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FLORIDA 

VIA ELECTRONIC FILING 

Adam J. T eitzman, Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

December 30, 2020 

FILED 12/30/2020 
DOCUMENT NO. 13819-2020 
FPSC - COMMISSION CLERK 

Matthew R. Bernier 
ASSOCIATE GENERAL COUNSEL 

Re: Duke Energy Florida, LLC: Undocketed - Financial impacts on utility customers 
as a result of the COVID-19 pandendc. 

Deru· Mr. T eitzman: 

Please find enclosed for electronic filing on behalf of Duke Energy Florida, LLC ("DEF"), DEF's 
Financial impacts on utility customers, for the month of November, as a result of the COVID-1 9 
pandemic. The filing includes the following: 

Customer Impact Data Related to COVID-19 for the month of November 
Attachment B Slip Sheet (the COVID-related policies are confidential and provided 
under separate cover) 

Thank you for yow- assistance in this matter. Please feel free to call me at (850) 521-1428 should 
you have any questions concerning this filing. 

MRB/cmw 
Enclosmes 

Respectfully, 

Isl Matthew R. Bernier 

Matthew R. Bernier 

106 East College Avenue, Suite 800 • Tallahassee, Florida 32301 

Phone: 850.521.1428 • Fax: 727.820.5041 • Email: matthew.bernier@duke-energy.com 



Customer Impact Data Related to COVID-19 

Utility: DUKE ENERGY FLORIDA, LLC Repo1iing Month: NOVEMBER 
The report should include data as of the last day of reporting month 

and is due by the last day of the following month 

Delinquent Accounts 
Number of Accounts 60 - 89 davs oast due Reportin2 Month Prior Year Month 

Number of Accounts 
% of Total 

Number of Accounts % of Total Customers 
Customers 

Residential 12,020 0.69% 14,945 0.87% 

Commercial / Industrial 1,003 0.46% 865 0.40% 

N um ber o f Accounts 9o+ d avs oa st d ue Reportin2 Month Prior Year Month 

Number of Accounts 
% of Total 

Number of Accounts % of Total Customers 
Customers 

Residential 9,062 0.52% 9,259 0.54% 
Commercial / Industrial 765 0.35% 554 0.26% 

Amount in Arrears* 
Amount 60 - 89 davs past due Reportin2 Month Prior Year Month 
Residential $2,024,166 $1,564,532 

Commercial I Industrial $504,662 $421,849 

Amount 9o+ days past due Reporting Month Prior Year Month 

Residential $1,788,424 $670,017 

Commercial I Industrial $810,798 $188,248 
*Balances under a payment arrangement are excluded from arrears balances 

Payment Arrangements 

Number of New Payment Arrangements Reporting Month 
March 2020 through Current 

(cumulative) 

Residential 6,991 82,315 

Commercial I Industrial 99 2,394 

Avera2e Duration of New Pavment Al-ran2ement Reportin2 Month ----
Residential 7.85 months ---
Commercial I Industrial 7.16 months ---
Percent of Customers Under a Payment Arrangement Reporting Month ----
Residential 1 3.31% ---
Commercial I Industriai2 0.79% ---
1 Number of residential customers under a payment arrangement/total number of residential customers. 
2 Number of commercial-industrial customers under a payment arrangement/total number of commercial-industrial customers. 

Bad Debt 

Incremental Bad Debt Reporting Month 
March 2020 through Current 

(cumulative) 

Incremental Bad Debt3 $1,308,825 $7,925,115 
3D ifference between reporting month and the average of the same month for the prior three years; excluding any prior months that were impacted by named 
hurricanes. If a prior month is excluded, provide an explanation. 

Removed Oct 2018 from calculation of average due to H urricane M ichael. 

Late Fees 

N umber o f A ssessed L ate F ees Reporting Month P r io r Year Mon th 

Residential $1,616,354 $1,706,007 

Commercial I Industrial $324,210 $296,066 
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Customer Impact Data Related to COVID-19 

Utility: DUKE ENERGY FLORIDA, LLC Repo1iing Month: NOVEMBER 
The report should include data as of the last day of reporting month 

and is due by the last day of the following month 

Discontinuance of Service 
Number of Customers who received a Notice of 

Reporting Month Prior Year Month 
Discontinuance of Seniice 

4 

Total Notices 
% of Total 

Total Notices % of Total Customers 
Customers 

Residential 273.412 15.61% 289,906 16.96% 
Commercial / Industrial 26,242 12.08% 26,242 12.24% 
4 

Total Notices reported reflects the cumulative number of notices sent to customers during the reporting period and does not reflect the number of delinquent 
customers as of report month end. 

Number of Customers Disconnected from Service 5 Reportin,z Month Prior Year Month 

Total Disconnections 
% of Total 

Total Disconnections % of Total Customers 
Customers 

Residential 20,429 1.17% 11,662 0.68% 
Commercial / Industrial 985 045% 434 0.20% 

Number of Customers Reconnected to Service Reportin,z Month Prior Year Month 

Total Reconnections 
% of Total 

Total Reconnections % of Total Customers 
Customers 

Residential 18 928 1.08% 10 778 0.63% 
Commercial / Industrial 904 0.42% 366 0.17% 

5 Duke Energy bas begun a pilot program targeting customers who have been disconnected but have not reconnected service with outbound texts and outbound 
voice message. The target audience includes customers who have been disconnected from 2 days up to 10 days without reconnection. After 10 days, the 
account would be finalized. The text and voice message includes a toll-free number that routes customers directly to the Duke Energy Internal Agency Group. 
The Agency Group Specialist will then have a credit consultation with the customer to discuss options available to reconnect power. These options include, but 
are not limited to, helping customers obtain agency assistance, enrolling customers into payment arrangements and spreading deposit payments over a period of 
time. With direct access to our billing systems and strong agency relationships, these specialists are well equipped to meet customer needs to reconnect service. 
As of 12/21/20, there have been over 915 customers targeted with this outreach. 

Customer Communications 

Co1D1Dunications (Please Note: this excludes communications 
Marclt 2020 through Current 

made via non-traditional cltanne.ls such as loca.l government Reporting Month 
(cumulative) 

presentations, word-of-mouth, marquee banners, etc.) 

Customer-wide COVID-related mass communications (paper, email, 
1,127,397 28,836,098 

ohone calls, social media,. etc.) 
Targeted Covid-related communications to individual customers (paper, 

1,099 1, 199,941 
e~0 a ohone calls text etc.) 

Customer Communications 

Please provide the following two responses starting in October 2020, and all subsequent filings 

Please provide samples of any new communication/media notices provided to customers concerning the utility's past-0ue accounts / payment arrangements / late 
payment waivers / disconnection / reconnection policies issued within the last 30'1ays. 

In the past 30'1ays, bas the utility made changes to, or implemented new, policies related to past-0ue accounts / payment arrangements / late payment waivers / 
disconnection / reconnection? If so, please explain. 

DEF bas not changed or implemented any significant policies within the last 30 days. However, Attachment B bas been updated to reflect the actual 

implementation timelines. 
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Attachment B 
(DEF’s COVID-19 related policies are confidential and has 

been provided under separate cover.) 




