect the electiic service until we recelve the
required document. Please Include the address you're moving
into and a contact phone number. Please call us back at
1800.883-7030 after you have faxed your document the next
business day.

FPL - 000002




Warning

<12441 SW 184TH ST>
Premise Risk Investigation Pending

DO HOT TAKE CONNECT ORDER - Transfer to

Premise Risk.

- After howrs and weekends when Premlise
Risk is not avallalile, have customer call the
next business day:

- Monday - Thursdays hetween 7am - 6:30pm.
- Fridays between 7am - 5pm

Warning
Premise Risk Condlition:

- Complete order Information
{This call will be transferred to Premise Risk)
M.Thur 7AM TO 6:30PM Friday TAM TO 5PM

@ Afier hours & weekends, when Premise Risk is
not availalle
- Complete order information
if power is ON
- Entes appropilate Effective Date
if power is OFF
- Entes NEXT business day {or after) for
Effective Date

FPL - 000003




Warning

Premise Risk Condition:

- Bill Deposit (do not discuss with customer)

- Validate order

- Do not provide Final Script

- Advise customer

Mir./Ms. ___, atthis time | will need to transfer
you to the representative assigned to this
account to complete yeur order. One moment
please...

- Transfer call to Premise Risk

M-Thur TAM to 6:30PM Friday TAM TO 5PM

After hours & weekends, when Premise Risk Is

not avallable

- Bill Deposit {tlo not discuss with customer)
- Validate Grder

- Do not provide Final Script

- Advise Customer

Mr./Ms. ____, the representative that will
complete your order is not avallable at this
time, they will contact you the next husiness
day to complete your order.

- lssue RITS request - Connect with Premise
Risk After Hour Condlition

FPL - 000004




Warning

Verliy 1D

- Verlfy identification entered
If SSN/SIN entered correctly - request DLN.
If DLN entered cormrectly - select Akernative
Io.

If information entered Incorrectly - re-enter.
- Press Enter

Alternative ID Reguired

Alternative ID Required (Service ON)

- Complete Order

- Advise Deposlt & Service Charge

- Do not provide Final Script

- Advise customer

Mr./Ms. __, in order to prevent the service
9 from helng disconnected, we need to receive
" the required document within 24 hours. Please

include the address you're moving lnte and a

contact phone number. Iif we recelve your FAX

before 2:00p.m., we will contact you the same

business day to confirm recelpt. If we receive

your FAX after 2:00p.m., we will contact you

the next buslness day to confirm receipt.

FPL - 000005




Verify ID

- if incorrect re-enter

- If cerrect advise customer

Mi./Ms. , since you were unable to provide us with a verifiable Soclal
Security Number o1 US Driver's License/State ID Number, it will be necessary
for you to FAX us another form of non-explred identification.

We can accept one of the following:
0 - US Driver’s License or State ID (if available}
- Passport (info & picture page)
- Allen Registration Card (Green Card) or Werk Penmit
- Visa (Permit To be in Country)
- US Birth Certificate with your Social Secuslty Card
- US Mititary picture 1D

Please address your FAX to: FPL.ID Verification, and our toil free FAX # is
1-866.523-1383

- Complete Order

FPL - 000006




<1911 CLEMATIS ST>

Meter Needs to be Set:

- Advise customer

Our records indicate that your new home/apt
requires a meter to be installed. We nonmally
0 can Install the meter within 1.3 working days,
providing your builder, electrician and FPL

have completed all the necessary work,

Please make sure the meter area Is accessible

and all clicult breakers are turned to the off

position so we can safely install your meter.

- Complete order

<3218 NE 7TH PL APT 2 APT R>
- Complete Oider and Advise Customer

Our records indicate an Inspection is required

‘ for your new home/business. This inspection is

0 provided by the municipality or county that

” your new home/business s located in. Once
we teceive confirmation that the inspection
has been Issued, we can normally connect
selvice within 1-3 working days providing yotn
bullder, etectrician and FPL have completed
all the necessary work.

FPL - 000007




Warning

STOP!
Must call CIC to cancel pending Disconnect
before continulng with order.

FPL - 000008




SOSN 211

<516 NW 114TH AVE APT 103>

Our records Indicate that our reventie
protection department must handie orders on

0 this account, You may call them te complete
your order at 18005286621 option 8. They are
avallable Monday through Frlday from 9 am to
5 pm. | am sory | was not able to complete
your request today, thank you for calling.

FPL - 000009




CP
Warning

X]

Special Cut

1, Call CIC for connect time frame (CIC will
issue Special Connect ticket)
@ 2. Adlvise customer of time frame
3. Note remarks - adv cust of time frame
4, Select No Field Action in Meter Speclal
Request area
5. Complate otder

FPL - 000010
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GC

Warning

<3601 SW T17TH AVE APT 204>
Meter Needs to he Set:

- Advise customer

Our records indicate that your new home/apt
requires a Ineter to be installed. This will take
approximately 1-3 business days to complete.
Please make sure the meter can is accessible
and all clrcait breakers are turned to the off
position so we can safely install your meter,

- Type remarks - Advised cust 1.3 business dlays
to set meter
- Complete arder

FPL - 000011

1]



Disagree with UAR address

After completing your application for service, 1
will transfer you to someone that can
investigate why there s an account in your
name with a balance.

Mon - Friday 8AM TO 5PM

After hours & weekends, when Premise
Research not available

- Complete order Information

- Remove delay for documentation

- Advise customer

After completing your order | will provide you
with a phone numbher of a specialist that can
investigate why there is an account in your
name with a balance,

FPL - 000012

12



Advise

>Advise customer of deposit

>Submit order

>Provide Final Script>

Advise customer

At this time | will transfer you to a representative to iliscuss the prior halance we show
in your name. It is impostant that you remain on the line to speak to this
representative to ensure this halance Is not transferred to your new account if you are
not responsible. One moment please...

>Transfer to Premise Research

Mon - Friday 8AM TO 5PM

After hours & weekends, when Premlse Research not availahle

> Do not wransfer to Premise Research

> Advise customer of deposit

> Submlt order

> Advise customer

Our records show there is a prior balance in your name. I is important that you call
1888186 4849 the next husiness day to speak to a representative to ensure this
halance Is not transferred to your new account if you are not responsibie.

> Provide Final Script

-m
i s =

FPL - 000013
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BB Deposit Scripts Yiewer

i Exiilmn Bepoﬁith? L o).
Depnﬂt reqmremenﬁs t:an valy hased an
| your nvarall ::redit histony B

: ."Exp!nin Depasit _

:; (The: required- epos 1 amoum isthe _

| expected cost-of 2- menths electrlcl:y at this
| premise when occupied. .

B customsl asks‘ The expected cosi Is

1{ hased-on acuml electﬂc wsage When
_'-occupietl

| ##-customer Bigpu ouil .
| After 12-months of. ervice, lf ynur deposh
| excesds yourtwo month. average: bl
please call us: back 10 request an excess,

FPL - 000014




B8 Deposit Scripts Viewer |ZH§||_—)SJ

1 -Exphin Why Depcsit ﬁamw! Ba Waiveil

| 80) o 05 3
' ;Ynur overall. credit: hu:to:y does fiot allnw g
| usto walve your depnsit atthistime.
; _'_Exjrhhl ' Permission:
| The Fdir Credit Reporting Act allows us to
| access your credit information wthout .~
: f,permlmion since you initiated an_

_apphcafmn for electm:s_emce This mquuy%

.....

ﬁisecure credlt ln the future

Exit

FPL - 000015




BB Deposit Scripts Viewer

1 Tha depasst requlred far ﬂus addre@s :s ' Ty
'}S_ . The: depusit statemant wull bhe -

{ mmled upcn connection of semca and ﬂre
deposlt will hecome past due 10 days aﬂe !
; fthe account'is established.

A e_knuw paying a deposﬂ can be a’
burden, Iwuu!ﬂ Iike 1o point out thal ynur :
pa:d depnsn will eam §%: mterest after 6
; ..mnnihs of. cnntmuous service: am! the '
1 'iniarest will ha credited to your accouut L

j_i-'lu addmon. e wi[t credit iha depusit to.
; ::your account ufter 23 months of proampt
__;paymem orif. you close the account. prior

FPL. - 000016




M Deposit Scripts Viewer

Explain Why Bb;msh C*‘nmml Bel :saivetl '
Your overall credit history does nui allnw
' us to waive your deposlt at this ilme

' '-E)gplmn ‘Beimsit Amoum
: 'Tho requlretl deposn amoum is the

;imsetl on ac‘lual alectrlc usage When =
.occupled I

FPL - 000017
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] Depos:t Scnpts Viewer

A deposlt in the amoum of$ I
{0 be paid pﬂor to the cnnnecﬂun -i".
‘service.’ : S

7= MW' P"Wlde ynu wnth opimns fnr makmg -:'

;-‘the deposit payment"

1 p,;,yggem .{Rememhel £ ) adwse cusmmer

'-of convemance fee H a;xplicable)

| _'-_We know paymg a depnsit can be a |

! burden I would lake 10, pnmt nut that yaur
pald deposit w]li earmn B% mterest after 6

FPL - 000018

I8




B [icposit Scripts Viewer

: '_"interest wi!l be credi!ed to ynur account
1 annually :

: ;lu addmon, we will tredlt the depnsﬂ. to
;__your account nfter?:i mnrﬂ - of

1 paymeni of Ifyou should close the :- o
_'account prmr io ihaﬂlme A

: _“anﬂa’ln W»hy Bs&p asit Camwt Be Wmvexl

f:: : Y'our overall credit history does noi a!low =1
| ‘us to wnlve ynur dapaﬂl at thls ilme

FPL - 000019




i [eposit Scripts Viewer

Imttal iner ..FF |

| Explain Deposht Amaunt -

1 The required deposit. amountisthe .
| expected cost of 2 months elocttlcily at ﬂlis

| -premise when occupledl. ]
| I custemer-asks: The expec!ed cost 'is o

| based on acﬂml elec‘lrlc usage when

: .-occupled :

| Custoumr Iispuses Bﬂ]msﬁ Aﬂm mu

| Aftex 12 mionths of sew"ioe. Ifyour de;msh
_’: :excae(ls your two momh average bill, -
please call us backto mquest an: exr.oss'
| Aleposit refund.

FPL - 000020

20



B Deposil Scripts Viewer

ABP Reduce - OFF

A depositin the amount of § will
need to be paid prior to the connection of
yous electric service,

| However, you qualify for our special FPL
Automatic Bill Pay Reduced Deposit
option. We will send an application with
your daposit hill. If you choose to enroll,
1 FPL can reduce your.depositto §_
after your enraliment is processedl.

but the deposit will still -lIéEd to be paid
prior to the connection of service}

*If customer requests more information

{Emrolling for ABP on FPL.com is an option,

Bl

 Exit

RES Englis‘h;.REs SP}"“"“iﬁRES.Cfeﬁle; ==l

“ABP Reduce - OFF

-----

| ABP ‘Rét‘ltlge_ -ON

[[ABPWaive -ON

i lExptain Deposit

il GG Refund Alternative |

il Anitial - Power OFF

ol

‘Initial - Power ON _

Inltial - Waive .-

'-?LNli'lliniyEfR#?t'luctiml‘
e :

Ml Temporary Account
: _

Transier Dep Trito Up

FPL - 000021
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B Deposit Scripts Viewer

:'stnrﬂug service, |

'_ E:qﬂaiu Depesit Am&u 1t

:-applicaﬂon is tlue wlthin 10 ﬁays-f .m

] 'The required deposh amounﬂs fhe: o

FPL. - 000022

22



88 Deposit Scripts Viewer

: i?bnsetl on: actual e-Iec‘trlc usago when
) -occupled ' :

: _fif Custoum Erispums Beqmsit mnmim o

E pleﬂse call s back to reques_an excess
1 depositrefllllcl e e

FPL - 000023
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M Deposil Scripts Viewer

ABP Reduce - ON

"“S==JRES English RES Spanish fRES Creole

| The deposit |'équlte(! for this address Is
% and it will become past due 10 days .
after the account Is established. However,

‘ you qualify Tor our special FPL Automatic
| Bill:Pay Reduced Deposit option. We will

1 send an application with yom deposithiil

| oryou-can enioll at FPL.com. if you

choose to enroll, FPL can reduce your

1 depositto §_ after youi -enrollment s
processed.

{ *If customer requests more Information
ahout ABP piease advise:

With FPL Automatic Bill Pay, yogll'.payllielyt 14

[+

is withdrawn from your bank account each {+] 1l

{lliABP Reduce - OFF |
‘ABP Reduce - ON 1

| |nBPWaive -OFF |

1Al?‘PVin]Ve_ ﬁN J

| Explain Deposit |

BG Refundl Alternative |

i nigial - inar DN ‘

Tampnrmy Account

|
-}
|
]
]

Tmnsfet Dep ‘I‘rue Up

Exit B

\nftial - Power OFF |

FPL - 000024
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M Deposil Scripts Viewer

ABF’ RédUCe - GN -

s withcllawn flom your hank accoum each | E ;

momh The hest: pan is you‘ll neverhave to | |-
] -wﬂte a check of worty lfyourpaymentwlli - e :
1 reach us on time. Ifyou enro" stay-on the | -ABP Reduce -:ON I .
{ program for oive year- and your account f : F;EPW“M* DFF I

| rematns in good standing, you can aveid | | #7 :
'f paying an additional ileposit, We wll! send ]
“an appllcmion with your deposit i, The

| feill deposit or application with reduced 7
deposit is due within 10 days ftom starﬂng }
; .solvlce

mxplaln Deposll : EE
f ZG,Refuml Al‘lamaﬂw; |
_ '-owar OFF

1 Explain: Deposn Ammmt .
The required deposit amount is the

| expected cost of 2 months electricity at: thls
premise when occupietl

"RES English [RES Spanish BRES Creole P

Exit

FPL - 000025

25



B Deposit Scripts Yiewer W L

Ea-tplaain DepositAmennt e
; 'The requlred (Iepo_sit nm""" tis

; excemls yom two mosnth averraye h_

i "plaase call-us hack to request an: excess _
: .-{!eposlt refuml ' <

Exit

FPL - 000026

26



M Deposit Scripts Yiewer

[BES

'ABP Waive - OFF

| need to be pald pilor to the connection of
: your electric ser’vic_e.

3 'However, you quallfy for our special FPL
Automatic Bill Pay Deposit Watver opﬂon

: -Atlépbs’it'in ﬂl_e_émntll_ii of §_  will RE | iz

ABP Reduce - OFF'
ABP Retluce GN

| We will send an app!icat_lon_ with your

| depositbill. Ifyou choose to enroll within
| 10 days, we wiil refund your deposit after

{1 your enreliment is processed.

| ‘but the deposit wilt still-need to be paid -
{ -priorto the connection of service)’

| *if customer requests more information

RES English BRES Spanish HRES Creole =

JExit

j ||Enrollin.ngor ABP on FPL.com’ls an option; { | ' _
i Milhaly Reﬂuction ]

Tempnraly Account |

?l':la.nsfer:De-p True Up |

FPL - 000027
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M Deposit Scripts Viewer

i customer iequests more inf
almm ABP please advlse

IE8(=1i

:;:reac'h us on time, If
'_gprogmm for one ye'

'_':-appllcﬁtion ts Ilue Mthin 10-iiays fl om.” o
'starting servlce '

| Expiain Iﬁfé_p'os‘i:l;ﬁdniééyi! BT

FPL - 000028

28



88 Deposit Scripts Viewer

ABP Wawe OFF

'_ --Ex;ﬂmn Da{msii Amount

1 The required deposit amount Is ﬂae

| expected cost of 2. months electllclly at this
1 premise when occupied :
1f.customer asks: The expecte;! costis
based on actial electric usage when

{ occupied.

{ W Custom&t Disputes Deposii Ammmt :
1 After 12 months of sewice, If your ileposit '
{. exceeds your two month average il

1 please call us hack to lequest an- excess

| deposit refund

Tra _sferbep Tme Up

FPL - 000029




B Deposit Scripts Viewer

| The deposit tequired for this mldress Is
L anditwill become past due 10 days
aﬂel the account’is esiabllshed Howmmr,
} -you qualify for our specia] FPI. Automatlc
1 Blll: Pay Depos!t Walver. option. We will
send an applicaﬂon ‘with your deposli I)II!
{ or you can enroli at FPL. com. If you
| choose to enroll we will: reiund your

' deposlt after yom enlollmem Is: processad

1 “li customer sequests mor_e:h_ﬂor_ma;t_lbn
| about ABP please aivise:

| With FPL Automatic Bill Pay, your ]i'éyliiélit "
s wlﬂulnwn from yow hank account each
' momh The hest pan is you (8 never: have to

ﬁ "J

ABP Waive - ON

[l ABP Reduce ~OFF ]

ABP Reduce - ON ]
ABP Walve DFF

~ Exit

|| ErErr—

Mllitaly Retlucilon ]

Temporary Account

Transter Dep Trie _Up 1

FPL - 000030

30




M Deposit Scripts Viewer

ABP Waive - ON
“month. The best part is ybn"ll never have to [#] - _ -
| write a check or worry H your pwment wﬂl . ABPRe&nceDFF | ];]':ﬁ
reach us on time. If you. emoll ‘stay on the | | Hiffle———me————y.
program for one year and.your account SR ﬁ__B.:P_-;Rpﬂucg'z-.Q-N i J
| remainsin good standing, you can aveold | | [ ABPWalve - 'DFF L ]
paylng an mhlliiona‘l.il&[)'béh.‘We"wii']'_éeili'l 1 'i\ P'Wnive DN ] ]
| an application with your deposit: bl The E
full deposit or application is due whhln 10
| days from starting service,

| Explain Deposit Amount
| The sequired tleposit amount Is the

1 -axpected cost of 2 months electricily at thls
premise when occupied:

| ¥ customer asks: The expected cost Is
hased on actual electric usage whqn_

Exit

FPL - 000031




M Deposil Scripts Viewer

] :'5please cali us back to_requ'esl an excess :
: 'f_tleposit refund ’

FPL - 000032
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M VAPORS

-introduction

EENGL!SH -Vapors- imnsfemcrrpt

[R8. [P «’Mls. ___your order 10 connect service i is now complete Please allow me
to transter you for your order. confinmation number, and thank you for calling
FPL. It has heen my pleasure to assist you.

: ‘SPAHJSH ~-Va-|mlzs‘ﬂ:ansfer SCIpt

Sr./Sta. __,a orden para conectar el selvicio electllco ha sido pmcesath

- -‘Permltame ahom pasarie al: tlepanamemo que’fe dara su nuniero de.

{ confirmacion. En nombre de FPL, yracias: poi su Hamada. Ha side un placer
heberle atendido, : '

@ Transferred To Sales Rep
O Transfer to othér depantment | Qualifies for:
O Same Customer NPD CMC SSP
Q Not Deciston Maker
O Other

Factcard

FPL - 000033
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Connect
Script Type

Premise Type

Name of Script

Language

Scrpt

Final Scripts

Commercial

commercialConnect

creole

IF TRANSFER\P&mat mwen voye-w ou lot kolé peu nouvo mMméwo badwo a. Mési deské-w té rélé
FPL's Business Care Center. Sété youn plézi pou-m sévi-w. WF ND TRANSFERWPeméat mwen ba ou
niméwe badwo a. Niméwo hodwo a sé %. Masi déské.w 1 rélé FPL's Business Care Center, Sété
youn plézi pou-m sdvi-w.

Final Scripts

Commercial

commercialConnect

english

IF TRANSFERAllow me to transfer you for your new Bili Account number. Thank you for calting
EPL's Business Care Center, it has been my pleasure to assist you.WIF NO TRANSFER\Aflow me to
confimn your order by providing you with your new BIll Account number. Wouid you like that number
now? The number is %. Thank you for calling FPL's Business Care Center, it has been my
pleasure to assist you,

Final Scripts

Commercial

commercialConneact

spanish

IF TRANSFER\Permitamea transferisiofla para que pueda recibir su nuevo numero de cuenta.
Gracias por amar a el servicic de negocios de FPL, ha sido un placer asistirle. \WF NO
TRANSEER\Parmitame que confirme su onden dindole su nuevo nimero de cuenta. Quisiera este
nimero de cuenta? El nimere es %. Gracias por llamar a ! serviclo de negoclos de FPL, ha sido
un placer asistirle.

Final Scripts

Commercial

noServiceChargeSummary

creole

Mr./Mme. %1 Nap voyé prémyié bodwo a %2.

Final Scripts

Commercial

noSenviceChargeSummary

english

Mr/Ms. %1, your first bill statement will be %2.

Final Scripts

Commercial

noServiceChargeSummary

spanish

En resumen, St/5ra. %1, su primer astade de cuenta sera en %2.

Final Scripts

Commercial

pacPremiseSutmmary

crecle

Sonjé, nap bhrwen 1-3 jou travay peu-n mété kouran-an apré nou résévwa déniyé lisans lan.

Final Scripts

Commercial

pacPremiseSummary

english

Remennber it wifl take 1-3 working days to activate your service once we receive the Certificate of
Occupancy.

Einal Scripts

Commercial

pacPremiseSummary

spanish

Recuerde que tomara 1-3 dias laberales para activar su servicio en su nombre en cuanto recibamos
el certificado de ocupacién.

3nal Scripts

PED

Commercial

powerOfSummary

creole

Sil vou ple, pa mezi de prekosyon mete tout breke nan bwat fizib la “GFF epi asure nou genyen
rantre lib kote konte an ys. Ou pa bezwen narn kay lan pout nou konekte kouran an.WSAME DAY er
PRIOR EFFECTIVE DATEVAvan 2pm - Nou pra'l fe tout efo pou konekte kouran ve minwi aswe
an.\*Apre 2pm- Nou pra’l fe tout afo pou konekte kourar ve minwi nan jou travay ka'p vini apre jodi
2 WFUTURE EFFECTIVE DATEV"Nou pral fe tout efo pou nou konekte kouran ve minwi nan jou ki
dat efekiiv lBWF DEPOSIT IS REQUIRED PLEASE ADVISE\Pou nou kapab konekte keuran nan dat|
3, ou dwe peye depo an avan 2pm oubyen avan dat efefdiv 12.\\{Please also remind customner of
any documentation reguirements if applicable)\\Note: When Equifax is down, advise customer
deposit will be billed and remember to remove the deposit delay code if applicable WEske ou genyen
kesyon sou tan pou konekte kouran an7\Mande le li nesese cubyen si ou dwe mande.

Final Scripts

Commercial

powerOffSummary

english

In erciear to safely cennect your meter, please turn off all circuit breakers and ensure access to the
mieter area. You will not nead to be at the property in order for us to connect your service. WSAME
DAY or PRIOR EFFECTIVE DATE\"Before 2pm - We will make every effort to have the service
connected by ridnight tortight WARer 2pm - We will make every effort to have the service
connected by midnight the following business day WFUTURE EFFECTIVE DATEV"We wili make
every effort to have the service connected by midnight of (order effective date).\\F DEPOSIT IS
|REQUIRED PLEASE ADVISEUN order to have your $ervice connected by the timeframe provided,
your deposit payment must be received by 2pm en or befor® the date of your order.\(Please also
remind customer of any documentation requirements i applicable)l\Note: When Equifax is down,
advise customer deposit will be bifled and remember to remove the deposit delay code if
apphicable WDO YOU HAVE ANY QUESTIONS ON THE TIMEFRAME Vf applicable OR
REQUIREMENTSWTO HAVE YOUR SERVICE CONNECTED?
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Connect Premise Type |Name of Script Language |Script

Script Type

Final Scripts Commercial  |powerOffSummary spanish Para conectar su metro contador de una forma segura, apague todos los interruplores de los
circuitos y aseglrese de que se pueda acceder 2l 4rea del metro contador. No es necesario que se
encuentre en |a propiedad para que conectemos el servicio WSAME DAY or PRIOR EFFECTIVE
DATEV'Before 2pm - Haremos todo lo posible para que el servicio quede conectado a la
medianache de hoy.\WAfter 2pm - Haremos todo lo posible para que el servicio quede conectado a
Iz mediznoche del siguiente dia laborat WWUTURE EFFECTIVE DATEVHaremes todo o posible
para gue ei servicio quede conectado a la medianoche del (fecha en que entra en vigencia e
pedido).WF DEPOSIT IS REQUIRED PLEASE ADVISE\Para que realicemos la conexitn del
servicio en el periodo que se indict, debemos recibir el pago del depdsito a las 2 p. m. de la fecha
del pedido o antes.\{Please also remind customer of any documentation requirements if
applicable)WNote: Si Equifax estd sin sistema, informe al cliente que e depésito sera facturado y
recuérdele retirar el codi igo de retraso de depéslte si oorresponde \\GTIENE ALGUNA CONSULTA

_ _ {QBRE FL PLAZOVf apolicable '

Final Scripts Commercial |powerOnSummary creole

Final Scripts Commercial _|powerOnSummary english

Final Scripts Commercial jpowerOnSummary spanish

Final Scripts Commercial |serviceChargeRRDSummary [creole Me./Mme. %1 wap péyé $%2 pou sévis la nou mété. Lap parét sou prémiyé bodwo a selman, lan
dat.

Final Scripts Commercial |serviceChargeRRDSummary |english Mr/Ms. %1, there will be a one time service charge of 3%2 that will appear on your first bill
statement.

Final Scripts Commercial serviceChargeRRDSummary spanish Sr.fSra. %1, habra un carge de $%2 que aparecera en su primer estade de cuenta.

LEinal Scripts Commercial |serviceChargeSummary creole Me./Mme. %1 wap péyé $%2 pou sévis la nou mété. Lap parét sou prémiyé bédwo a séiman, lan

Ly dat %3.

inal Scripts Commercial serviceChargeSummary english MrMs. %1, there will be a one time service charge of $%2 that will appear on your first bill statement
= %3,
inal Scripts Commercial serviceChargeSummary spanish Sr./Sra. %1, habra un cargo de $%2 que aparecera en su primer estade de cuenta %3,
nal Scripts Residential noOfferSalesSummary creole Pémét mwen ba ou Rouvo niméwo bddwo a, Nouvo niméwo bodwo a sé %, Mési anpil paské-w té
rélé FPL. Sété plézi mwen pou-m i€ édé-w.

Final Scripts Residential noOfferSalesSummary english Allow me to confirm your onder by providing you with your new Bilt Actount number. Would you Tike
that number now? The number is %. Thank you for calling FPL, it has been my pleasure to assist
you.

Final Scripts Residential noOfferSalesSummary spanish Permilame que confirme su orden déndele su nuevo nimero de cuenta. Su nueve numero de
cuenta. Quisiera este nimero de cuenta? El ntimero es %. Gracias por llamar a la FPL, ha sido
un placer asistife.

Final Scripts Residential __ [noServiceChargeSummary  [creole Mr./Mme. %1 Nap voyé prémyié bédwo a %2.

Final Scripts Residential noServiceChargeSummary  [english |MriMs. %1, your first bill statement will be %2,

Final Scripts Residential noServiceChargeSummary  |spanish St/Sra. %1, su primer estade de cuenta sera en %2,

Final Scripts Residential offerSalesSummary creple IF TRANSFERP&mat mwen konekté-w ak ou 16t mounn kap pral ba ou nouve niméwo badwo a.
Mési déské-w té rélé FPL. Sété youn plézi pou-m sévi-w.WIF NO TRANSFERWP&meét mwen ba ou
nouvo niméwo bodwo a. Eské-w ta renmen niméwo a kouniyé a? Niméwo a sé %. Mési deské-w t&
rélé FPL. Sété youn plézi pou-m sévi-w.

Final Scripts Residential  {offerSalesSummary english IF TRANSFERllow me to transfar you for your iew Bill Accound number. Thank you for cailing

FPL, It has been my pleasure to assist you.WF NO TRANSFERWIlow me to confirm your order by
providing you with your new Bill Account number. Would you like that number now? The pumber is
%. Thank you for calling FPL, it has been my pleasure to assist you.
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Premise Type

Name of Script

Language

Script

Final Scripts

Residential

offerSalesSummary

spanish

IF TRANSFERPemmitame transferiflofla para que pueda recibir su nuevo numero de cuenta.
Gracias por Harar a ja FPL, ha sido un placer servirle WIF NO TRANSFERWPermitame que confirme
su orden dandole su nueve nimero de cuenta, Quisiera este nimero de cuenta? El nimero es %.
Gracias por Hamar & ia FPL, ha sido un placer asistirle.

Final Scripts

Residential

pacPremiseSummary

créole

Sonjé, nap bézwen 1-3 jou travay pou-n limen kouran-an apré nou résévwa déniyé lisans lan.

Final Scripts

Residential

pacPremiseSummary

english

Remember it will take 1-3 working days to activate your service once we receive the Certificate of
Occupancy.

Final Scripts

Residential

pacPremiseSummary

spanish

Recuerde que tomara 1-3 dias laborales para activar su servicio en su nombre en cuanto recibamos
el certificado de ocupacién.

Final Scripts

Residential

powerOffSummary

creole

Sil vou ple, pa me2} de prekosyon mete tout breke nan bwat fizib 12 "off”; epi asure nou genyen
rantre lib kote konte an ye. Ou pa bezwen nan kay lan pou nou konekte kouran an WSAME DAY or
PRIOR EFFECTIVE DATEV*Avan 2pm - Nou pra'l fe tout efe pou konekie kouran ve minwi aswe
an\"Apre 2pm- Nou pra’l fa tout efo pou konekte kouran ve minwi nan jou travay ka'p vini apre jodi
a\WUTURE EFFECTIVE DATEV"Nou pral fe tout efo pou nou konekte kouran ve minwi nan jou ki
dat efektiv [aNIF DEPOSIT IS REQUIRED PLEASE ADVISEPou nou kapab konekte kouran nan dat
32, ou dwe peye depo an avan 2pm oubyen avan dat efektiv [a.\\{Please also remind customer of
any documentation requirernents if applicable)\\Note: When Equifax is down, advise custorner
deposit wili be billed and remember to remove the deposit delay code if applicable \\Eske ou genyen
kesyon sou tan pou konekie kouran an?Wande le li nesese oubyen si ou dwe mande.,

@al Scripts

9€0000 - 1

Residential

powerOffSummary

english

In order to safely connect your meter, please turn off all circuit breakers and ensure access to the
meter area. You will net need to be at the property in order for us te connect your service WSAME
DAY or PRIOR EFFECTIVE DATE\*Before 2pm - We will make evary effort to have the service
connected by midnight tonight W*After 2pm - We will make every effort to have the service
connected by midnight the following business day WWUTURE EFFECTIVE DATEVY"We will make
every effort to have the service connectad by midnight of (order affective date). WIF DEPOSIT IS
REQUIRED PLEASE ADVISE\n order to have your service connected by the timefrarme provided,
your deposit payment must be received by 2pm on or before the date of your order.\{Please also
ramind customer of any documentation requirements if applicable)\Note: When Equifax is down,
advise customer deposit will be billed and remember to remove the deposit delay code if
applicable WDO YOU HAVE ANY QUESTIONS ON THE TIMEFRAME\T applicable OR
REQUIREMENTSWTO HAVE YOUR SERVICE CONNECTED?

Final Scripts

Residential

powerOffSummary

spanish

Para conactar su metro contador de una forma segura, apague todos los interruptores de los
circuitos y asegurese de que se pueda acceder al drea de! metro contador. No es necesario que se
encuentre en [a propiadad para que coneclemos el servicio WSAME DAY or PRIOR EFFECTIVE
DATE\*Before Zpm - Harermnos todo lo posible para que el servicio quede conectado a ka
medianache de hoy. \\""After 2pm - Haremos tode lo posible para que el servicle quede conectado a
la medianoche del siguiente dia iaboral WUTURE EFFECTIVE DATEV*Haremos todo lo posible
para que & servicio quede conectado a la medianoche del (fecha en que enfra en vigor el
pedido), MF DEPOSIT IS REQUIRED PLEASE ADVISE\

Para que realicemos 1a conexion del servicio en el plaze que se indicd, debemos recibir el pago del
depésito a tas 2 p. m. de la fecha del pedido ¢ antes.\(Please also remind customer of any
documentation requirements if applicable)\Note: When Equifax is down, advise customer deposit
will be billed and remember to remove the deposit de[ay code if applicable.;, TIENE ALGUNA
CON A SORR PLAZO\T soplicable O A N REQ RE LA

.- -

Final Scripts

Residential

powerOnSummary

creole
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Connect Premise Type |Name of Script Language |Script

Script Type

Final Scripts Residential powerQnSummary english

Final Scripts Residential powerOnSummary spanish _

Final Scripts Residential serviceChargeRRDSummary |creole Me.Mme. %1 wap péyé $%2 pou sévis la nou mété, Lap parét sou prémiyé bodwo a sélman, lan
dat,

Final Scripts Residential serviceChargeRRDSummary english Mr/Ms. %1, there will be a one time service charge of $%2 that will appear on your first bill
statement.

Final Scripts Residential serviceChargeRRDSu mmary jspanish Sr./Sra. %1, habra un cargo de $%2 gue aparecera en su primer estado de cuenta,

Final Scripts Residential serviceChargeSummary creole Me_/Mme, %1 wap péyé $%2 pou sévis la nou mélé. Lap parét sou prémiyé bédwo a sélman lan dat
%3.

Final Scripts Residential serviceChargeSummary english MriMs. %1, thers will be a one time service charge of $%2 that will appear on your first bill statement
%3.

Final Scripts Residential sewiggCharaesummaw spanish Sr./Sra. %1, habra un cargo de $%2 que aparecera en su primer estado de cuenta %3.

Final Scripts Residential tugSummary creople Sonié, nap hézwen 1-3 jou travay pou-n mété kouran-an Sou non-w aprée nou résévwa déniyé lisans
lan.

Final Scripts Residential tugSummary english Remember it will take 1-3 working days to activate service in your name once we receive the
Certificate of Occupancy.

Final Scripts Residential tugSummary spanish Recuerde que tomnara 1-3 dias laberales para activar su servicio en su nombre en cuanto recibamos
el certificado de ocupacion.

Fraud Scripts Residential  [orderinfoFirstFraud english Credit File Research Condition
“Mon-Fri 8AM to 5PM

o - Complete order information

':" {This call will be transferred to Premise Research Depariment}

(=]

8

o *After hours & weekends, when Premise Research is not available

ﬁ - Complete order information

If power is ON

- Enter appropriate Effective Data

If power is OFF

- Enter NEXT business day (or after) for Effective Date
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Script Type

Premise Type

Name of Script

Language

Script

Fraud Scripts

Residential

orderinfoDepositWaived

english

Credit File Research Condition

*Mon-Fri 8AM to 5PM

-Complete order information

-Do not discuss deposit requirernents with customer
-Validate order

-Do not provide final script

Advise customer:

Mr/Mrs.___, at this time | will need to transfer you to the representative
assigned to this account to complete your order. One moment please...
-Transfer call to Premise Research Department

*After hours & weekends, when Premise Research is not available
-Complete order information

-Do not discuss deposit requirements with customer

Validate order

-Do not provide final script

Advise customer

Mri/Mrs___, the representative that will complete your order is not available

at this time, they will contact you the next business day to complete your order.

~Submit order AND Issue RITS request "Connect with Credit File Research After Hours Condition”

ud Scripts

ssgtloo -1dd

Residential

depositinfoSecondFraud

english

Credit File Research Condition

*Men - Fri 8AM to SPM

-Bill Deposit (do not discuss with customer)

-Validate order

-Do not provide final script

Advise customer:

Mr./Mrs.___ . at this time ! will need to transfer you to the representative assigned to this account to
complate your order. One moment please...

-Transfer call to Premise Research Department

*After hours & weekends, when Premise Research is not available

-Bilt Deposit {do not discuss with customer)

Nalidate Order

-Do not previde Final Script

-Submit order AND Issue RITS request "Connect with Credit File Research After Hours Condition”
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Connect Premise Type [Name of Script Language |Script

Script Type

Equifax Scripts Residential equifaxDeceased english The social security number you have provided cannot be used to complete this order.
If you have questions or concemns about this information, please contact Equifax at 1-888-259-2983
to inquire on the status of your credit file.

Equifax Scripts Residential equifaxCreditFreeze english The social security number you have provided cannot be used to complete this order,
i you have questions or concems about this information, please contact Equifax at 1-888-259-2683
1o inquire on the status of your credit file.

Process Scripts Residential  [noSsnMessage english ***Cannot reconcile to an account that has ne SSN on record™
New connect order must be taken using the new customer path.
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Script Type {Process Premise Type IEmalI Criteria Name of Languages Script
Serl
Mr./Mrs. could you please spell the email address that you would like to use for this
taceount?
*If cusiomer does not have email address to provide, click proceed with the email field
Email Address Initial Scripts | Connect Residential NoEmail English blank
Mritdrs could you please spell the primary business email address that we should
have on record?
*If customer doas not have email address to provide, click proceed with the email field
Email Address Initial Scripts |Connect Commercial NoEmail English blank
Mr./Mrs. ___ Our records indicate we have an email address on record. Could you please
verify the spelling?
*if customner cannot recalt email on record then obtain new email address if possible.
OR
Email Address Initial Seripts | Connect Rasidential ExistingEmail English "If customer ne longer wants to provide an emall, click proceed with the email field blank.
Mr.Mrs. ___ Our records indicate we have an email addrass on record, Could you please
verify the spelling?
*If custorer cannot recall email on record then obtain new email address if possible.
OR
Email Address Initial Scripts |Connect Commercial ExistingEmail English *If customer no lenger wants to provide an email, click proceed with the email field biank.
Before | complete your request, do you have an Email address you would like to provide?
*If custorner does not have email address to provide, click proceed with the emait field
Email Address Initial Scripts _|Bpo Residential NoEmail English biank
Bafore | complete your requast, could you please spefl the primary business ermail
address that we should have on racord?
*If customer doas not have emait addrass to provide, click proceed with the email field
Email Address Initial Scripts |Bpo Commercial NoEmail Engtish blank
Before | complete your request, could you please confirm the spelling of the email address
on record?
*if customer cannot recall email on record then obtain new emall address if possible.
OR
Email Address Initial Scripts |Bpo Residentiat ExistingEmail English *If customer no fonger wants to provide an email, click proceed with the email field blank.
Beafore | compiete your request, could you please confirm the spelling of the email address
on record?
*i customer cannot recall email on record then obtain new email address if possible.
OR
Email Address Initial Scripts |Bpo Commercial ExistingEmail English *If customer nio longer wants to provide an email, click proceed with the email field blank.
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Script Type

Process

Premise Type

Email Critetia Name of
Script

Languages

Script

Email Address Initial Scripts

Rits Follow-Up Type

Commercial

ExistingErmail

English

Mr./Mrs. __ Our reconds indicate we have an email addrass on record. Could you please
verify the spelfing?

“If customer cannot recall email on record then obtain new email address if possible.
OR
*If customer no lenger wants to provide an email, click proceed with the email field blank.

Email Address initial Scripts

Rits Follow-Up Tyge

Residentiat

ExistingEmail

Mr.Mrs. ____ Our records indicate we have an email address on record. Could you please
verify the spelling?

*If customer cannot recall email on record then obtain new email address if possible.
OR
i customner no fonger wants to provide an email, click proceed with the email field blank.

Email Address initial Scripts

Rits Follow-Up Type

Commercial

NoEmail

English

Mrivrs could you please spell the email address so that we may update our records
and issue this request?

*If customer does not provide email
Click proceed bution with email field blank

Email Address initial Scripts

Rits Follow-Up Type

Residential

NoEmail

English

Mr/Mrs could you please spell the amail address so that we may update our records
and issue this request?

*If customer does not provide email
Click proceed button with email field blank

Email Address inifial Scripts

Email Address Initial Scripts

Rits ABP

Commercial

ExistingErmail

Mr./Mrs. ___ Our records indicate we have an email address on record. Could you please
verify the spelling?

*If customer cannot recall email on record then cbtain new email address if possible,
OR
“If custemer no longer wants to provide an email, elick proceed with the email field blank.

Rits ABP

Residential

ExistingEmail

English

Mr.fMrs. ___ Our records indicate we have an email address on record. Could you piease
verify the spelling?

"If customer cannot recall email on record then obtain new emait address if possible.
OR
*If customer no longer wants to provide an email, click proceed with the email field blank.

Email Address tnifial Scripts |

[Rits ABP

Commercial

NoEmail

English

MriMrs could you please spell the email address so that we may update our records
andg issue this request?

*if customer does not provide email
Click procead with the email field blank

Email Address Initial Scripts

Rits ABP

Resigential

NoEmail

Engiish

Mr/Mrs could you pleasa spell the email address so that we may update our records
and issue this request?

*If customer does not provide smail
Click proceed button with email field blank
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Script Type Process Premise Type [Email Criteria Name of Langtiages Seript
Se
Irwalid domain name entered. Please make surs the domain name of your provider is
|Email Address Messages __|Verification Al displayCoded1 Engtish comract. Some of the most commenty used domains end with .com .net .gov edu .ca
Itis possible that the email address you have sntered is invalid. Please check your

Emall Address Messages Verification Al displayCoded2 English spefling or if the correct domain name was provided. Make any corrections if needed.
Invalid domain name antered. Please make sure the demain name of your pravider is

Email Address Messages Verlfication All displayCode03 English cormect and is currently available to accept email from FPL
Itis possible that the email address you have entered is invalid. Please check your

|Email Address Messages _ |Verification All displayCodeds English soelling and make any comections if nesded

Emait Addrass Messages Verification All displayCodef5 ish This email has a valid domain. Please click Proceed to continue

Email Address Messages Verification All displayCoded0 Enghish Verification siep completed - Please Proceed

Email Address Massages Verification A displayCode59 English Verification step completed - Please Proceed
The e-mail did not meet the proper format. Please make sure this entry does not include

Email Address Messages Validation Al dispiayCode 1A Engligh any spatial characters, " or spaces.

The domain name is not comect. You can use letters, numbers, hyphens and penods

Emall Address Messages [ Vaiidation A |displayCode18 English {example: yournameZyourdomain. com)

mail Address Messages | Validation Al [EmaitMax English E-mail address can only ba a maximumn of 84 characters .

Emall Address Messz Validation AR EmailMasAtierm [English Verification afiesmps exreeded, plsase click "Proceed” o accept this email address

| floses Validation Al {EmailVerifylaP Enghsh |Venﬁcawn In Progress....

Email Add ‘ i Generic AR iy ode1C Engfish Please review and cormfirm that this e-mail address is comect for this account,

Email Address Messages  [Generic Al displayCode1D [Engligh Flease review and confion that this e-mail adgdrass 15 36l comeet for his account.
in order to remove the email address select the Close/Subrnit button below and select No

Email Address Massages _Generic Al BpoDeleteEmail Engiish to the #mail address question.

You are proc=eding with the email addrass fiald blank. Please click “submit/close” to exit

Email Address Messages Generic All BpoEmptyEmail English this window.

Bpo Messages Initial AR [BpoSeriptt English Bsfore | complete your request, may | confirm your sxisting smai addrass?

Bpo Messages Initial Al BpoSeript2 English Before | complete your request; do you have an Email address you would like to provide?
Did you know you quafify to recsive your bils through Email.... You can help the
emvironment by going electronic and reviewing up te six months of biting histery from your
home, work, or avan out of town.

You still have the option of printing your bills. Al first you will receive a monthly emait bill
and a paper statement so that you can confirm your information is identicat.

iBpo Messages Emb AR BpaSeriptd English Can we sign you up for FPL Email Bill now?
Ancther option you qualify for is an aulematic payment option, that could assist you.
This option will ensure your bill is always paid on time. With FPL Automatie Bilt Pay, your
payment is automatically withdrawn from your bank account each month, on the day you
choose, The best part is you"ll never have to write a check or worry if your payment
reaches us on time.

Bpo Messages Abp Al BpoScript4 |English May | e-mail you an application?
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Script Type

Process

Premise Type

|frnail Criterla Name of
Script

Languages

Script

Bpo Messages

Al

BpoScripts

English

lchoose. The best part is you"ll never have to write a check or worry if your payment

Did you know you qualify for our automatic payment option, that could assist you....

This option will ensure your bill is always paid on time. With FPL Automatic Bill Pay, your
payment is automatically withdrawn from your bank account each month, on the day you

reaches us on time.

May | send you an application with your next bill?

Bpo Messages

BpoScripté

English

We are happy to waive your deposit based on your excellent credit history. There will be
no deposit required as long as the balance is paid in full each month by the due date.

We offer an automatic payment option that will ensure your bill is always paid on time.
With FPL Automatic Bill Pay, your payment is automatically withdrawn from your bank
account each month, on the day you choose. The best part is you"ll never have to write a
check or wonry if your payment wili reach us on time.

Woutd you be interssted in this program?

If Yes....you can start the Autematic Bill Pay program immediately by visiting our website
at FPL.com. You will also receive an application in the with your next bill staiement.

Bpo Messages

Emb

All

BpoSeript?

Engiish

IMPORTANT - DO NOT ask in the form of a question.

Thank you, You are set up to receive your FPL bills electronically through our FPL E-Mail
B program beginning with your first billing cycle.

You"ll get the same bill every month, only it's electronic.

....and in the first month of email billing, youli also receive 2 hard copy by regular mail, so
you can see that 2il the information is exactly the same. Afterwards, electronic bills will
replace the old paper bills but you will be able to print a hard copy any time you need it
from FPL.com.

Thank you for participating in the FPL E-Mail Bill program.

Bpo Messages

All

BpoScripts

Engtien

Qur racords indicate you are curmently participating In our FPL Automatic Bill Pay Program,
would you like this account to be added to this pregram?

Bpo Messages

Emb

All

BpoScript10

English

Did you know you qualify to receive your bills through Email...You can help the
environmant by going electronic and reviewing up to six months of bitling history from your
home, work, or even out of town. You stilt have the option of printing your bills. At first
you will receive a menthly email bill and a paper statement so that you can confirm your
information is identical.

Can we sign you up for FPL Email Bill now?
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Script Type

Process

Premise Type

Emall Criteria Name of
Script,

Languages

1Script

Bpo Messages

Al

BpoScript1t

English

We ere happy to waive your deposit based on your excellent credit history. There will be
no deposit required as long as the balance is paid in full each month by the due date,

'We offer an automatic payment option that will ensure your bilt is always paid on time.
With FPL Autematic Bill Pay, your payment is automatically withdrawn from your bank
account each month, on the day you choese. The bast part is you"ll never have to write &
check or worry if your payment will reach us on time.

Would you be interested in this program?

¥ Yes....you can start the Automatic Bifl Pay program immediately by visiting our wabsite
2t FPL.com. You will alse raceive an email application.

Bpo Messages

Abp

BpoScript12

Did you know you qualify for our attomatic payment option, that could assist you. ..

This option will ensure your bill is always paid on time, With FPL Automatic Bill Pay, your
payment is automatically withdrawn from your bank account each month, on the day you
choose. The best part.is you"ll never have to write a check or worry if your payment
reaches us on time.

May ¢ e-mail you an application?

Emall Address Initis! Scripts

Telephonelpdate

All

MNoEmait

English

Before we proceed could you pléase provide me with an email addrass for your aceount?




