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Inquiries may be directed to the mailing address, telephone number, fax number, or
Internet address listed below.

Joe Garcia, Chairman (850) 413-6042
J. Terry Deason, Commissioner 413-6038
Susan F. Clark, Commissioner 413-6040
E. Leon Jacobs, Jr., Commissioner , : 413-6046
Executive Director ) 413-6055
Deputy Executive Director, Administrative 413-6071
Deputy Executive Director, Technical 413-6068
Division of Communications 413-6600
Division of Consumer Affairs 413-6100
Division of Electric & Gas 413-6700
Division of Water & Wastewater . 413-6900

Florida Public Service Commission
2540 Shumard Oak Boulevard - Tallahassee, Florida 32399-0850

Toll Free Telephone Number: '1-800-342-3552 (National)
Toll Free Facsimile Number: 1-800-511-0809 (Florida)
Internet Home Page Address: http://www.floridapsc.com

Internet E-mail Address: contact@psc.state.fl.us



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.




Summary

The PSC Call Center analysts answered 5,530 phone calls and the PSC
Consumer Activity Tracking System (CATS) reflects 537 pieces of written
correspondence received during the month of December 1999. The External
Contact Tracking System (ECTS), which tracks miscellaneous correspondence,
reflects an additional 10 consumer contacts for a total of 6,077 contacts.

There were 1,208 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 3,663 Information Requests handled by the PSC. No Docketed
Correspondence was recorded in CATS during December 1999.

A total of fourteen 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. A total of 791 calls were transferred during
December 1999. Calls of special concern to customers were regarding PSC
Rules and Tariffs, General Information and PICC’s/Access Fees.

Refunds, savings and credits to consumers resulting from Commission action on
behalf of consumers totaled $76,244 for the month and $2,134,528 for the
calendar year. '
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Consumer Activity - December 1999

Complaints Received 1,208
Electric 76

Gas 7

Alternative Local Exchange Telephone 63

Local Exchange Telephone 346

Long Distance Telephone 550

Pay Telephone 6

Water & Wastewater 19

Nonregulated Issues 141

Information Requests Received 3,663
Docketed Correspondence Received ]
Total Cases Received 4,871

How Cases Were Received

Complaints Information Requests Docketed Correspondence
Phone 779 3,555 0
Mail 205 45 0
Internet 141 56 0
Fax 83 7 0
Totals 1,208 3,663 0
External Contact Tracking System 10
Non-Jurisdictional Calls Not Filed As Cases 1,196
Total Consumer Contacts Handled 6,077
Transfer Connect (Calls Transferred to Utilities) 791
Consumer Savings
Electric $ 1,365.51
Gas 0.00
Alternative Local Exchange Telephone 5,009.73
Local Exchange Telephone 16,153.48
Long Distance Telephone 53,448.37
Pay Telephone 0.00
Water & Wastewater 0.0
Non-Regulated Issues 266.97

Total

$76,244.06




Public Service Commission

Total Consumer Contacts
December 1998 - December 1999

Complaints Received % of Total Complaints
Electric 6

Gas <1
Alternative Local Exchange Telephone 5

Local Exchange Telephone 29

Long Distance Telephone 46

Pay Telephone <1

Water & Wastewater 2
Nonregulated Issues 12

Total : 100%

Information provided by Automatic Call Distribution System - Management Information System (ACD-MIS),
Consumer Activity Tracking System (CATS), External Contact Tracking System (ECTS). Includes contacts

from phone calls, letters, faxes and the Internet.
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Total Calls Received

Call Center Statistics
December 1999

2000
1500
7
T
1000 % /
/ .
500 — 2 % %
‘BRI
0 l S é i . / |
Dec1-3 Dec& - 10 Dec 13 -17 Dec 20 - 24 Dec 27 - 31
% Answered . Deflected D Abandoned . 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 | Abandoned | % Total | Total
Calls Calls Calls
D mber-3 ;. T % — ——— = —
December 6 - 10 1,481 0 0% 149 9% 1,630
December]3-17 — }, : 89% S— . —
December 20 - 24 859 83% 3 <1% 178 17%
Totals 5,530 88% 3 <1% 766 12% | 6,299
Calls Answered In December : 5,530
Minus Calls Resulting in Cases , (4,334)
Total Non-Jurisdictional Calls Not Filed As Cases ‘ 1,196



Monthly Status of Total Complaints Received / Resolved+

December 1998 - December 1999
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*Cases resolved consists of cases closed from the present and previous months, which were carried forward.

**July 1, 1999, the Commission reclassified cases. Prior to July 1, 1999 cases consisted of Inquiries, Letters and References.



Complaints Received by County
DECEMBER 1999
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Note: County name not available for 52 cases.



How Complaints Were Received

Phone, Mail, Internet and Fax

December 1998 - December 1999
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How Information Requests Were Received

Phone, Mail, Internet and Fax
July 1999 - December 1999

4000

3000

7
2000 ~—%- -f“w—%

LR

A

2, phone W wmai . Internet [ | Fax
Jul 99 Aug Sept Oct Nov Dec
Phone | 2,550 | 4,167 | 3,269 | 3,457 | 4,189 | 3,555
Mail 36 79 85 37 29 45
Internet | 63 76 | 109 | 93 | 68 56
Fax 19 34 21 9 11 7
Total | 2,668 | 4,356 | 3,484 | 3,596 | 4,297 | 3,663

Dec

. *As of July 1, 1999, the Commission reclassified consumer contacts. There is no prior data for comparison

purposes.
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ELECTRIC INDUSTRY
INVESTOR-OWNED ELECTRIC COMPANIES |
APPARENT INFRACTIONS INDEX

December 1999

‘ bl b bl bl bl ol
FP FPUC Gu TEC
7, B
TOTAL CUSTOMER BASE*
FLORIDA FLORIDA FLORIDA GULF POWER TAMPA
POWER | POWER AND |  PUBLIC COMPANY | ELECTRIC
CORP LIGHT UTILITIES COMPANY
: COMPANY COMPANY
1,349,000 | 3,712,700 24,200 354,000 537,100

*Sou,

- Florida Public Service Commissi

n 1998 Annual Report.
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Momentary Electricity Outage lnvformation
December 1999

Company New Cases Filed
Florida Power Corporation 1
Florida Power & Light 11
Florida Public Utilities Corporation
Gulf Power Company 0
Tampa Electric Company
Total 12

Total Momentary Outages Filed
December 1998 - December 1999

/ \
& \
N o /. \
S W —— AN 4 \
N &
Dec ]an;99 F;b M'ar A;r M!ay Jun ]I:ll A;Jg Sép 0‘ct Nﬁv D'ec

13



JEdiod | Aq pasealddp ‘Poraddy SIEIAWIOD LA 6681 AIGUISAON D1d{ O dpeul a8uey) :IONy «
SUONIIYSG JO XopUl 93 58I,

4 0 [4 901 L 9 l 1v101L
0 0 0 | 0 0 0  VanoOHHLNOS
0 0 0 0 0 0 0 DNIIE3S
4 0 Z 1 0 0 0 -30[ 1S
0 0 0 £5 4 ] l $91d0O3ad
0 0 0 0 0 0 0 NMO.LNVIANI
) 0 0 0 ) r4 r4 0 ondi
0 0 0 44 £ £ 0 SYD ALD
0 0 0 0 0 0 0 DIVAIVYSIHD
[eloL wsuopodeyjuj »SUONDELUIUON a-L-A [e10L «Sulig  .DIAIRS
juleddy judseddy syujejdwion)
paAjosay sauiejduwion) pag3o syutejdwon)

6661 1_3quRdR( - ANANDY Julejdwo)
sajuedwo?) sen

14



s, Auedwod a3y} uo paseq s| [e303 Auedwod yoej

*aseq JAWoIsNd Ansnpuj jejo} ays Aq papialp Ausnpu) ayj 1oy suopdeyu] juasedde djep-oj-aeaf |e303 uo paseq S| jejol Ansnpuj dyy
q PpopIAp suopzdelul judiedde jejo}

ISMOJjO} Se pauyap S| s1dwoisnd OO0’ 49d suopoesjul judteddy - NON, 4«
‘6661 Kienuef ‘uopen8ay sen |eJnIEN JO neAng UOISSILLIOD) DAL Dliqhgd epploj{ - adnos, .
‘SUOIHUYI(Q JO XOpU| DS ISEI)d,

00’1 0200 8 88970V TVLOL AYLSNANI
000 00'0 000°0 0 0LTY Vano1d HLNOS
000 00’0 000°0 0 004 DNRI93s
00°0 000 000°0 0 61¥'s 30( "1
000 1¥°0 800°0 4 866°94C $31d03d
000 000 000°0 0 LS9 NMOLNVIANI
000 Se°l £20°0 l oLbLE aNd4
00°0 £5°7 000 ] ¥15°66 SVD ALD
000°0 00’0 0000 0 ¥59°6 INVIdVSIHD
«Xopuj «Xopu| xxx StOWOISND a-1-A « x S13WW0ISND
suopoeju] judleddy suopdeyu] yudseddy 000‘L 434 suopioeqjul Jo saquinn
Jaquiadag a-1-A suonoequ) yudseddy Judieddy

sajuedwo)

9je-o0-1ea) suonoenyu] judlteddy

sen

15



4] NI “AONVISIG DNO1 sdl

) o] (0] 4 z

0 0 (0] l 0 i SNOLLVDINNWIWOD LdVH
! 0 1 | 0] l "DNI “43HLV4 ANV F1VH
0 0 0 | 0] | ONI ‘SNOLLYDINNIWWOD LSYOD 41ND
9 [4 14 12 ol Ll NOLLVIOJIOD SNOLLVYIOINNWIWOD 41D
l 0] ! i o l DNl NOMLIN TVLIDIA YAROT4
| | 0 0 0 0 NI ‘HONOL L1S¥Hd
0 0 0 | l 0] ‘DNl ‘SNOLLYIINNIWIWOD TYIdS™
| 0] i (o] 0] o] ONI ‘SNOLLYDINNIWINOD MNIT13DX3
0 ] 0 £ I [4 "ONI “13L Asv3 2
14 l £ S | 14 IBlY
0 o 0] l 0] | "ONI ‘SIDIAYES SNOLLVIINNWNODTTAL JAILYNYILTY
0 0 0] l 0] i DNl ‘SNOLLVIINNWINOD 1311V
| o] 1 £ [4 1 SNOILVIINNIWIWOD INO $§100V

jelog SUO[IDEAJU]  SUOHIDRHUIUON je1o) 3ung ETYEDS
wRleddy jualeddy
poAjosy siujejdwo) paddo swjeldwo)

6661 1PqWRQ - AIANDY uejdwo)
sojuedwo) auoydad] |ed0T SAPEUINY



~ ANVJIWOD INOHd FHL V/49/d "DNI ‘AAVS-TiL

ol

YARRO14 HLhOS DOL

—

o} O ©

"DNI ‘SIWILSAS NOILYIWIOANI ANV "WIWODI 1AL VidNS

<+ O

—

SNOILVIINNIWINOD TYNDIS IOWS

—

c: O O O O

XANODTY

ol O] ©

"DNI “IDIA¥IS INOHd ATIWV4A/SNOLLNIOS T130-34d

NOLLYYOddOD INOHd TYNOILVYN

"DNI ‘SNOILVYDINNIWIWOD D9

“ONI ‘SNOLLYDINNWIWODITAL YARO1d INOVIQIWN-

N| O O] ©
0 N O

T WODATIOM DKW

O N} N

O N N O O O

"ONI ‘Il WOD3TAL D

ONI WOD3TAL DD

[ ap]

o~

O O] N} ] &N O

"DNI ‘SNOILYIINNIWIWOD VIGIWYILNI

0

*ONI ‘SNOLLNTOSLAN 13L-43LNI

[e101

suomdBlU]  SUOIDIBLUIUON

juateddy Juateddy

paAjosay sutejdwor)

lejoL Buliig adA1ag

pag3o7 swupejdwo)



8¢

1)

£9

[44

84

SIV10L

[o)

"DNI ‘SSITIYIM AV.LSNIM

—

‘WINOD DIOHD ¥VI1D ANV "DNI ‘WODTTAL DTLAVA

Nl O O

WOD3TL VSI

—

"ONI ‘WODTT1IL TVSYIAIND

SYINLYVA 318VD DML

l

o o

o O ©O; O

0
0

(V/4/a "DNI XINODITAL) XINODITIL

0

l

0

1

SN'ld WOO 111

panjosay swiejduio)

suopoeRlUj  SUOHDEIUILON
judteddy Judteddy

fel0L

suing

pagdso swuejdno))

DIAIAS



10€ 6 261 125t ovs S/ 1£2 TV1i0L

0 0 0 | 0 0 0 GiLINN - ViSIA
96 L 68 12L 96 vl 78 VARIOT4-LNIYdS

0 0 0 | 0 0 0 SAL/ADNIND

0 0 0 4 0 0 0 VARO1d 3N

0 0 0 | 0 0 0 NMOLNVIAGNI
I£ | 0¢ _ 96¢ 142 vl (4% Vanod ilo

1 0 14 61 I 0 l WOD 1D

0 0 0 q 0 0 0 YILLNOYA
691 | g9l 955’1 661 9% €51 HLNOST13g =

1l 0 | S¢ 4 | £ ONI ‘Yano1 1Ly
jelol suofdeyu]  SUODELUIUON a-L-A |ejo) Sunng IAING

Judseddy Judseddy syugejdwon)
panjosay siujejdwod) pagso syuiejdwo)

6661 QUG AIANDY ulejdwo)
sajuedwion) suoyddp| [ed07]



Y} J0o) Souyl s$S3Ide JO SPQUUNU (P10} YY) Aq papiap Ansnpul oy 10) suopdeyul jusiedde 21ep-01-183A (81O} LO paseq S| jejo} Ansnpul dyf

Ansnpuy
‘souyf s$8I2¢ JO Joquunu

10103 S} Aq papiajp suojpdeyu jadedde (p10} S, Aueduios mS uo paseq sy |p10} Auedwod Yd>e3 :SMOJjof se paulap S| sallfj ssaaoe 00Ol Jad suojpdeyul dieddy - OION . . s
‘6661 Aienigo4 ‘SUOREIUUNIOY) JO UOSIAIQ UOSSIUIIOD) SIIAIS IlqNd EPLIO){ 2208 4 .

SUOIUYIQ JO Xopup 95 35edld .

¢r10'0 LS 100°€£0°1 1 1vi0ol
000 000 0000°0 0 952G Q3iLINN-V1SIA
12Y 1Z°1 1£10°0 SE Z¥0'8v0'C VANOT14-LNRIdS
000 00'0 00000 0 0L2's) SAL/ADNIND
000 000 00000 0 76S'8 Yanold aN
000 000 00000 0 L£S'S NMO.LNVIANI
zs0 91l $910°0 6f 8£6'89£°C Lo
000 ., C8 S1¢0'0 1 SI¥9p (ydasof 35 B JND ‘eesold) WOD 1D
000 000 00000 0 992y YILLNOYS
61°0 L8°0 £210°0 08 9861849 HLNOST13d
000 VAN IAZANY) 4 61LC8 1311
«XOpU| «XOpu| * % 59UJ| SSDOY a-L-A «#S2UI SS9V
suopdeyu} Judleddy  suopdeyuj Judseddy 000‘1 134 suopDeUl  JO SIdGWINN
13quIdA(Qg a-1L-A suondeyul Juddeddy  judteddy
suonoeyjuj jualeddy  3dlep-03-1ed |

sojuedwio?) auoydaja] [ed07]

20



TELECOMMUNICATIONS INDUSTRY

LOCAL TELEPHONE COMPANIES
APPARENT INFRACTIONS INDEX

December 1999

e RN
[1.52]
[1.16]
— 0.52!
= 019l - ,
0 o] L m 0 Db o] Bl 00
! [ ] [ T
| t i
BELLSOUTH I GTCOM i INDIANTOWN l SPRINT-FLORIDA
ALLTEL FRONTIER GTE NE FLORIDA VISTA

] vromoex [ pEc.mpEx

1999 ACCESS LINES*

ALLTEL 82,719 INDIANTOWN 3,537
BELLSOUTH 6,481,986 NE FLORIDA 8,592
FRONTIER 4,266 QUINCY/TDS 13,270
GT COM (Florala, Gulf & St. Joseph) | 46,415 | SPRINT/FLORIDA | 2,048,042
GTE 2,368,398 | VISTA-UNITED 15,236

*Source - Florida Public Service Commission Division of Communications, February 1999.
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Unauthorized Local Telephone Service Change

“Local Slamming”
Apparent Rule Infractions - December 1999

Company November Year-To-Date
E. Spire Communications, Inc. 0 1
Intermedia Communications, Inc. 0 1
Mediaone Fiber Technologies, Inc. 0 1
Mediaone Florida Telecom., Inc. 0 1
Qwest Communications Corp. 0 1
The Other Phone Company, Inc. 0 3
Totals 0 8
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Cramming Statistics*
December 1999

ew Cases Received | Prior & New Cases $ Savings to
Closed Consumers
31 47 $3,842.39

aase see Index of Definitions

Cases Resolved as Cramming

0 185 \
0 153 [156]
133
126
0 96
o) S 44
o ; I \ ;v ; t I

Dec Jan 99 Feb Mar Apr May Jun Jul Aug Sep Oct Nov
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Unauthorized Long Distance Service Change

“Long Distance Slamming”
Apparent Rule Infractions - December 1999

Company December Year-To-Date
Amer-1-Net 0 35
American Nortel Communications 0 114
AT&T 0 24
Excel Telecommunications, Inc. 0 62
GTE Communications Corp. 0o 125
Long Distance Charges 0 37
MCI Worldcom 1 48
- Qwest Communications (LCI) 4 41
65 Other Companies 10 243
Totals 15 729
Cases Resolved as Slamming
14087 —5;
i
120
100 - \:/
\\
60 \» wl
40 — ” 32 o
20 = : |
0 - : ; .

Dec Jan 99 Feb Mar Apr May Jun Jul -Aug Sep Oct Nov Dec
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Florida Telecommunications Relay Service*

Summary For December 1999

Actual Obijective | Achieved
Yes/No

Total Calls 191
Busy and Failures 23
Percent Completion 88.0% 97.0% No
Calls Answered 168
Calls Answered Within 20 150
Seconds
Percent of Calls Answered 89.3% 90.0% No
Within 20 Seconds
Garbled Calls 0
Calls Not Courteous 0

12.1 10 No

Average Feedback (Seconds)**

* The Florida Telecommunications Relay Service provides telecommunications service to

persons who are hearing or speech impaired, allowing communication in a manner

that is functionally equivalent to those without a hearing or speech impairment.

** Please see Index of Definitions.

Note: Test Results indicate the objectives for the completion rate, percentage of calls

answered within 20 seconds and the average feedback in seconds were not met

for December.
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External Contact Tracking System® Statistics
December 1999

Total Cases Total Cases Cases not Total
PSC DIVISION Reassigned to Assigned to Reassigned Cases
other Divisions CAF
A. The Commission Suite 0 32
Division Assigned 10
- Consumer Affairs
- Communications 2
- Electric & Gas 2
- Water/Wastewater 0
- Legal Services 6
TOTAL 10 10 0 20
Cases Reassigned & Handled by 10
CAF **
TOTAL NUMBER OF CASES 10

LOGGED TO ECTS ***

*Please See Index of Definitions.

**Cases Reassigned & Handled by CAF are entered into the PSC’s CATS system, so they are accounted

for in total comtacts.

**%The total number of cases logged to ECTS shows those cases that were not entered into the PSC s

CATS system.
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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 Noninfraction - 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.

Average Feedback (Seconds) - The MCI contract states, “ The system shall provide
feedback to callers on a call status within 10 seconds after a caller has provided the number
to call and continue to provide feedback until the call is-answered.” The calculation is the
total seconds taken to provide the first feedback (dialing) divided by the total number of
calls handled. :

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.
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External Contact - Written communications (letter, facsimile, or E-mail message) received
from consumers; utility representatives; federal, state, or local government officials;
representatives of professional organizations; or the news media, which require a written
response.

External Contact Tracking System (ECTS) - A database system into which all External
Contacts are entered by one designated person within each PSC division.

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™® *

*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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