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GEPORTING
January 7, 2000 

HAND DELIVERED 

Ms. Blanca S. Bayo, Director 
Division of Records and Reporting 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: 	 Revision of Rule 25-22 .032, F.A.C., Customer Complaints 
FPSC Docket No. 991651-PU 

Dear Ms. Bayo: 

Enclosed for filing are fifteen (15) copies of Tampa Electric Company's Comments on 
proposed amendments to Rule 25-22_032, Florida Administrative Code. This will also advise 
that Peoples Gas System adopts Tampa Electric Company's Comments on the proposed rule 
amendments. 

Please acknowledge receipt and filing of the above by stamping the duplicate copy of this 
letter and returning same to this writer. 

Thank you for your assistance in connection with this matter. 

Sincerely, 

~~7 
(~r \ I:-~ . r ., JDB/pp 

rr: _ _ EnclosuresI 

Martha C. Brown (w/enc,) 
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Tampa E lec t r i c  Company 

Comments on Rule 2 5 - 2 2 . 0 3 2  

Docket N o .  99165:L-PU 

January 7, 2000  

Substantial rewording of Rule 2 5 - 2 2 . 0 3 2  as follows: 

2 5 - 2 2 . 0 3 2  Customer Complaints. 

It is the Commission’s intent that disputes between requlated 

companies and their customers be resolved as auicklv, effectivelv, and 

inexpensivelv as possible. This rule establishes customer complaint 

procedures that are desiqned to accomplish that intent. U 
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(1) Anv customer of a Commission resulated companv mav file 

a complaint witth the Division of Consumer Affairs whenever the 

customer has an unresolved rewla ted  service or biZlincr dispute with 

the companv. rec;zrdiz?c: c l c  ctriz--=, kxltzrr 3r =zt,-ter 

izz. The complaint mav be communicated orallv or in writinq. The 

complaint must include th.e name of the companv aqainst which the 

complaint is made, the name of the customer of record, and the 

customer‘s service address. Upon receipt of the complaint, a staff 

member will determine if the customer has contacted the util’ 

CODING: Words s+i=ikm are deletions. Words bold & italicized are additions. Company comments are 0 0 3 0 8 JAfJ -7 
highlighted. 

-\:?fi:i? -EA7 E 

~ p s c  - R E C ~ ~ C S / R E P O R T I H ~  

-JSaL! 



n n 

if the customer asrees. will put the customer in contact with the 

comm3anv for resolution of the cc)rnplaint. 

( 2 )  Transfer-connect Requirement. 

(a) Each compaw splecified in DarasraDh ( 2 )  (b) shall 

provide a transfer-connect (wa:rm transfer) teleDhone - number bv 

which the Commi.ssion mav clirectlv transfer a customer to that 

company's customer service reDzesentative. When the transfer is 

comDlete, any further charses :for the call shall be the 

responsibilitv of the companv and not the Commission or the 

customer. Each comDanv must provide customer service 

rewesentatives to handle transferred calls durins the Commission's 

normal business; hours, - Monday throush Fridav, 8 : O O  A.M to 5 : O O  

P.M., Eastern time. 

T Electric Comments : 

Tampa Electric Company reco 

establish a transfer conn 

business days are not in a1 would constit 

warm transfer, via e 

any the next: bus 

understands that; the o es is to est 

ck, effective and ine 

Providing transfer connect 

closed for business does not 

(b) The followims times of coimanies shall obtain a 

transfer connect number: 
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1. A:L1 local exchanqe telecommunications comDanies; 

2. Alternative .local exchanse telecommunications 

companies with i2nnual gross in.trastate revenues qreater 

than $ 7 5 0 , 0 0 0 ;  

3 .  Interexchanqfs telecommunications companies with annual 

qross intrastate revenues qreater than $ 7 5 0 , 0 0 0 ;  

4. AIL1 investor-owne'd electric utilities w i t h  m o r e  t h a n  

25,000 cus tomer iL ;  

5 .  AIL1 investor-owned qas companies with more than 2 5 , 0 0 0  

customers ; 

6 .  All Class A water or wastewater companies with annual 

moss intrastate revenues in excess of $ 7 5 0 , 0 0 0 .  

( 3 )  Compla.ints resolved within #wee five (3)  ( 5 )  days. 

If companies are able to resolve a customers complaints within 

#wee f i v e  days, &hev a ccmP1aiint  shall Ibe considered resolved in 

the followins manner: 

(a) The Commission staff member handlinq the complaint will forward 

a description of: the complaint to the company for response and 

resolution. The 6kee f i v e  day period will beqin at 5 : O O  

p . m .  on the day the information is sent to the company and end at 

5:OO p.m. on the f i f t h  business day. , c x c l z d i z ~  weeke&=. cad 

klidz-;;. If the company satisfactorily resolves the complaint, the 

company shall notify the desiqnated staff member handlinq the 

comdaint of -5 i t s  resolution. 

Tampa Blectric C!omments : 
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Tampa Electric C! 

ation. Most 

to be completed e. The additional 2 

days will provitl 

a two thirds re 

, Tampa Eleatr 

of action 

completed in whole. 

designated staff membe of the proposed 

a Electric also recommends be provided an 

. .  (b) A f t e r  no t i f i ca t ion  bv the CcimDany, the w z z i a ~  

des icrnated  s t a f f '  member will contact the customer to confirm that 

the comDlaint hats been resolved. If the cuistomer confirms that 
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the complaint has been resolved, the complaint will not be reported in 

the total number of complaimts shown for that company in the 

Commission Consumer Complai.nt Activity Report. However, the Commission 

will retain the information for use in enforcement proceedinqs, or for 

any other 'Durpose necessary to rlerform its requlatorv obliqations. 

desicmated staff (c) If the customer informs the m z z 1 3 f z  I ,  

member that the complaint has not been resolved, the Commission will 

notify the company and recruire a. full report as prescribed in 

subsection ( 4 ) .  

( 4 )  Complaints not resolvedl within &+ee five davs. 

.- If the customer d.oes not agree to contact the comDany 

directly, or if the customer is not sattisfied with the company's 

the desiunated proposed resolution of the complaint, 2 C m z c c ~ 3 f z  

staff member will investisate the complaint and attempt to resolve 

the disrmte in the foll.owinc1 manner: 

I .  

Tampa Electric Comments : 

Tampa Electric ireco 

laint not ireso 

business day of re 

is not satisfied, or if t 

contact the company dir 

day response, the company will need e remaining time to 

resolving the disputed mat the eve: at a timely "complaint 

not resolved" st:aff res in one business 

mpany suggests con n an extension bey e 
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15 days equal to k:e  notif ic to 

company. 

(a) The desicrnated staff member will notify the company of 

the complaint and recriiest a response.. The company shall provide 

its response to the complaint within fifteen (15) h~;r!:iq 

b u s i n e s s  days. The response shall exxilain the company' s actions 

in the disputed matter and the extent: to which those actions were 

consistent with applicable statutes and resulations. The response 

shall also describe a:Ll attempts to resolve the customer's 

complaint. 

(b) The des ignated  staff member investigating the complaint 

may request copies of bills, billing statements, field reports, 

written documents, or other informati-on in the participants' 

possession that may be necessary to resolve the dispute. The 

des ignated  staff member may perform, or request the company to 

perfoxm, any tests, on-site inspections, and reviews of company 

records necessary to aid in the resol.ution of the dispute. 

(5) During the complaint process, a company shall not discontinue 

service to a customer because of an unpaid disputed bill. However, the 

company may require the customer to pay that part of a bill which is 

not in dispute. If the company and the customer cannot agree on the 

amount in dispute, the des ignated  staff meimber will make a reasonable 

estimate to establish an interim disputed (amount until the complaint 

is resolved. If the customer fails to pay the undisputed portion of 

the bill the company may discontinue the customer's service pursuant 

to Commission rules. 
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( 6 )  The desicrnaited staff member will propclse a resolution of the 

complaint based on the informati.on provided by all participants to the 

complaint and aimlicable st-atutas and resulations. The proposed 

resolution may he either oral or written. Upon request, either 

participant shall be entitled to a written. CODY of the proposed 

resolution. 

(7) Informal Con.ference. If a participant objects to the proposed 

resolution the participant may request an informal conference on the 

complaint. 

(a) The request shall be i:n writing and filed with the Division 

of Consumer Affairs within 3 0  days after the proposed resolution is 

sent to the customer. 

(b) When the remest for an informal conference is received the 

I ,  Director of the Division of Consumer Affairs will assiqn a 

desicrnated staff member to process the request for an informal 

conference. The desicrnated staff member will advise the participants 

to complete Form X (PSC/CAF Form X) incorporated bv reference herein, 

and return the form to the Commi.ssion within fifteen (15) bus iness  

days. A CODY of Form X may be obtained fro'm the Division of Consumer 

Affairs. The participants shall provide th.e followins information on 

the form: 

-- 1. A statement describinq the facts that qive rise to the 

complaint; 

-- 2. A statement of the issues to be resolved; and, 

-- 3 .  A statement of the relief request#& 
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The .informal conference shall be limited to the complaint and the 

statement of facts and issues identified in the form. The Commission 

staff will noti.Ev the customer that the remest for an informal 

conference will be denied if the form is not received within the 15 

days Deriod .  

(c) The Director of the Division will review the Customer statement 

and either appo.int a new desicrnated staff member to conduct the 

informal conference or make a recommendation to the Commission for 

dismissal based on a findinq that the complaint states no basis upon 

which relief may be qrantecl, 

(d) If a conference is qranted, the new desicrnated staff member 

appointed to conduct the conference shall not have participated in 

the investiqation 01: proposed resolution of the complaint 

(e) After consultins with the participants, the newly  aDDointed 

desicrnated staff member will send a written notice to the participants 

settinq forth the unresolved issues, the procedures to be followed at 

the informal conference, thie dates by which written materials are to 

be filed and the time and lsllace for the conference. The conference may 

be held by telephone conference, video teleconference or in Derson no 

sooner than ten (10) days followins the notice. 

(f) At the conference the Darticipants shall have the opportunity to 

present information orally or in writinq in support of their 

positions. Durins the conference the new desicrnated staff member may 

encourase the parties to resolve the dispute. The Commission will be 

resDonsible for tape-recordins, but not transcribins, the informal 
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conference. A participant niav arranqe for transcription at his own 

expense . 
(9) The new desdgnated staff mentber may permit any participant to file 

additional. information, documeiitation, or arguments. The opposing 

participant shall have an opportunity to respond. 

(h) If a settlement is not: reached within 20 davs followinq 

the informal conference or the last post-conference filinq, the 

new desicrnated staff member shall submit a recommendation to the 

Commission for consideration ai: the next available Aqenda 

Conference. Conies of the recornmendation shall be sent to the 

particiDants. 

(i) If the Director denies the reuuest f'or an informal conference, 

the partic!ipant.s shall be notified in writinq. Within 20 davs of 

qivinq notice, the staff shall submit a recommendation for 

consideration att the next available AsenIda Conference. CoDies of 

the recommendation shall be sent to the .Darticipants. 

(i) The Commission will address the matt'er by issuinq a notice of 

proposed aqencv action or bv settins the matter for hearinq 

pursuant to section 120.57 I Florida Statutes. 

( 8 )  At any point durinq the cornplaint prloceedinqs, a participant 

has the risht to be represented bv an attornev or other aualified 

representative. For purposes of this rul'e a uualif ied 

representative mav be any person the party chooses, unless the 

Commission sets the matter: for hearinq. If the Commission sets the 

matter for hearins, the participants mav be represented by an 
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attorney or a crualified representative as prescribed in GJC~EG~RI  

Rule 28-106.106. Florida Adniinist:rative Code, or may reDresent 

themselves. Each participant shall be re,sponsible for his own 

expenses in the handlins of the complaint. 

( 9 )  At anv time the participants mav asree to settle their dispute. If 

a settlement is reached, thie participants or their representatives 

shall file with the Division of Consumer Affairs a written statement 

to that effect. The statement sh.all indicate that the settlement is 

bindins on both participants, and that the participants waive any 

risht to further review or acticln bv the Commission. If the complaint 

has been docketed, the Division of Consumer Affairs shall submit the 

settlement to tlie Commission for approval. If the complaint has not 

been docketed, the Division will acknowledse the statement of 

settlement bv letter to the: particiDants. 

(10) Record retention and auditins. 

(a) All companies shall retain any telephone note or written 

documentation relatins to each Commission complaint for three years, 

besinnins when the complaint was first received. 

E l e c t r i c  C o m e  

E l e c t r i c  suggests t 

w o r k i n g  f i l e .  

(b) All companies shall file with the Commission, besinninq 

60 davs after tlie effective: date of this rule and  ex^ annual 1 Y 
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thereafter, a report that summarizes the followins information 

for the precedins calendar year .. 

1.The total numlier of calls handled via transfer connect includins the 

customer's name and the companv resolution. 

Tampa Electric Come 

Tampa Electric 

handled only. 

inefficient, costly and 

to the compan 

rently being 

e end result of e 

2.The number of complaints handled under the Hwee f ive dav complaint 

resolution procedure. 

C) The Commission shall have access to all such records for audit 

purposes. 

Tampa Electric Comments : 

Staff has suggested that a 

implementation procedures 
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Tampa Electric ect calls through 

aint resolution. 

Specific Authority 120.53 (1) , 350.127 (2) FS. 

Law Implemented 120.53(1), 120.57, 120.59(4) FS. 

History--New 1-3-89, Amended 10-28-93, 
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