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Preface

On July 1, 1999, the PSC enhanced its Consumer Activity Tracking System
(CATS), which specifically tracks consumer contacts. There are now two categories
of consumer contact: Complaints and Information Requests. 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.

Effective June 22, 2000, the Commission adopted amendments to Rule 25-22.032,
in an effort to expedite the processing of customer complaints. It is the
Commmission’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.

Also, the PSC has initiated an E-transfer Pilot Program. The pilot program is similar
to the toll-free phone line warm transfer program. However, the new pilot program
deals strictly with cases received via the PSC’s website. While on the website,
consumers are given the option to e-mail a complaint to the PSC or directly to a
participating company via the internet. The Division of Consumer Affairs receives
a copy of each e-mail received by the companies participating in this pilot. Upon
receipt of the consumer’s concerns, the company is required to contact the consumer
within 24 hours. The participating companies are also required to send monthly
reports to the PSC, listing the number of cases received and a brief summary of
the issues. The pilot program was initiated on May 15, 2001. There are 12
companies participating in the e-transfer pilot program. The Division of Consumer
of Affairs is in the process of gathering information and monitoring the program;
however, initial figures prove the program to be quite promising. Full
implementation of the e-transfer program is anticipated by the end of June 2002.







Summary

There were 2,468 complaints logged against the utility companies.
Complaints to the PSC are resolved after review, with either a
classification of “apparent non-infraction” or “apparent rule infraction.”
If the PSC staff believed that a violation of Florida Administrative Code
rules, company tariff filings or company policy occurred, the complaint
is resolved as an apparent rule infraction. There were also 3,756
information requests handled by the PSC.

A total of nineteen utility companies are participating in the Transfer
Connect or “Warm Transfer” option, as of January 31, 2002. Under
this option, a call to the PSC was directly transferred to the caller’s
utility, provided the consumer had not yet expressed their concerns to
that utility. There were 1,165 calls transferred during January 2002.

Refunds, savings and credits to consumers resulting from Commission
action on behalf of consumers totaled $250,353 for the month.
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Consumer Activity - January 2002

Complaints Received 2,468
Electric 64
Gas 20
Alternative Local Exchange Telephone 258
Local Exchange Telephone 241
Long Distance Telephone 552
Pay Telephone 3
Water & Wastewater 22
Non-regulated/Other Consumer Assistance 1,156
Cases Received / Closed Under 72 Hr Rule 152
Electric 56
Gas 0
Telecommunications 95
Water / Wastewater 1
Information Requests Received 3,756
Total Cases Received 6,224
How Cases Were Received Complaints Information Requests
Phone 1,715 3,465
Mail 329 98
Internet 281 169
Fax 143 24
Totals 2,468 3,756
Non-Jurisdictional Calls Not Filed As Cases 1,229
Total Consumer Contacts Handled 7,453
Transfer Connect (Calls Transferred to Utilities) 1,165
E-Transfers (E-mails Routed Directly from PSC Website to Utilities) 72
Consumer Savings
Electric $ 2,459.55
Gas 67.93
Alternative Local Exchange Telephone 85,608.07
Local Exchange Telephone 27,505.77
Long Distance Telephone 134,657.66
Pay Telephone 53.55
Water & Wastewater 0.00
Non-regulated/Other Consumer Assistance 0.00

Total

$ 250,352.53




Public Service Commission

Total Consumer Contacts
January 2001 - January 2002
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Complaints | % of Total

Received Complaints
Electric 64 3%
Gas 20 1%
Alt. Local Exchange Telephone 258 10%
Local Exchange Telephone 241 10%
Long Distance Telephone 552 22%
Pay Telephone 3 <1%
Water & Wastewater 22 1%
Non-regulated Consumer Assistance 1,156 47%
Cases Received / Closed by 72 Hr Rule 152 6%
Total 2468 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.

[§9]



Total Calls Received - Call Center Statistics
January 2002
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¥/ Answered B Deflected [} Abandoned B 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 % Deflected % Abandoned % Total
Total Total Total Calls
Calls Calls Calls
Jan 1 - 4 896 1% 0 0% 87 9% 983
Jan 7 - 11 1,462 87% 2 0% 208 12% 1,672
Jan 14 - 18 1,453 89% 1 0% 185 11% | 1,639
Jan 21 - 25 1,294 92% 0 0% 112 8% 1,406
Jan 28 - 31 1,286 92% 0 0% 112 8% 1,398
Totals 6,391 90% 3 0% 704 10% | 7,098
Note: % Totals have been rounded.
Calls Answered During the Month 6,391
Minus CAF Calls Resulting in Cases (5,162)
Total Non-Jurisdictional Calls Not Filed As Cases 1,229




‘PIEMIO) p3LLIED BIM IPIYM ‘Stpuowl snojadld pue Juasaid SU) LWOL PIsO SISED JO SISISUOD PAAJOSII SIS,

¥84'T7 6L¥'T v68'c | LS7's | £26'7 | 280s | sve‘z | 986'1 | z98‘1 | 082z | £91°Z 1222 L68°1 paAjossy

89T v0T'c | Lve's | 6v8'C | 0LL'T | £v6'z | 206'T | £L5'T | ovz's | 187z | 10s'e 8¥£T 128'1 | pamaday

Z0 10
uef 2q AON 0O dag Sny inf unf el iy Je qa4 uef

paAosay g poAleoey B

dag by e ung Aeiy idy ey go4 10 uep

2007 Asenue - [00Z Atenuef
+PIAJOSY / PIAIIRY Suejdwo) [e10] JO smeIS AJUIUolN



Complaints Received by County
JANUARY 2002

Santa Rosa Jackson
6 Nassau
Gadsden : 7
Leon Madison Hamilton
Calhoun 40 efferson ) vl
Liberty Baker 80
Wakulla Suwagnee Columbial 2
Taylor -
Gulf 3 é Lol U‘iuon Clay
1 Y Fankin 1 haoe) 10 §Joins
ilchris Alach
Dixig 4 50 Oua Puugm
2 Flagier
Levy
Marion
29 Volusia
40
Citrus
24 Seminole
Sumter| Lake 32
He‘rlnando 4121 Orange Brevard
45
Pasco
35
Hillsborough Polk Ofiztaz{a
77 33
Figas Indian River
Manates Hardee Okeechobee )
o 3 St. Lucie
Highlands 15
Sarasota De%oto . —
16
Chariotte Glades
19
Palm Beach
%% Lee Hendry
\SE 42 2
Broward
Coliier 250
26
Monroe
Dade
205
Monrof

Note: County name not available for 836 cases.
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ELECTRIC INDUSTRY

INVESTOR-OWNED ELECTRIC COMPANIES
APPARENT INFRACTIONS INDEX

January 2002

0.8 —————
0.6
0.4
02| ———
0 ol o] [o] , o] BL' o] o] o] lo] ’ lo]
FPC FPL FPUC GULF TECO
¥/ Y-T-D INDEX B JANUARY INDEX
TOTAL CUSTOMER BASE*
FLORIDA | FLORIDA FLORIDA | GULF POWER TAMPA
POWER POWER PUBLIC COMPANY ELECTRIC
CORP AND LIGHT | UTILITIES COMPANY
’ COMPANY | COMPANY
1,377,761 | 3,829,297 25,517 367,090 553,527

*Source - Information supplied by the companies, as of December 31, 2000.




SUORIIYOQ JO XIpU 295 a5edjd, |

10

9z1 9z 1 0 9z1 ¥9 v9 ob vZ V1O,
b1 bl 0 i £ £ Z I ANVIWOD DML ézﬁw
z ¢ 0 4 S § £ 4 ANVAWOD ¥IMOd 411D,

I I 0 I _ | I 0 ANVIWOD SALIILN D1and SEO:W
89 89 0 89 zs 43 2z Ol | ANVAWNOD LHDIT ® YIMOd <nzo£
b i 0 T £2 £z Z1 1 NOILYIORNOD ¥IMOd VaNOT:
a-L-A [e30L «SUoORYU| sSuopeyuruoN | @-1-A [e101 LSung  .eomisg aweN Anpn
WRleddy uateddy [

paAjosay swurejdiuon)

pagdo swuerduwion

2007 Aenue[ - AJANOY ueidwod)
sajuedwion) DL




‘S8 JOUIOTSTD

TpU| Je1031 33 Aq papmp

APU| i3 10§ SUOTIIEYU] Juan
‘OSBq SAUIOISTD SI AG PIPINP SUORIRYY Jualedde (€101 5 AUEAWOD P UO PISEG S [P100 AUBDUIOD (DB ISMOJQ) SEB POUYSP § SIWIOISND OOQ’] 450 SUORIEYU[ - FON 44,

P oIEp-OI-/EaA €107 O paseq § JEIOl AsnpUj ol

V002 “1£ $8quaiaq Jo se souedwod agl Aq peyddns vopeuuosyy - aunos, ,
SUOBIUYIG JO XapU| 335 ISed|dy

0000'0 0 281'ss1'9 W10L

|

000 000 00000 0 128'c58 ANVAWOD D110113 §Z<hw

000 000 0000°0 0 060'295 © ANV4NOD ¥IMOd 41D,

000 00'0 0000°0 0 11562 ANVAWOD STLLEILN DFigNd <o_xOﬁW

00°0 000 00000 0 162'678'S ANVAWOD 1HDIT B 33IMOd <o_x0,j

000 000 00000 0 1922451 NOILVYOLMOD $IMOd <QEO‘EM
*X3pu] *X3pu] # » ¥ S13WOJSND a-L-A #4 OSEY JalOISND) [e30) aueN Aupn ,

suofpesu] Judteddy suopoeyuf Jusleddy 000°1l 12d SUONOEHU|
Z00Z Keenue( a-1-A suojeyu] waseddy Juaseddy !
s9JIpuj uondelu] u:@._mn_n< / SIBWOISND) JO ._quinN

sajuedwion) >11329[7

11



70 uef 23q AON PO dog  3Bny in( unf  Aepy ady  Iepy ] 10 uef

EIN

9]
200¢ Arenue[ - 100z Atenue[

pajl{ sadeinQ AIDLNIJF AIRIUSWOp [e10]

12



SUORILYIG JO XUl 335 ISBId,

13

R 2 z 7z 0z 07 ol 0! V101

0 0 0 0 0 0 0 0 SYD TVUNLYN YGRION HLNOS|

o o O o | ) 0 0 I ... Dnwmg

, 0 0 0 0 0 0 0 0 ANYANOD SYD IV¥NLYN 30 “LS|

¥ ¥ 0 ¥ K3 9 z b N (ANVAWOD DIMLDIT VdWYL) WILSAS SYO $31403d,

0 0 0 0 0 0 0 0 i NMOLNYIGN|

z z o 4 £ £ t Z i ANVIWOD SHLIULIN DITANd YARON,

81 8l z 91 ! 1 L b | YAROM 40 ANVAWNOD SYD ALD)

0 0 0 0 0 0 0 0 L{SYD YaNBOH 1YHINID) 40 NOISIAIG YAROW ‘SILINLN IHVIAYSIHD,

‘,. d-1-A 18301 suondeyu| SUOPDELHU-UON a-1-A {301 3uyng 3D|ALRS * SleN a___u:

i juaseddy wateddy _
paAjosay stureidwon pa3doq swujejduron) _
;

2007 Aenue[ AAndy uejdwor)
sajuedwon) seny [eimeN




‘35Bg JWOISND ANSNpu) (€300 A AG PapAIP ANSnpul ayl 10§ suopdelul judsedde

91ep-01-163K (€30} UO paseq S| (€303 ANSnpup ayj  °aseq JAWOoIND S AQ Papiup suopdesul judsedde jel01
5, Auedwos aup uo paseg i JEI01 AUBdWIOD YDBJ  ISMO[[O) SE PAUYSP S| SIALIOISND 000’1 13d suondesup waieddy - 0N, 44
‘0007 ‘L€ 19quIanag JO se SAVAIRS IAIIAWOD JO UOISIIG ISd - 84N0S, ,
‘SUODIUYRQ JO Xapuf 33 3sedyd, |

S00°0 z 98E b7 V101 AYLSNANI]

- 000 000 0000 0 S8’y _ SV IVENLYN VQOW HLNOS|

00'0 000 000°0 0 0zs DN,

,ﬂ, o0 g0 T 0000 0 6ve's - ANVAWOD YD IVINLYN 30( ‘L]

j 00°0 00°0 coo'e 0 6b£v92 (ANVJWOD DIYLDITI VWYL WILSAS SYD $31d0Od;

000 00°0 0000 0 g9 ‘ ‘ - NMOLNVIAN]

00°0 000 000°0 Y 18g'op ANVAWOD SHLINLO DI8Nd VANOM:

.h 10’y 10'¢ 120°0 4 Lp8°001 _ VA0S 40 ANVAWOD SVD ALD)

: 0000 000 000°0 0 ¥56'6 {SYO VAIJOTI IVYLNID) 10 NOISIAIG VAROT STLIUEN IRVIIVSIHD!

. #Xopu| *X3pu| xxe SIAWOIND a-1-4 ¥ £S13LIOISND aweN Ao !

suodedyu] Judseddy suopoeyu} udieddy 000°1 J13d SUOpIDRAUE Jo JaqunN ,ﬂ
2007 AKsenuef a-1-A suopdelu] Judseddy juaseddy

sa0Ipu] uondeyu] jualeddy / sidwioisnD) jo IdquinN
sojuedio) sen [eameN

14



0 0 0 b ! 0 ONI ‘SINOHd VL1130
0 0 "o 2 1 , ONI ‘WHODATIL 8D,
€ 0 € z 0 z 29232:228 MV 1D0H!
G o g 2t Z o | ~ SNOILVIINNIWIWOD 50
4 0 ! z 0 z "ONI INOHd Eoo:e
A 0 z Sz ! ! 14|
B 0 ! 0 0 0 NOILYYOJIOD “fAL-ZId]

68 v 8 8 £ 08 ‘_‘m..z‘o?._...?bu,_as_g«‘
L o 0 0 0 o _u< v/8/Q "DNI ‘SNOILVIINNINWOD 3054
! 0 ! P 0 b ‘440D SNOILYIINNIWIWOD xmzzmz«;
1 | 0 0 0 0 "d40D WYOMIAN-I1IL S <u_~:z<~
0 o 0 ! 1 0 “INOHd m_>:<z~m_:<
F 0 z v 2 z ONI ‘VANO 40 WODATHL. muz<_om3<,
b 0 . 0 ‘ 0 0 ONI ‘VANOH 40 SNOILYIINNWWODATL <_:n:m3<_
L 0 b 0 0 0 "ONI “ITHANOSHDV( 40 SNOILNTOS SSINISNG <=§mo<m

e101 suopdeLu| SUO[IDRUI-UON 1|1 3ung ERTTNENS aweN Aunn

ualeddy aleddy

panjosay siulejdiwor)

paddo] swuleidwon

200Z Aenue(

sajuedwo) auoydaja] [Ed07 SAREUIIY

AIANDY ulejdwo)

T

15



o

NI SNOILYIINNININOD <_S§Ez;
. S_M

D11 WODTAL sai;
~"DNI “IDNVLSIQ DNOT1 sdi,

[=-REN o N 2 B~

-—

SNOILIIOS SRIOMLAN IDOVINVA 1,
A ONI “4IHLY4 ANV 31VH.

(74

D11 ‘SIDIAY3S INOHITTL <A_zoj
©DNI SIMOMLEN VLIDIA VaROTS|

QMmO

HLINOS WWOD VAROH
13LVISO V/8/A ANVIWOD INOHAITIL VAROT V/8/a ONI “13LV14;

o o

o ©] o

"ONI ‘SNOILYOJINAWWOD v_z_‘.wamm

SNOILYIINNIWINOD D313 V/4/A “DNI ‘SNOLLYDINNIWINOD ;x.maﬁ

ONI “ SNOIda;
ANVAWOD SIDIAYIS INOHIITIL ASYE

DT ADINNOITALIAA!
~ DNI ANVdIWOD INOHdITAL 1D3NIQ;

o S o O

Z

ol o o ©

D11 VSN TLLo3Id

SUopdBAU]

waseddy

SUONJRLJUL-UON

aseddy

[©101

Suing

ERIINEN

paAjosay swujepdwod

paddo swulejdwo)

aweN Aupn

16



} m "ONI ‘WOD313L uam
i . .
, SNOILYIINNWINOD _mj

N o ©

SLDINNOD 552
 SNOILVIINNWIWOD 3dVDST13L V/4/a QaLV¥OODNI ,.NZOU,M_HZ_.OQW

ol N e o ©

! ANVJWOD 3NOHdATIL OGNYTIO!
| HLNOS WWOD VANOT ¥/8/a "ONI ‘ANYANOD ONILNAIALSIA XANO)|

-
-~
o

_ ONI 'SNOILYDINIWNOD XOANN:
‘ Q40D SNOILVDINNWWOD HLNOSMAN

~
N O o o [N ] o
o~ (el o (] o o™ [

b INOHIMIN|
L NOILVYOI0D INOHAITEL YIOMLAN

o ©
o O
-

‘dO3 SNOILYIINNWNOD UIMOII

0w
[ o
< < (=2

' WODATHOM D!
‘ ‘ONI ‘VANOM 40 ADOTONY:

o O © M O o o o o o o o © o

ONE ‘A WODTTIL DWW
T WoovLIHEaeDL

o o © &N
ol o o o o o
o © o o o
-
-
c o o

SNOLLYIINNIWINOD Zm_h

{el0L suondeu| suondeU)-UON (e10] Suyng ARG

M
|
sweN Apn

Juaseddy uaseddy i

paAjosay swulejdwiod pagso1 swuejdwon)

17



‘ 182 S¢ b2 852 101 LS1 S1e10 L
“ !
o o ' 0 0 o NI ‘VANOTd OX|
_ﬁ } 0 } 0 0 0 ‘440D SNOILYDIINNWIWOD $§300V QT4OM)
_ 0 0 0 2 0 z NI ‘§S7134IM ~_<Sz;>w
0 0 0 } 0 ! ONI YLVG GIDNVAQY NOZRHA,

| 0 0 0 L ! 0 ~ DNI 'WODHTL <m:w
: L 0 b z ) } ONI VGROT 40 231 SN,
| 0 0 0 3 0 L ‘41 'VAROT 40 WODITAL YANIVM IWILI
b l 0 0 0 0 WIWOD INO S0V V/8/Q DNI ‘ANVIWOD ANOHd ¥3IHIO FHL
“ 0 o 0 L 0 ! _ o -  X4INODTHL
W gl g €l 04 L ¢ "ONI VOIIWY MIVL
A 6¢ 9 > e oz 61 DNI ‘SWILSAS NOILYWYOANI ANV SNOILVOIINDIWWODTTAL VHdNS.
V 0 ] 1 0 ] NI 'SIDIA¥ES N¥3LSYIHLIOS,

fesol suopoeyu) suondeyul-UON |©101 Buing DIRS aweN Ainn

wdeddy upleddy

paAjosay suejdwion)

pagso1 swejdwon

18



bzs bas z1 Z1s 192 152 06 st v10L
9 29 £ 6s Zs 28 sz ) . VANOT-LNINGS|
0 0 0 0 0 0 0 0 (pauun eA Auatiiog) WODITIL ALID LAVIS
0 0 0 0 0 0 0 0 SAL/AONIND)
| | 0 | | ] 0 f VAROH N
o 0 o 0 0 0 0 0 SWALSAS SNOLLYDINNWWODITAL SLI
b ps 0 ¥ [ [ o iz DN 'VaNOT NOZRIIA
£ £ 0 £ 7z | ! WOD 19 V/8/d NI OLD)|
o o 0 0 0 0 0 0 -  WILNOW
612 612 8 uz | os1 ost ¥ % |  HINOSTHEE
g § | b 6 6 b g NI YO BTV
a-1-A fesoy suopeyu] suopeLU-UON a-LA fe10) Buyiig aoIA13g aweN A |
ualeddy Judleddy
panjosay sjuiejdiion) pasgdo swejdwod

b
i

2007 Arenue[ AAndy uedwo)
saluedwio) auoydsP] [ed07]

19



943 Joj seujj $sao0€ JO JAqUINU JEI01 BYI A Papmp ABSnpul ay3 Joj suopdeyuy Juasedde 31ep-03-1eaf [€J0] UO paseq 5| [eI0] Amsnpul ayp  Sauy Ssaode 10 J3qunu
18903 $31 Aq papip suopdeyur Jussedde [0 s, Auedwod ayi uo paseq S [e10] Aueduwios Yoeg smojjoy se pauyap s| sauyj ssaxe po0‘y 13d suopdeyur Judseddy - 330N, ..

Ansnpuf

000z 1894 41 10} 11003y SIASIEIS AIEY BARLIECUIOD) IS - 82IN0S, ,
SUOPIUYIG JO XOpuf 3ss asedld

01000 4 60995511 v1ioL
QN_ om_ m_oo..o £ | :m\mgtw o o . <Q_~_O._n_._.z_~_n_m

- ooo 000 00000 0 £62°91 (paaun esIA Apaiiog) WODITIL ALD LYVINS
00'0 000 00000 0 og8'sl | SAL/AONIND.

000 00’0 0000°0 0 9586 VAo IN
000 000 00000 0 8/8' o SWILSAS SNOILVDINNWNODITAL SLi]

000 000 00000 0 £40P90 ‘2 'ONI ‘YAROT NOZINIA

......... o000 o000 00000 0 Cop0g’ls  (udssof 5 ® gnD ‘efesol3) WOD 19D
000 000 0000°0 0 - 608'% _ o _ YHINOUS

911 911 ; Z100°0 8 £591599 HLNOS1134

S+'01 S¥'0l 8010°0 | 28126 1LY

L Xopuj <XOpU] +xxS0UI SSADOY A-LA 445U $S30Y sweN Aunn _ w
suopdeyu] juadleddy suonoeljup juleddy 000l 134 suopoe.yu| Jo p_quinN
200Z Aineue( d-L-A suondeyu] judeddy ualeddy |

S92lpu] uondeyu| usleddy / saul $S920Yy JO JdqUINN |
soluedwio) auoydsd] €207

20



TELECOMMUNICATIONS INDUSTRY

LOCAL TELEPHONE COMPANIES
APPARENT INFRACTIONS INDEX

January 2001

) e _, R ]Eﬂ
0 o ol ol o Pl fo| fo[ ol o o] [l [l
T ] T I
rt BELLSOUTH f GT COM l ITS TELECOM, ’ QUINCY/TDS ' SPRINT-FLA
ALLTEL FRONTIER VERIZON-FLA NE FLORIDA SMART CITY
"] YTD INDEX B JANUARY INDEX
2000 ACCESS LINES*

ALLTEL 92,182 ITS TELECOM. 3,878
BELLSOUTH 6,651,643 NE FLORIDA 9,856
FRONTIER 4,809 QUINCY/TDS 13,830

GT COM (Florala, Gulf & St. 51,279 SPRINT/FLORIDA | 2,248,311

Joseph)

VERIZON (Formerly GTE) 2,464,043 | VISTA-UNITED 16,753

*Source - PSC Comparative Rate Statistics Report for the Year 2000.
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Unauthorized Telephone Service Change

“Local Slamming”

Apparent Rule Infractions - January 2002

Company January Year-To-Date

Access One Commusnicaions, Inc. 1 1
America’s Tele-network Corp. 1 1
Epicus, Inc. 1 1
Florida Digital Network, Inc. 2 2
IDS Long Distance, Inc. 3 3
IDS Telcom LLC 1 1
Supra Telecommunications & 4 4
Information Systems, Inc.

Talk America Inc. 1 1
Telscape Communications 1 1
Totals 15 15

2
[\




Cramming Statistics*
January 2002

New Cases Prior & New Cases $ Savings to
Received Resolved as Cramming Consumers
27 13 $ 543.25

*Please see Index of Definitions

Cases Resolved as Cramming

40 @,___ - - ]anuary 2001 - ]anuary 2002

35N 53 |
o \Q o A S
0e s - ]

20 @\ / S
15 N T = (13
IO.< JO - - - —
5

0 1 w I T B x I I | T ;
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Unauthorized Distance Service Change

“Long Distance Slamming”
Apparent Rule Infractions - January 2002

Company January Year-To-Date
AT™T / ACC 8 8

MCl Worldcom 10 10

OLS, Inc. 5 5

Optical Telephone Corporation 5 5

Sprint 12 12

Talk America Inc. é 6

UKI1 Communications, Inc. 17 17

WebNet Communications 6 6

Other Long Distance Companies 9 Q

Totals 78 78

*
Cases Resolved as Slamming
January 2001 - January 2002
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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
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