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Consumer Access to the
FLORIDA PUBLIC SERVICE COMMISSION

If you have questions about regulated utility services, you may:

CALL the Division of Regulatory Compliance and Consumer Assistance at
1-800-342-3552

FAX your questions to 1-800-511-0809

E-MAIL the FPSC from our Web site at http://www.floridapsc.com, or
direct to the following address: contact@psc.state.fl.us

Or WRITE to:
Florida Public Service Commission
Division of Regulatory Compliance and Consumer Assistance

2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850



Preface

The PSC tracks consumer cases using a tracking tool known as the Consumer
Activity Tracking System (CATS). There are two categories of consumer cases:
Complaints and Information Requests. A Complaint is a form of case that involves
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
a form of case that involves providing facts, reference material or other data but
does not involve a substantial unresolved objection by a consumer regarding a
regulated utility.

It is the Commission’s intent that disputes between regulated companies and their
customers are resolved as quickly, effectively, and inexpensively as possible. To
accomplish this, the Commission has adopted Rule 25-22.032, Florida Administrative
Code, relating to the Commission’s customer complaint handling procedure.

Summary

There were 2,274 complaints logged against the utility companies for the month of
August 2004. If the PSC staff believes that a violation of the Florida
Administrative Code, company tariffs or policies occurred, the complaint is resolved
as an apparent rule infraction. There were also 2,539 information requests logged
by the PSC.

A total of 21 utility companies are participating in the Telephone Transfer-Connect
option, as of August 31, 2004. Under this option, and with the caller’s approval,
a call to the PSC is directly transferred to the caller’s utility. There were 1,132
calls transferred and logged into CATS during August 2004.

Refunds, savings and credits to consumers resulting from Commission action on behalf
of consumers totaled $68,048 for the month.




Consumer Refunds
August 2003 - August 2004
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Consumer Activity Overview

- August 2004

Complaints Received & Entered into CATS
Electric
Gas
Competitive Local Exchange Telephone
Local Exchange Telephone
Long Distance Telephone
Pay Telephone
Shared Tenant
Water & Wastewater
Non-certificated Company Complaints Logged
Electric
Gas
Telecommunications
Water / Wastewater
Industry Unknown
Telephone Transfer-Connects (Calls Transferred to Utilities)
Electric
Gas
Telecommunications
Water / Wastewater
E-Transfers (E-mails sent to Utilities from the PSC Web site)
Electric
Gas
Telecommunications
Water / Wastewater
Cases Received / Closed Under 3 Day Rule
Electric
Gas
Telecommunications
Water / Wastewater
Information Requests Received & Entered into CATS
Total New Cases Received 8t Entered into CATS
Telephone Calls Not Filed As Cases (Call backs on Active/Inactive Cases)
Teiephone Calls Not Entered into CATS
Total Consumer Contacts Handled

O wWw oo

597

535

26

52

54

69

2,274
89
20
182
228
379

25
13

1,132

79

123

4,813
584
623

6,020

How Cases Were Received Complaints Information Requests
Phone 1,684 2,125
Mail 111 99
Internet 361 293
Fax 118 22
Totals 2,274 2,539

Total Cases
3,809
210
654
140
4,813

Consumer Savings

Electric

Gas

Competitive Local Exchange Telephone
Local Exchange Telephone

Long Distance Telephone

Pay Telephone

Water & Wastewater
Non-regulated/Other Consumer Assistance

Total

2,650.66
656.16
8,736.94
20,612.80
34,891.84
0.00

0.00
500.00
$68,048.40




Public Service Commission

Total Consumer Contacts
August 2003 - August 2004




Complaints by Industry
August 2004

Complaints % of Total

Logged Complaints*
Electric 89 4%
Natural Gas 20 1%
Competitive Local Exchange Telephone 182 8%
Local Exchange Telephone 228 10%
Long Distance Telephone 379 17%
Pay Telephone 4 0%
Shared Tenant 0o 0%
Water & Wastewater 25 1%
Non-certificated Company Complaints Logged** 13 <1%
Telephone Transfer-Connects (Calls Transferred to Utilities) 1,132 50%
E-Transfers 79 3%
Cases Received & Closed by 72 Hr Rule 123 5%
Total 2,274 100%

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.

Figures have been rounded.
* ¥ Non-certificated relates to complaints filed against companies that appear to lack a
certificate with the PSC, but the complaint issue may be jurisdictional.



Total Calls Received - Call Center Statistics

August 2004
1400
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August 2 - 6 August 9 - 13 August 16 - 20 August 23 - 27 August 30 - 31
Answered . Deflected D Abandoned Presented
Answered: Number of calls answered by Consumer Affairs’ Regulatory Specialists.
Deflected: Number of calls originally destined for the PSC’s Automated Call Distribution (ACD) Group which were
not answered by a Consumer Affairs Regulatory Specialist: (a) due to a full queue or (b) wait time in
queue was exceeded.
Abandoned: Number of calls offered to the ACD Group but customer hung up while waiting in queue prior to call
being answ .
Presented: Titagl nlzlsmleazerd of calls answered by Consumer Affairs’ Regulatory Specialists, plus the number of calls
abandoned and deflected from the ACD Group.
Period Answered % Deflected % Abandoned % Total
Total Total Total Calls
Calls Calls Calls
August 2 - 6 1,206 90% 0 0% 137 10% | 1,343
August 9 - 13 956 95% 0 0% 46 5% 1,002
August 16 - 20 1,177 91% 0 0% 112 9% 1,289
August 23 - 27 1,200 93% 0 0% 85 7% 1,285
August 30 - 31 463 86% 0 0% 76 14% 539
Totals 5,002 92% 0 0% 456 8% 5,458
Note: % Totals have been rounded.
Calls Answered During the Month (RCA) 5,002
Minus Calls Resulting in Cases (RCA) (3,795)
Total Calls Not Filed As Cases (RCA) 1,207
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Complaints Received by County
August 2004
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Note: County name not available for 248 cases.
e.g., complaints received by e-mail, telephone
transfer-connects,non-Florida addresess, etc.
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Electric Companies
Complaint Activity - August 2004

Complaints Logged

Complaints Resolved

Apparent
Utility Name Service* Billing* Total Y-T-D Non-infractions*

ELORIDA POWER & LIGHT COMPANY =~ = g == . 94
FLORIDA PUBLIC UTILITIES COMPANY
GULE POWER COMPANY
PROGRESS ENERGY FLORIDA, INC.
TAMPA ELECTRIC COMPANY

Apparent
Infractions*

Total Y-T-D

TOTAL® Y
Please see Definitions.

**Does not Include non-certificated complaints logged, complaints recelved via the telephone transfer-connect or e-transfer process,

or complaints logged and resolved under the three-day rule.

13



Electric Companies
Number of Customers / Apparent Infraction Indices

Apparent Apparent Infractions Y-T-D August 2004
Infractions Per 1,000 Apparent Infractions Apparent Infractions
Utility Name Total Customer Base ** Y-T-D Customers*** Index* Index*
FLORIDA POWER & LIGHT COMPANY. 4,092,796 0. . 0.0000 - 0.00 000
FLORIDA PUBLIC UTILITIES COMPANY 26,242 [ 0.0000 0.00 0.00
GULF POWER COMPANY 388253 0 0.0000 , 0.00 0.00
PROGRESS ENERGY FLORIDA, INC. 1,478,653 0 0.00 0.00
TAMPA ELECTRIC COMPANY = 597,932 2 1101 0.00

64,583,876

*Please see Definitions.
**Source - PSC's Facts and Figures of the Florida Utility Industry 2004, based on 2003 averages.

*** Note - Infractions per 1,000 customers Is defined as follows: Each company total is based on the company's total apparent infractions divided by Its customer base.

The industry total is based on total year-to-date apparent infractions for the industry divided by the total Industry customer base.

Electric Companies
Apparent Infraction Indices
August 2004
12 11.01
10
8
6
4
2
0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
T T T T
PROGRESS ENERGY FLORIDA FLORIDA PUBLIC UTILITIES COMPANY TAMPA ELECTRIC COMPANY
FLORIDA POWER & LIGHT COMPANY GULF POWER COMPANY
M August 2004 [ Y-T-D
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Competitive Local Exchange Telephone Companies
Complaint Activity - August 2004

Complaints Logged ] Complaints Resolved
Utility Name Service® Billing* Total YTD | Tol YTD
AA TELE-COM - ' : e 0 0 o 2 0 2
ACCERIS COMMUNICATIONS CORP OF FLORIDA 0 1 1 2 _
ICAT - o o 0

ACCESS INTEGRATED NETWORKS, INC. 1 0 1 3

ACN COMMUN?CATION SERVICES, INC.

]
0 0 0 1
. L FLORIDA, INC. . 0 o ¢ 1 L
AMERICAN FIBER NETWORK, INC. 0 0 0 2 0 2
AMERICAN PHONE SERVICES CORP. - L 6 ‘0 0 2 o 2
ANEW BROADBAND, INC. 8 0 8 14 3 8
. 0 0 0 , o 1
ATET COMMUNICATIONS OF THE SOUTHERN STATES, LLC 1 11 13

BELLSOUTH TELECOMMUNICATIONS, NG

BULLSEYE TELECOM, INC.
CAMPUS COMMUNICATIONS GROUP, INC.
CARILINK INTERNATIONAL, INC.
CAT COMMUNICATIONS INTERNATIONAL, INC. -

emvwoeTRL ]

CITYWIDE-TEL

A COMCAST DIGITAL PHONE

COVISTA, INC.
CYPRESS COMMUNICATIONS OPERATING COMPANY, INC.
IDELAND ACTEL, INC.

19



Complaints Logged

Complaints Resolved

Utllity Name Service* Billing* Total YTD Total YTD
DPI-TELECONNECT, LLC. ' . 0 0 5 0 4
DSL TELECOM, INC. 0 0 0 7 0 7
DLl 4 o 4 22 4 19
DSLNET COMMUNICATIONS, LLC 0] 0 0 1 0 1
EAGLE TELECOMMUNICATIONS, INC. 0 0 0 . 1 i
EPICUS, INC. 0 0 0 0 15
ERNEST COMMUNICATIONS, INC. 1 0 1 1 1
EXCEL TELECOMMUNICATIONS, INC. 2 3 5 4 43
EXPRESS PHONE SERVICE o 0 0 o s
EZ TALK COMMUNICATIONS, L.L.C. 0 0 0 0 2
FDN COMMUNICATIONS 8 2 10 v 89
FLATEL, INC. 3 0 3 5 21
FLORIDA COMM SOUT g o 0 2 0 2
FLORIDA PHONE SERVICE, INC. 2 0 2 32 0 27
FLORIDA TELEPHONE SERVICES, LiC - 4 7 & 39 3
FOCAL COMMUNICATIONS CORPORATION OF FLORl DA 0 [ 0 1 0 1
GLOBAL CROSSING LOCAL SERVICES, NC. - 0 S0 " 1 0 1
GTC TELECOM, CORP. D/B/A CURBSIDE COMMUNICATIONS _ 0 0 1 1 1
GTC, INC. D/B/A GT COM 0 0 1 1 1
HOME TOWN TELEPHONE LLC 0 0 1 0 1
DS LONG DISTANCE, IN ' 0 o i 0 {
IDS TELCOM LLC 5 3 70 7 60
o 2. 2 1 74 9 64
ILD 0 0 0 1 0 1
INSTATONE 3 o 3 19 2 15
INTERACTIVE SERVICES NETWORK INC. D/B/A ISN COMMUNICATION 0 0 0 8 1 8
ITC*DELTACOM 4 1 7 & 15
ITS TELECOMMUN ICATIONS SYSTEMS, INC 0 4] 0 o] 1
KISSIMMEE UTILITY AUTHORITY 0 0 0 0 i
KMC DATA LLC 0 0 0 0 1
KMC TELECOM i LiC 0 0 0. 0 5
KNOLOGY OF FLORIDA, INC. 0 0 0 0 5
LIGHTYEAR COMMUNICATIONS, INC. 0 0 0 2 0
LITESTREAM TECHNOLOGIES, LLC 0 0 0 2 4
MCI WORLDCOM COMMUNICATIONS, INC. 5 i 9 & e 57
MCl WORLDCOM NETWORK SERVICES, INC. 0 o] 0 15 1 13
METRO TELECONNECT COMPANIES, INC. 0 o 0 4 0 4
MYATEL CORPORATION 0 [0} [+] 1 0 i
NATIONAL TELECOM & BROADBAND SERVICES, Lic o 0 o 1 0 1
NETWORK TELEPHONE CORPORATION 0 0 0 1 4] r
NEWPHONE. 0 i 8 0 5
NEWSOUTH COMMUNICATIONS CORP, 0 [0} 4 i 4
NORTH AMERICAN TELECOMMUNICATIONS CORPORATION 0 0 - 2 i 2
NUVOX COMMUNICATIONS, INC. 2 [¢] 5 0 3

20




Complaints Logged Complaints Resolved

Utllity Name Service* Billing* Total YTD Total YTD

ORLANDO TELEPHONE COMPANY . g 0 3 i 3
PAETEC COMMUNI_CA_TIONS, INC. 1 3 4 5 0 1
0 1

0 1 1 3

0 0 1 2

0 0 F 4

0 0 0 1

, e .. o 0 S
SALUDA NETW! o c T . T :

oS TELEcowoumcv TELEPHONE_

0

1

10

0

0

1

UNIVERSAL TELECOM, INC. 0
0
[¢]

.

0

b

0

‘o

[

FARTEC TELECOM, INC A - g
-—-
XO FLORIDA. INC. _ . ' . - g e a -
o 0
3

Z-TEL COMMUNICATIONS, INC,

1

0
4
9
0
9
1

0
0
0
0
1

0
1

!
o
3

TOTALS** 115 67 182 1,752 189 1,510
*Please see Definitions.

**Does not Include non-certificated complaints logged, complaints transferred via the telephone transfer-connect or e-transfer process,
or complaints iogged and resoived under the three-day rule.
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Cramming Statistics*
August 2004

New Cases Logged| Prior & New Cases $ Savings to
Resolved as Cramming Consumers
39 27 $1,363.12

*Please see Definitions

Cases Resolved as Cramming
August 2003 - August 2004

70

60 y

50 }g/

30 —=—{27]
20 o

10

0 I 1 ! I i ' i ; \ I I \

Aug O3 Sep Oct Nov Dec Jan 04 Feb Mar Apr May Jun Jul Aug
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Unauthorized Telephone Service Change

“Local Slamming”
Cases Logged - August 2004

Company Month Year-To-Date

AT&T 2 16
Bellsouth Telecommunications, Inc. 7 43
Excel Telecommunications, Inc. 1

IDS Telecom LLC 1

IDT 0

MCI 2 14
Sprint Communications Co. LTD Partnership 3 22
Sprint-Florida, Inc. 4 27
Supra Telecom. & Information Systems, Inc. 1 34
Verizon Florida Inc. 1 6
All Other Local Companies 8 70
Totals 30 253
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Long Distance Telephone Companies
Complaint Activity - August 2004

{ Complaints Logged [ Complaints Resolved
Utility Name Service* Billing* Total YTD Total YTD

12800 3030 123 AMERICATEL COLLECT
ACC LONG DISTANCE

ACCERIS COMMUNICATIONS SOLUTIONS
ACCESS INTEGRATED NETWORKS, INC. _ _
ACOOCCOMMUNICATIONS 1ic = e e e o
ACN COMMUNICATIONSERVICES,INC. | o o o 1 |
ADMA TELECOM, NC. . 7 o
AIRESPRING, INC.

ALLIANCE GROUP SERVICES, INC. o o o i | o 1 |
ALLTEL COMMUNICATIONS, INC. e 8 S
AMERICAN COMMUNICATIONS, L.L.C.

0 0
2 0 2
0 0 0
0 o 0

ANEW BROADEAND, INC.

ASC TELECOM, INC. D/B/A ALTERNATEL

AT&T COMMUNICATIONS OF THE SOUTHERN STATES, LLC

BELLSOUTH LONG DISTANCE, INC,

BROADWIN_G CQWUNICATIONS, LLC
BUDGEY CALL LONG DISTANCE, INC.
BUEHNER-FRY, INC.

CAPSULE COMMUNICATIONS, INC

CENTRIX. TELECOM, LLC * - .

CINCINNATI BELL ANY DISTANCE INC

CINERGY COMMUNICATIONS COMPANY

CODETEL INTERNATIONAL COMMUNICATIONS INCORPORATED
COMCAST PHONE OF FLORIDA, LLC D/BJA COMCAST DIGITAL PHONE
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Complaints Logged

Complaints Resolved

Utllity Name Service* Billing* Total YTD Total YTD
CTG TELECOMMUNICATIONS, INC. i o _ _ 0 0 o 1 o
CUSTOM TELECONNECT, INC. 0 0 0 2
5. 0 s :

EMERITUS COMMUNICATIONS, INC,

o = o o
[ N

ENHANCED COMMUNICATIONS NETWORK, INC.. = = = 0 9 0 .2

ENHANCED SERVICES BILLING, INC. 0 0 0 3

ENTRIX TELECOM. INC. e e e

EPICUS, INC. 0 3
EUROCOM TELECOMMUNICATIONS, 11C 1 0 1 2 0 1
EXCEL TELECOMMUNICATIONS, INC. 2 3 5 38 3 33
EXERGY GROUP, UC . e 0 0 1 0 !
FIRST COMMUNICATIONS, LLC 0 0 0 1 0 1
GLOBAL CROSSING NORTH AMERICAN NETWORKS, NG. . |+ o v+ .3 | o 2

GLOBAL CROSSING TELECOMMUNICATIONS, INC.

GLOBAL LINK COMMUNICATIONS, INC.

GLOBAL TEL*LINK CORPORATION

GTc TelEcoM corr. . . o .

HARBOR COMMUNICATIONS, LL(_: _

HES BILLING SERVICES

IDC TELECOMMUNICATIONS

c

IDCTELECOMMUNICATIONS [ 0

i 7
2 2
0 e
5 34
INC»O.M.M T ,A T = T T o 0 i pe o = ._
INCOMNET 0 0 0 1 0 1

0 3 3 52 5 si |
0 0 0 5 0 5

0 i i s 2 n

0 2

0 % 0 i 0 i

0 0 0 5 i 3

0 ° 0 E 0 t

0 0 0 i 0 i

MAIN: STREET TELEPHONE COMPANY. = : . 0 1 i 2

MAP MASTERS, INC. 1 0 1 1

MATRIX TELECOM - 0 0. g 5 0

MCG, LLC 0 0 0 1 0 0
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Complaints Logged Complaints Resolved
Utility Name Service* Billing* Total YTD Total YTD

MCI WORLDCOM COMMUNICATIONS, INC . 2 g 4 8 I 4

MCI WORLDCOM NETWORK SERVICES, INC. 21 i3 J4 327 26 297

N el PO

as
39

ool
== jaN o

ONELINK COMMUNICATIONS, INC.

O Qv QO
EN
@

WO HAN e

OPTICAL TELEPHONE CORPORATION , -
PAETEC COMMUNICATIONS, INC.
PNG TELECOMMUNICATIONS, INC, B/B/A POWERNET GLOBAL COMM.

PREMIER TELECOM, INC.
PRIMO. COMMUNICATIONS INC _ .
QWEST COMMUNICATIONS COKPORATION L
RED RIVER NETWORKS LLC

-.3...:1 o o

T2TECINC o] 4] 1

Q
0
,,,,,, 5
1
1
0
Q

TELECOM*USA 'OR TELECONNECT
TELECOMEZ CORP.
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Complaints Logged Complaints Resolved
Utility Name Service* Billing* Total YTD Total YTD

TELECORE COMMUNICATIONS, CORP,
TELECUBA, INC.

TELEDIAS COMMUNICATIONS, INC.

1
1
0
1

TELSTAR INTERNATIONAL, INC.

SERVICES, INC.

TOUCH | COMMUNICATIONS, INC.
TOUCH-TEL USA, LIC

TOUCHTONE COMMUNICATIONS INC.___ o o o 1 | a1

NATIONAL, INC.
US TELECOM GROUP INC, = =

VERIZON 'LONG DISTANCE . - v

VERIZON SELECT SERVICES INC.

VOl ENTERPRISES INC. ... ,,
WINSTAR COMMUNICATIONS, 1iC , ,
WORLD COMMUNICATIONS SATELLITE SYSTEMS, INC.

WORLDCOM NETWORK SERVICES, INC.

XO FLORIDA, INC.

XSPEDIUS COMMUNICATIONS .

'YAK COMMUNICATIONS (AMERICA), INC

ZONE TELECOM, NC. i T T
Z-TEL COMMUNIQ\TIQNS,‘INC.

TOTALS** 175 204 379 4,020 376 3,669
*Please see Definitions.

**Does not Include non-certificated complaints logged, complaints transferred via the telephone transfer-connect or e-transfer process,
or complaints logged and resolved under the three-day rule.
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Unauthorized Telephone Service Change

“Long Distance Slammming”
Cases Logged - August 2004

Company Month Year-To-Date

1 800 3030 123 Americatel Collect 1 15

AT&T 39 547

Excel Telecommunications, Inc. 2 17

MCI Worldcom 15 95

New Century Telecom, Inc. 3 45

Qwest Communications Corporation 8 42

Skynet Telesystems 2 23

Sprint 56 417
Telecom*USA or Teleconnect 2 16

Other Long Distance Companies 28 205

Totals 156 1,422

Cases Logged as Slamming
August 2003 - August 2004

250 — 275
200 208] o \ﬁ - 203 i -

150 138~ = 148
100

50

0 ! s ] \ T { a \ \ I ! |
Aug Sep Oct Nov Dec Jan 04 Feb M™Mar Apr May Jun Jul Aug
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Pay Telephone Companies
Complaint Activity - August 2004

Complaints Logged Complaints Resolved
Utility Name Service* Billing* Total YTD Total YTD

ARLEN. COMMUNICATIONS, INC,

ATN, INC,

BELLSOUTH PUBLIC COMMUNICATIONS, INC.
‘(Z_IN‘CINNATI BELL PUBLIC COMMUNICATIONS INC.
COINTEL, INC. - -

FLORIDA PUBLIC TELEPHONE COMPANY

RITE LINE COMMUNICATIONS, INC.
SOUTHEAST PAY TELEPHONE, INC.
SOUTHEAST PAYPHONES, INC.
SPRINT PAYPHONE: SERVICES, INC
TCG PUBLIC COMMUNICATIONS, INC.

TELALEASING ENTERPRISES, INC,
TELE COM, CORP.
T-NETIX TELECOMMUNICATIONS SERVICES, INC.
TRI-COUNTY TELEPHONE INC.
VERIZON FLORIDA INC.

TOTALS** 3 1 4 33 3 29
*Please see Definitions.

**Does not include non-certificated complaints logged, complaints transferred via the telephone transfer-connect or e-transfer process,
or complaints logged and resolved under the three-day rule.
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Water & Wastewater Companies
Complaint Activity - August 2004

Complaints Logged

Complaints Resolved

Service* Billing* Total

BURKIM ENTERPRISES, INC. -
CONSOLIDATED WATER WORKS, . A
COUNTRY CLUB QF SEBRING

CRESTRIDGE UTILHY CORPORATION =

KEMPLE WATER COMPANY

LITTLE SUMTER UTILITY COMPANY
MILES GRANT WATER AND SEWER COMPANY

MOBILE MANOR, INC.

PINE HARBOUR WATER UTILITIES
PINECREST RANCHES, INC.

Total

YTD

TOTALS** 13 12 25

*Please see Definitions.

**Does not include non-certificated complaints logged, complaints transferred via the telephone transfer-connect or e-transfer process,
or complaints logged and resolved under the three-day rule.
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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. Exception: In the case
of slamming complaints, staff does not classify complaints as either Apparent Rule
Infractions or Apparent Non-infractions.

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. Exception: In the case of slamming complaints, staff does not
classify complaints as either Apparent Rule Infractions or Apparent Non-infractions.

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.

Case - A contact that is logged into the PSC’s CATS database. A case may be
logged in as a complaint or as an information request.

Complaint - A form of case that involves 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.

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 and information requests filed with the Florida Public Service Commission.

Contact - A communication with the Commission either in writing (letter, fax or
e-mail), in person, or by telephone relating to a complaint or an information request
that is handled by consumer complaint staff. A contact may be logged into CATS
as a new case or it may not be logged as a new case because it is a follow-up to

31



an existing case, is a misdialed call or the caller hangs up during the call.

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

Information Request - A form of case that involves providing facts, reference
material or other data but does not involve a substantial unresolved objection by a
consumer regarding a regulated utility.

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.

Telephone 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
his concerns to that utility.

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

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

** 0p of customer = total customer base for each utility
total customer base for industry
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