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Preface

Prior to July 1, 1999, the Florida Public Service Commission classified
consumer contacts as Inquiries, Letters and Reference Cases. An Inquiry
was a consumer contact concerning a problem with a regulated utility
and the PSC staff had reason to believe that there may have been an
apparent rule infraction. Letters included correspondence received and
processed by the PSC which concerned nonjurisdictional matters or
consumers’ requests for information. Reference Cases included logged
cases in which there did not appear to be an apparent rule infraction.

On July 1, 1999, the PSC enhanced its Consumer Activity Tracking
System (CATS), which specifically tracks consumer contacts. There are
now three categories in lieu of the previous classification system.
Consumer contacts are now Complaints, Information Requests or Docketed
Correspondence. A Complaint is a substantial unresolved objection
regarding a regulated utility, as it relates to charges, facility operations,
or the quality of the services rendered, the disposal of which requires
an investigation and/or analysis by PSC staff. An Information Request
is an inquiry that does not involve investigation or analysis by the PSC
staff. Docketed Correspondence is consumer input regarding a docketed
item which does not require investigation or analysis by PSC staff,
however, these submissions are added to the correspondence section of
the docket file and made available for review by all interested parties.

Effective June 22, 2000, the Commision adopted amendments to Rule
25-22.032, in an effort to expedite the processing of customer
complaints without extensive Commission participation. It is the
Commission’s intent that disputes between regulated companies and their
customers be resolved as quickly, effectively, and inexpensively as possible.
The amended rule establishes customer complaint procedures that are
designed to accomplish this intent. It includes an expedited telephone
warm transfer and three day (72 Hour) resolution process for complaints
that can be resolved quickly by the customer and the company without
extensive Commission participation.




Summary

There were 1,473 complaints logged against the utility companies.
Complaints to the PSC are resolved after review, with either a
classification of “apparent noninfraction” or “apparent rule infraction.”
If the PSC staff believes that a violation of Florida Administrative Code
rules, company tariff filings or company policy has occurred, the
complaint is resolved as an apparent rule infraction. There were also
3,838 information requests handled by the PSC.

A total of fifteen utility companies are participating in the Transfer
Connect or “Warm Transfer” option. Under this option, a call to the
PSC is directly transferred to the caller’s utility, provided the consumer
has not yet expressed their concerns to that utility. There were 995
calls transferred during August 2000.

Refunds, savings and credits to consumers resulting from Commission
action on behalf of consumers totaled $118,039 for the month and
$982,639 for the calendar year.
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Consumer Activity - August 2000

Complaints Received
Electric
Gas
Alternative Local Exchange Telephone
Local Exchange Telephone
Long Distance Telephone
Pay Telephone
Water & Wastewater
Non-regulated Consumer Assistance

Cases Received / Closed Under 72 Hr Rule

Electric

Gas

Telecommunications

Water / Wastewater
Information Requests Received

5
0
7
0

48

156
273
630

19
204
127
4

3

1,473

3,838

Total Cases Received 5311
How Cases Were Received Complaints Information Requests
Phone 950 3,768
Mail _ ' 248 14
Internet 179 47
Fax 96 Q
Totals 1,473 3,838
Non-Jurisdictional Calls Not Filed As Cases 837
Total Consumer Contacts Handled 6,148
Transfer Connect (Calls Transferred to Utilities) 995
Consumer Savings
Electric $ 3,828.88
Gas 290.05
Alternative Local Exchange Telephone 7,051.82
Local Exchange Telephone 17,213.63
Long Distance Telephone 85,769.46
Pay Telephone 3.85
Water & Wastewater 94.98
Non-regulated Consumer Assistance 3,786.31

Total

$ 118,038.98




Public Service Commission

Total Consumer Contacts
August 1999 - August 2000
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Complaints % of Total

Received Complaints
Electric 48 3%
Gas 9 1%
Alt. Local Exchange Telephone 156 11%
Local Exchange Telephone 273 19%
Long Distance Telephone 630 43%
Pay Telephone 7 0%
Water & Wastewater 19 1%
Non-regulated Consumer Assistant 204 14%
Cases Received / Closed by 72 Hr Rule 127 9%
Total 1,473 100%

Information provided by Automatic Call Distribution System - Management Information System
(ACD-MIS) and Consumer Activity Tracking System (CATS). Includes contacts from phone calls,
letters, faxes and the Internet.



Total Calls Received - Call Center Statfstics
August 2000

1600 *F'

1400 —

1200

1000

800 —

600

400 |
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200

Answered

B Deflected

Aug 14 -

18

[*J Abandoned

- 25 Aug 28 -

]
§ Presented

Answered: Total number of calls answered by Consumer Affairs’ Regulatory Specialists.

Deflected: The number of calls originally destined for the PSC’s ACD Group which could not get through due to a full queue
or wait time in queue was exceeded.
Abandoned: The number of calls offered to the ACD Group but abandoned the queue waiting status prior to being answered.
"Total Calls Presented: Total number of calls answered by a Consumer Affairs’ Regulatory Specialist plus the number of calls
abandoned and deflected from the ACD Group.

Period Answered | % Total | Deflected | % Total Abandbned % Total | Total
Calls Calls Calls Calls
August 1 - 4 1,149 96.2% i 0.1% 46 3.8% 1,195
August 7 - 11 1,352 93.2% 0 0.0% 97 6.7% 1,450
August 14 - 18* 202 25.1% 0 0.0% 46 4.9% 248
August 21 - 25 1,005 94.4% 0 0.0% 60 5.6% 1,065
August 28 - 31 1,105 96.7% 0 0.0% 38 3.3% 1,143
Totals 5,513 95.0% 1 0.0% 287 4.9% 5,801

*Note: ACD-MIS system techincal difficulties on 8/16-8/24. Figures do not include calls presented on 8/16.

Calls Answered During the Month 5513

Minus Calls Resulting in Cases (4,676)

Total Non-Jurisdictional Calls Not Filed As Cases 837



- August 2000

Monthly Status of Total Complaints Received / Resolved*
August 1999

Aug

Jul

Jun

May

Apr

Feb

Jan

00

1,457 1,207 | 1,537 | 1,402 | 1,522 | 1,428 | 1,439 | 1,473

1,305 1,466 1,159 | 1,189 | 1,496 988 1,075 | 1,440
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*Cases resolved consists of cases closed from the present and previous months, which were carried forward.



Complaints Received by County
AUGUST 2000

Jackson

Q| SantaRosa

Nassau
7
4 Leon Madison
Calh3oun ; 68 0 Duvat
38
Suwannee
W 6
Gulf Lafayeth Clay
0 a ay'e e 10 t. Johng
m&
M Putnam
10 Flagler
12
Marion
24 Volusia
42
Seminole
Hernando
Orange Brevard
85
Pasco
29
' Osceola
Hillsborough Polk
59 31 13
Indian River
Manatee Hardee Okeechobee St Luci
Highlands L
10
DeSot
Sarasota olo Martin
9
Charlotte G’fi’es
13
Palm Beach
% QS Lee Hendry 109
I\ 49 5
Broward
Collier 169
31
Monroe
5 Dade
163
Monro

Note: County name not available for 63 cases.



How Complaints Were Received

Phone, Mail, Internet and Fax

August 2000

August 1999
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ELECTRIC INDUSTRY

INVESTOR-OWNED ELECTRIC COMPANIES
APPARENT INFRACTIONS INDEX

August 2000

FPUC

SR

GULF

D INDEX B Aucust INDEX

ol ol

TECO

TOTAL CUSTOMER BASE*

FLORIDA FLORIDA FLORIDA GULF POWER TAMPA
POWER POWER PUBLIC COMPANY ELECTRIC
CORP AND LIGHT UTILITIES COMPANY
) COMPANY COMPANY
1,349,000 | 3,712,700 24,200 354,000 537,100

*Source - Florida Public Service Commission - Division of Flectric & Gas , as of De

cember 31, 1999




Momentary Electricity Outage Information
August 2000

Company New Cases
Filed
Florida Power Corporation 4
Florida Power & Light 9
Florida Public Utilities Corporation 0
Gulf Power Company 1
Tampa Electric Company 1
Total 15

Total Momentary Outages Filed
August 1999 - August 2000

40 1 [38]
37 |37] |37
35 [ —

5 L —

Aug 99 Sep Oct  Nov Dec Jan 00 Feb Mar Apr May Jun Jul Aug
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TELECOMMUNICATIONS INDUSTRY

LOCAL TELEPHONE COMPANIES
APPARENT INFRACTIONS INDEX

August 2000
30 l273]
25
20
15 p
11.45
10
I
5 -
0 osrl o] |l Bl ] ol bl B Bl bl T e bl
r BELLSOUTH GT COM INDIANTOWN QUINCY/TDS VISTA
ALLTEL FRONTIER . VERIZON NE FLORIDA SPRINT-FLORIDA
L] ovTD INDEx B Aucust pex
2000 ACCESS LINES*

ALLTEL 89,546 INDIANTOWN 3,705
BELLSOUTH 6,632,408 NE FLORIDA 9,280
FRONTIER 4,537 QUINCY/TDS 13,623

GT COM (Florala, Gulf & St. 49,020 SPRINT/FLORIDA | 2,213,033

Joseph)

VERIZON (Formerly GTE) 2,444,656 VISTA-UNITED 18,706

*Source - Florida Public Service Commission -

Division of Communications, as of December 31, 1999.




Unauthorized Local Telephone Service Change

“Local Slamming”
Apparent Rule Infractions - August 2000

Company August Year-To-Date
Sprint 0 1
Other Local Companies 0 0
Totals 0 1




Cramming Statistics*

August 2000

New Cases Prior & New Cases $ Savings to
Received Resolved Consumers
26 32 $2,323.47

*Please see Index of Definitions

Cases Resolved as Cramming

August 1999 - August 2000
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Unauthorized Long Distance Service Change

“Long Distance Slamming”
Apparent Rule Infractions - August 2000

Company August Year-To-Date
America’s Tele-Network Corp. 25 112
AT&T / ACC 6 27
MCI Worldcom 2 23
OLS, Inc. 4 13
Opex Communications 0 9
Qwest Communications (LCI) 1 20
Sprint | 2 25
The Phone Company 1 12
Other Long Distance Companies 19 78
Totals 60 319
Cases Resolved as Slamming
August 1999 - August 2000
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INDEX OF DEFINITIONS

" Access Line or Subscriber Line - The circuit or channel between the
demarcation point at the customer’s premises and the serving end or Class 5
central office.

Apparent Rule Infraction - If the PSC staff believes that the utility has
apparently violated a PSC rule, the company’s tariff or its stated company policy,
the complaint will be resolved as an apparent rule infraction by PSC staff.

Apparent Non-infraction - If the PSC staff believes that a utility is not in
violation of any rule or tariff, the complaint will be resolved with a code
assigned for tracking purposes.

Billing - A complaint concerning the amount a customer has been billed or any
rule or tariff having to do specifically with the billing of the customer’s account.

Complaint - A substantial unresolved objection regarding a regulated utility, as it
relate to charges, facility operations, or the quality of the services rendered, the
disposal of which requires an investigation and/or analysis.

Complaint Activity - The total number of complaints logged with regulated utilities
or resolved within a given period of time.

Complaints Logged - The number of complaints received from customers filed with
the utilities.

Complaints Resolved - The number of complaints handled by the PSC staff, which
determines  whether a utility is in apparent violation or apparent nonviolation of
PSC rules, company tariffs, or policies.

Consumer Activity Tracking System (CATS) - A database system that tracks
complaints, information requests and docket correspondence filed with the Public
Service Commission.

Cramming - When charges for telephone services are added, or “crammed”, onto
local telephone bills without the consumers’ knowledge or consent.

Docket Correspondence - Consumer input regarding a docketed item which does
not require investigation or analysis by the PSC staff, however, these submissions are
added to the correspondence section of the docket file and made available for
review by all interested parties.



Information Request - An inquiry that does not involve investigation or analysis
by the PSC staff.

Service - A complaint having to do with the delivery of the service provided by
the utility, exclusive of billing concerns.

Shared Tenant Service (STS) - as defined in section 364.339 (1), Florida
Statutes, means the provision of service which duplicates or competes with local
service provided by an existing local telephone company and is furnished through a
common switching or billing arrangement to tenants by an entity other than an
existing local telephone company.

Tariff - Description of all rate schedules, a schedule of charges and rules and
regulations of a utility company.

Transfer Connect (Warm Transfer) - a call to the PSC can be directly
transferred to the utility in question, if the consumer has not yet expressed their
concerns to that utility.

YTD Apparent Infraction Index - % of apparent infractions*
% of customers**

*% of apparent infractions = year to date total number of apparent infractions
year to date total # of apparent infractions for the industry

** % of customer = total customer base for each utility
total customer base for industry




	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

