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Consumer Activity Overview - November 2004

Complaints Received & Entered into CATS 2,163   

   Electric 121

   Gas 16

   Competitive Local Exchange Telephone 186

   Local Exchange Telephone 183

   Long Distance Telephone 281

   Pay Telephone 2

   Shared Tenant 0

   Water & Wastewater 24

   Non-certificated Company Complaints Logged 9

        Electric 1

        Gas 0

        Telecommunications            0

        Water / Wastewater 0

        Industry Unknown 8

   Telephone Transfer-Connects (Calls Transferred to Utilities) 1,145

        Electric 673

        Gas 0

        Telecommunications            472

        Water / Wastewater 0

   E-Transfers (E-mails sent to Utilities from the PSC Web site) 76

        Electric 40

        Gas 0

        Telecommunications            36

        Water / Wastewater 0

   Cases Received / Closed Under 3 Day Rule 120

        Electric 65

        Gas 0

        Telecommunications            55

        Water / Wastewater 0

Information Requests Received & Entered into CATS 1,943

Total New Cases Received & Entered into CATS 4,106

Telephone Calls Not Filed As Cases (Call backs on Active/Inactive Cases) 441

Telephone Calls Not Entered into CATS 619

Total Consumer Contacts Handled 5,166

How Cases Were Received Complaints Information Requests Total Cases

      Phone 1,557 1,592 3,149

      Mail 152 96 248

      Internet 366 234 600

      Fax 88 21 109

   Totals 2,163 1,943 4,106

Consumer Savings

 Electric $ 6,956.55

 Gas 652.86

 Competitive Local Exchange Telephone 33,129.00

 Local Exchange Telephone 24,050.86

 Long Distance Telephone 40,420.36

 Pay Telephone 10.00

 Water & Wastewater 1,028.12

 Non-regulated/Other Consumer Assistance 0.00

  Total $106,247.75
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Complaints by Industry
November 2004

Complaints
Logged

% of Total
Complaints*

 Electric 121 6%

 Natural Gas 16 1%

 Competitive Local Exchange Telephone 186 9%

 Local Exchange Telephone 183 8%

 Long Distance Telephone 281 13%

 Pay Telephone 2 0%

 Shared Tenant 0 0%

 Water & Wastewater 24 1%

 Non-certificated Company Complaints Logged** 9 <1%

 Telephone Transfer-Connects (Calls Transferred to Utilities) 1,145 53%

 E-Transfers 76 4%

 Cases Received & Closed by 3 Day Rule 120 6%

 Total 2,163 100%

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. 
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Electric Companies
Complaint Activity - November 2004

Complaints Logged Complaints Resolved

Apparent Apparent  

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

FLORIDA POWER & LIGHT COMPANY 15 58 73 404 47 0 47 288

FLORIDA PUBLIC UTILITIES COMPANY 0 1 1 9 1 1 2 8

GULF POWER COMPANY 0 1 1 9 0 0 0 8

PROGRESS ENERGY FLORIDA, INC. 21 15 36 226 17 2 19 151

TAMPA ELECTRIC COMPANY 3 7 10 113 6 0 6 100

TOTAL** 39 82 121 761 71 3 74 555
*Please see Definitions.
**Does not include non-certificated complaints logged, complaints received via the telephone transfer-connect or e-transfer process, 
  or complaints logged and resolved under the three-day rule.
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Electric Companies
Number of Customers / Apparent Infraction Indices

Apparent Apparent Infractions Y-T-D November 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 0.00

FLORIDA PUBLIC UTILITIES COMPANY 26,242 1 0.0381 31.36 0.00

GULF POWER COMPANY 388,253 0 0.0000 0.00 0.00

PROGRESS ENERGY FLORIDA, INC. 1,478,653 4 0.0027 2.23 0.00

TAMPA ELECTRIC COMPANY 597,932 3 0.0050 4.13 0.00

   

TOTAL 6,583,876 8 0.0012  

*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.
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Local Telephone Companies
Complaint Activity November 2004

Complaints Logged              Complaints Resolved  Complaints Resolved
Apparent Apparent  

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

ALLTEL FLORIDA, INC. 2 2 4 33 2 0 2 29

BELLSOUTH 46 61 107 1,535 90 2 92 1,374

FRONTIER 0 0 0 2 0 0 0 1

GTC, INC. D/B/A GT COM 0 3 3 26 0 0 0 23

ITS TELECOMMUNICATIONS SYSTEMS 0 0 0 2 0 0 0 2

NE  FLORIDA 0 0 0 1 0 0 0 1

QUINCY/TDS 0 0 0 1 0 0 0 1

SMART CITY TELECOM (Formerly Vista United) 0 0 0 0 0 0 0 0

SPRINT-FLORIDA 22 15 37 512 24 2 26 466

VERIZON FLORIDA, INC. 19 13 32 310 20 0 20 263

TOTAL** 89 94 183 2,422 136 4 140 2,160
*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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  Local Telephone Companies
  Number of Access Lines / Apparent Infraction Indices

Apparent Apparent Infractions Y-T-D November 2004
Number of Infractions Per 1,000 Apparent Infractions Apparent Infractions

Utility Name Access lines** Y-T-D Access lines*** Index* Index*

ALLTEL 94,294 1 0.0106 1.22 0.00

BELLSOUTH 6,051,936 54 0.0089 1.03 0.88

FRONTIER 4,576 0 0.0000 0.00 0.00

GT COM (Florala, Gulf & St. Joseph) 52,081 5 0.0960 11.09 0.00

ITS TELECOMMUNICATIONS SYSTEMS 3,982 1 0.2511 29.00 0.00

NE FLORIDA 10,227 0 0.0000 0.00 0.00

QUINCY/TDS 14,192 0 0.0000 0.00 0.00

SMART CITY TELECOM (Formerly Vista United) 15,328 0 0.0000 0.00 0.00

SPRINT-FLORIDA 2,131,285 20 0.0094 1.08 2.49

VERIZON FLORIDA, INC. 2,247,512 11 0.0049 0.57 0.00

 TOTAL 10,625,413 92 0.0087  
* Please see Definitions.

**Source - PSC Comparative Rate Statistics Report for the Year 2003, as of December 31, 2003.

***Note - Apparent infractions per 1,000 access lines is defined as follows: Each company total is based on the company's total apparent infractions divided by its total 

         number of access lines.  The industry total is based on total year-to-date apparent infractions for the industry divided by the total number of access lines for the
         industry.
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