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I 22-01 ISC - Business Warehouse Review 12/20/2001 
12/21/2001 2 22-02 PS UTILXVendor Management Review 

3 22-04 HR - Fidelity investments Contract Administration 01/08/2002 
4 22-05 PS -Asset Management Vendor Selection 01/17/2002 
5 22-06 PS -Power Systehs Tech 21 Prbject - Status EOM Au( 01/17/2002 

Fiduciary Responsibilities q~/30/2002 
P2/13/2002 
41120/2002 
b2/21/2002 

10 22-14 GC - Environmental Accruals 02/28/2002 
I 1  22-15 EMTlPMl -Credit Procedures Second Follow-Up Audit 03/06/2002 
12 22-1 7 CS -Review of ASSIST Controls 03/29/2002 
13 22-18 ISC -Cost Reduction Process Audit 04/04/2002 
14 22-19 HR - SAP Project Management Review 04/18/2002 
15 22-20 IM -Magellan Development Server Security Review 04/18/2002 
16 22-21 CS -Contract Administration of Media Expenses 04/17/2002 
17 22-23 F P W P L  - SAP Financial Project Manag t Revlev 04/25/2002 
18 22-24 PS -Power Systems Tech 21-WMS User nlstratlc 08/10/2002 
19 22-25 IM -SAP Twhnicai Project Management Review b5/14/2002 
20 22-26 PS - Power Systems Tech 21 - WMS Application Secur OS/15/2002 
21 22-28 PS - TMC FollowUp Review 05/24/2002 
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24 PS - Recovery Plan Review 
25 22-34 HR - SAP Buslneas Processes Audit - Blueprint Phase 
26 2255 PS - LFO Firewail Audit 
27 2238 IM -SAP Negative Testing QA Functional Roles 06/18/2002 

29 2240 CS - Revlew of Local Disbursements 06/25/2002 
30 2241 PS -Power Systems Tech 21 1Q2002 Status Report 06/27/2002 
31 22-42 PS -Customer Communications System: Vendor Selec 06/28/2002 
32 2 2 3  ~ P S  - WMS Mobile Vendor Selection 06/28/2002 
33 22-44 IM -Disaster Recovery P Tss$ Observation -April 21 06/28/2002 
34 22-45 PS - Centni Sarvice C6R - At#pbRevjsw 06/28/2002 
35 2246 ISC - Phplcr l  Diotributlon Center - Wa&huslng O p t  06/28/2002 
36 22-47 18C-eProPrO1XSSAudit 07/12/2002 
37 22-48 ISC-Pantellot 07/12/2002 
38 2249 HR - SAP Clitlcal Interfaces I Conversion Review 07/17/2002 
39 22-50 GC - Review of Legal Expenses - FPL 06/30/2002 
40 22-52 NUC - Wackenhut Nuclear CQ Administration 01/29/2002 
41 22-55 FPUEMT Deal Review by Com 08/06/2002 
42 22-57 FPUEMT Forward Exposure Reporting 08/06/2002 
43 22-58 PS -Review of Dormant Material - Follow-Up 08/07/2002 
44 2269 FIN - Mileage vs. Car Rental Expense Reporting Analyr 08/05/2002 
45 22-61 HR - SAP Project Job Roles Security Assessment 08/13/2002 
46 22-63 HR - SAP DevelopmentlConflguration Documentation 09/03/2002 
47 22-64 IM -SAP Training Strategy 08/30/2002 
48 22-65 PS -Analytical Review of Support Services Expendltui 09/02/2002 
49 22-66 PS - Gulf Coast Service Center - Gladiolus 09/03/2002 
60 22-67 PS -Gulf Coast Service Center 09/03/2002 
51 22-69 CS - Employee Relations Expense Special 09/13/2002 

la1 - US Cold Storage 

23 IM - 

'\ 
28 2239 NUC - St. Lucie Inventory Follow-up 06/21/2002 
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22-71 HR - Trammel1 Crow Limited Contract Administration I 09/19/2002 
22-72 IM - Magellan Production Server Security Review 09/12/2002 
22-73 IM -SAP Portal Implementation Project 09/19/2002 
22-74 FIN - Amex Credit Card Notification Follow-up 0911912002 
22-76 CS -Review of Development and Construction - Back 09/23/2002 

Ian Functional Integration Testing for fhe 101’ 09/25/2002 
Assurance -Internal Audit Review 09/26/2002 

22-79 IM - Storm Edouard 09/27/2002 
10/15/2002 22-81 FIN -SAP Critical interfaces Review 

22-83 FIN -Palms Insurance Co. Ltd. 10/16/2002 
22-84 PS - Follow Up Interviews -Analytical Review of Suppi 1011612002 
22-87 POD - Ft. Myers Plant 11/08/2002 

22-89 Tax Accounting - Special 1111 312002 
11/14/2002 

SAP End User Job Roles Security Assessment - F 1112012002 
Conflict of Interest Special 12/03/2002 

22-95 GC -Review of Shaw Pittman Legal Expenses 12/0412002 
22-96 PS - PS - Flrewall Process Follow Up Review 12/10/2002 

12/12/2002 
Turkey Point Nuclear - Inventory Review Follow-l 12/13/2002 
RE EL TCC Safe & Secure Audit Process 03/02/2002 - Corporate Purchase Older Presentation 04/11/2002 

22505 EMT Procedures Review 05/07/2002 
22S08 IM - IMCC Dry Run 0612812002 
22SO9 PS -Distribution Operations -Review of AMEX Balanc 0810912002 
22510 Special -Executive Expense Reports 0811412002 
22S13 PS -Distribution Process for Lending Tools to Emplo) 11/12/2002 
22S15 CS -Special Service -Validation of CS SAP Approvers 12/13/2002 

~ - -  - ________c_________________________. . . -.- 

22-88 HR - Fidelity Contract Administration Follow-up 11/12/2002 

-Data integrlty - Forward Price Curves 

c - Review of security costs 

22803 IA - Code of Conduct Survey 04/18/2002 
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1. CQNSISTENCY OF METHODOLOGY AWD UNDERLYING SYSTEMS 

if any changes have impacted the SU calculation. 

the indicator was assembled. 

Aknagment Business Systems) 

udiiors could not assess 

n, Project Manager-IMB. stated that the only change to TCMSI 
documented and tested as part 

of the Year 2000 

on of the automated tests, 18 basebe 
rs prior to release into production. Part of 

into production. 

ow Files, Mark Thomas, Integrator- IMB, ;provided a 
a Lotus Notes database containing the description 

testing of changes for accuracy of the results (ensurin 
taw testing if deemed necessary. The auditors found 

trolled, overall. 
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Based o 
process 
Shadow Fhes. 

ation from the previous audit, Power Systems-IMB includes a reconciliation 
ta source$ (TCMSl or TCMS2) and the subsequently created FocudUnix 

ares the data sent (record count) to that received 
s comparison is performed before the file 

is used for further processing. 

s is used. The data received (record count, words, and 
ow Files is quantified and sent in e-mail form to the 

nse from the TCMSI programmer was requested to ensure 
omas stated that the positive response was discontinued 

when no errors were found, however, the verification process 

an additional control, Power Systems-IMB provides Distribution personnel a daily report of the 
tickets ad tickets with changes for each of the past 20 days. This is used by Distribution 
as a review of data by Area to determine if it appears reasonable. 

RECOMMENDATION: For TCMS 2, the retention of test documents should be considered. 

n stated that the support staff for TCMS2 will discuss the cost/ 
ting data for an appropriate period of time., 

onnel did not make prowss related changes associated with how data is obtained 
Per last year's audit, the FocExec program used by Distribution 

the Shadow Files is modified when exclusions (such as major 

s, Mr. Juan Cuan, Operations Support Supervisor, stated 
documented and approved, the programming change is 
e documented exclusion approval is retained, and that 

and associated resultant data is analyzed to ensure 

storms) to the SU indicator are approved. 

that the SU indicator results are valid. 

During our review, we were informed that access to the Excel spreadsheet (the final 
step in the process) has been restricted to Mr. Cuan and four other individuals that 
run the FocExec process. This helps ensure that once the spreadsheet is created 
from system data, the data in it is not modified. 
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C. OPERATIONAUDATA CONSIDERATI ONS RELATED TO THE IM PLEMEN TATION OF TCMS2, 
Since the phased i tion of.-2 into hslf oftha service territoly, there have been instnncas when 
TCMSI was i n c o ~ W g m h ! t e  bovMs tMrsts by users. This occurred because either lack 
of c w m w h W m  or lack of undeWndhg when TCMS2 was Implemented. Thls simultaneous use of TCMSI 
and TCMS 2 In the s m  geographic area caused infannation In the resultant UnWFocus Shadow Files 
to have some inaccuracies when used for reporting. SpedRcally. there were duplicate tickat numbers 
produced by each sflem that would cause one or other 01 be ignored, resulting in Inaccurate SU reporling. 

Alumugh Power Systems-IBM has been able to lock-out some users of the incorrect system for their 
geographic area, both systems are envisioned to be running in all areas for at least a year to allow 
completion of open tickets. 

IMB and Power Systems personnel have corrected the 1999 data for these occurrences. Mr. Cuan 
stated that the number of tickets involved Is not material and that the errors were deemed to have 
a minor impad on the SU l n d i i  (less than 1 SU). He said that this analysis identified 476 tickets from 
TCMSI and 89 tickets lrom TCMS2, that needed data corrections. 

RECOMMENDATION 

IMB and Power Systems personnel should determine if it is feasible and cost effsctive to add an additional 
field to the UnixlFocus shadow files that would identify the source system (TCMSI and TCMSZ). In this way 
aH data cau& beuptued even if both syskmwo uud v. As an altemaliva. IMB and :Pa*er 

to users ofwhan andwho kalTeQodby thocommmbn toTCMS2, (2) dooer review to ensure users are 
complyins wlth the use ofthe now sy.tem, and (3) analysis of data to ensure that instanma of use ofthe 
incorred sysfem are identified and a M c t e d  prior to update to the database. 

SySlOllW CM hdp RllSlNa wm M raducsd (Y mMbd by: (1) betBwavmxlnicstkn 

termine the best strategies for eiimlnating these errors. 
rdW of TCMSZ. and tha posdbb replacement of 
Data Warehouse. which b a new detabase being 

11. ACCUf+ACY OF DATA USED TO CMCUl A TE THE INDICATOR 

nce of the 2 eanponents of SU (CMI 8 Number of Customers Sewed). to 
su calculation. 

peview of CM For Undartakm, e d  

I by tracing a limited number of TCMS I 8 2 trouble tickets 
shad@# files and ultimately to the SU calculation. This review 

was pe&nnad to galn a llmRed level of comfoct that tha SU calculations were lncluslve 

Interrupkns, the auditors scanned trouble Wets in TCMSl and 

of actual TCMS data. The follorvng was performed 

TO valld 
TCMSZ 
fame u 
ZOtWet8flOinTCMS tW 10inTCMSZ)forAmasl (North)and7(South)fmmarecent 
thnepaw@ecambw1989). mwditondetermineduIstthanumberofcu.twnen 

llavad to the mmkanl UNWFoa(. Sumnary 
t l u w d l t o r s ~ u l a t ( h e t o t a l c M 1  
ARU 1 (Nolih) and 7 (south) f0rt)Sgmbec 
resultant mcel spreadsheet, 

ndimted anncmW sacvice interruption and traced them 
dabbase used to cpkulate SU. The auditon rreleded 

anviewof theMd 

35Wfeeder tickets were cancelled. 

gem that addressed the proper handling 
In October 1997, Distributbn managamant 

an in SUM 1.25 ndnutes based on the maub ofthsir limited bwble ticket 

up with Mr. Cuan to d&ennhs if any recent or periodic self-analysis 
were f”ed to help the armracy of the data. Mr. Cuan 

tioM 

mup Is detemined how best to implement a mom 
rrwW be both pmductive and cost beneficial. 
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REVIEWOFTHEN UMBER OF CUSTOMERS 

The auditon pertoned a review ofthe number of cust" swed foroMlatatement 

caiadnlh -,bP,756,ol8. PW dbCUM&n wyh J W  W. F l ~ d a l  AccauflUnQ 
S w ,  sndgerrevkw ofths Rwanu8md Expenss RqmtotWmd hom CIS 11. the 
averqpNunberofcustomers~kr(h.12monthMdhyl12/31/091s3.756.027. 
An undershltwnent of Q customers ia lmmatsrisl 

T h e y n o t o d t h o t l h e ~  ' is' pmvidedtoDisbmunonfmmthe 
~ ~ a v A ~ ~ c u d a e n  n"d usad In me su 

III.EXCLuSK)Ns 

Exdusiciu w determined by the 1998 Exddon MethOQbgy mandated by the FPSC. Aaording 
to mh memodology thefoibwhg uaexduslwfmm CMI: 

lntermptions IasMg less than one minut8 am called 'momentarier' and are excluded 
hom the of mi. 

Minutea of intsmuptions rewl(inp hom westher fadon such as named storms 
(tropical stoms nd h"s) and tunadom from the National Wealher Serv!.ce. 

h addition, utilirier commonly exdud8 minutas of intsmrption in amaa that have been 
~ d M c t e d b y ~ . v s n b .  For"pk..nsreshwhidraswrhsve 
b a $ n r e m o M d t o h e l p M o m e r a m a v l l h ~ e J e c b i m l d a m a g e m c y ~ ~ e d  
!b&ats d u t "  merskn. tho! arm bndhg W p  may also have exduded forthot day 
If dwmed wmranted. which h a  wbjacth procesr. FPL's @icy h to h a v e t i w d i "  
inDisflbuUonappmveruchudrdonr. Them-*(ht.ppmvesm 
slccludau M: W. odrhs Wllbms. Dindoc of Urban O p e " ;  Yr. John Safarik 
Mrsdor of Suburbon W. M a ~ y  Mirando. Director of OperatioM Support 
and Mr. Luis Wfom. RdiabllW Manager. 

Majw outage events of wch magnitude tht prudent and reasonable engineering deagn and 

Exdusiau am also allowed for planned kad management and electrical disturbances 

CMlsbUdknpndiceScouldnotprsywR 

onmeQlM"ortMvnirdon8Yate4n. 

&&&J&ofStwmEX&&?!X 

The udyon obglned lha Distribution budnesr wits YTD Severe Weathsr Impact Repolt 
BII of 11191)89UmtB(bd me mhutea exduded e m  tha c a m  of CMi. me aggregate 
1- to SU Com all ~ w a t h u e x d u d e d d u i n g  1WQh 159.77minvtes. Ifall sevm 
wePmsratatPnermMIs h(urrrptedW0uld not have been exduded the SU would have been 
237 07 OS of 12/31/09 (As a campariron 1998 exclusions -led 124 9 minutes) 

Major 1998 kdusions SU lmpnd 
Hvnicane I- 141.81 
Hurricane Fkyd 13 38 
T r o p i c s l ~ H s r v e y  0.68 
Others (4 Tornadoes) 3s 
total minutes 159 77 

TEST VALIDITY OF SMRE WEATHER EXCLUSION AREAS AND ASSOCIATED D(CLUSI0N TO CMI 

ionr, the auditors obtained the documentation of 
neWm Ihe app-ovals wm by mans. 

ad workDble during stonn tkna Uw. Mr. Malm Indicated that exduslon authotization 
am only an I n W  raqukement 

the auditon reviewed the U M o c u s  
, and determined that Ihe adusion dates 

Statistic Report f" October 15-21 
Uw hurricane and tow CMI exdusions 
attributed to this aevm weather event 

Per rariswofIhe~snd.ndd*aaeknMr.SamMste.theauditorpnotadthalthe . The auditors traced the aims 
service (Nws) report and tested the 

of the 741.8 SU mlnukes exd- wfthovt exception. 

fmm CUI. The auditors noted that all exclusions were for the 
authorired storm exdusku, m. 



SERVICE UNAVAILABILITY 
DATE 2128100 

temal Auditing performed a limited review of the SU indicator for 
dicator, which reflects a 25% improvement from the 1998 
s Corporate Indicators. For the 1999 SU calculation, 

(TCMS2) was phased into use for half of the service territory, 
for the remainder. 

In order to provide some assurance as to accuracy of the indicator the limited review consisted of: 

y and underlying systemsampared to the prior year, 
to calculate the indicator, and 

usions 

FINDINDS: 

tem that undergoes modification as necessaty. Although 
ns are tested before being released into production, (including 

the accuracy of data fields that could impact SU), the test data 
the revised system is placed into production. 

1) 

It was recommended that for TCMS2, the retention of test documents sould be 
considered, 

mplementation of TCMS2 into half of the service territory, 
stances when TCMSl was incorrectly used to generate trouble 

is ocwrred because of either lack of communication or lack 
n TCMS2 was implemented. This simultaneous use of 

the same geographic area caused infmmation in the 
hadow Files to have some inaccurates when used for re-. 
duplicate ticket numbers produced by each system that would 
to be ignored, resulting in accurate SU reporting. 

2) 

Systems personnel should determine if it is feasible and cost- 
additional field to the UnixFms shadow files that would 

(TCMS 1 or TCMS 2). In this way, all data could be captured 
sed simultaneously. 

, IMB and Power Systems management can help ensu 
or elimated by: (1) better communication to users of 
the conversion to TCMS2, (2) closer review to ensure users are 

se of the new system, and (3) analysis of data to ensure that 
e incorrect system are identified and corrected prior to update 

ACTIONS TAKEN: 

IMB management stated that the support staff for TCMS 2 will discuss the cost/ 
benefits of retaining the TCMS2 testing data for an appropriate period of time. 

with IMB management to determine 
s for eliminating e m  from both TCMSl and TCMS2 running 

I1 consider the continued roll-out of TCMS2, 
current UnixlFocus shadow files with a 
which is a new database being populated with 

~. 
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NAME OF AUDIT 

SERVICE UNAVAILABILITY (SU) INDICATOR REVIEW 
(the SU indicator is also referred to as the SAID1 index) 

The SU indicator is intended to reflect the number of minutes a typical FPL customer 
will be without power. The index is usually calculated on a monthly, year to date, and 
12 month ending basis. Formula is Total Customer Minutes Interrupted (CMI)I number 
of Customers served. 

The intemal audit review focused on: 
1. Identifying changes in methods and underlying systems-compared to prior year 
II. Accuracy of data used to calculate the indicator; and 
111. Process of calculating exclusions. 

1. Consistency of methods and underlying systems from 1997 to 1998. 

A. Maior Chanaes for 1998 
(1)IA first step was to obtain a list of all changes to the Trouble Call 

Manaaement Svstem ITCMS) and the related Unix/Focus Shadow Files . IA found that 
there was no log of changes for either system and therefore could not assess the 
impact of any changes. IA reported that IM personnel said that there were some minor 
changes to TCMS in 1998, but that none of the changes would impact the SU. 

(2) Changes were made by distribution personnel to the UNlWFocus 
Shadow Files associated with how data is obtained from these files. Now using a daily 
updated data summary file instead of using a monthly updated file. The daily file 
incorporates changes to previously recorded interruption data. 

(a)A new FodExec program is being used by Distribution 
personnel to process data from the Summary File to the Excel spreadsheet. Also the 
Excel spreadsheet produced from the FodExec process and calculations within the 
spreadsheet are new. A comparison was performed of the 1997 and 1998 to see how it 
impacted the SU. The cumulative difference was less than 1 minute for 1997 (this is 
what IA report says- could this mean 1998, don't understand). IA also says that it 
reviewed the sensitivity analysis and documentation was on file substantiating this 



CONFlDENTlA L 
sensitivity analysis. Also, IA noted that access to the Excel spreadsheet was limited to 
three programmers who run the FodExec process. 

(b) The new FodExec program changes the method of how the 
exclusions are calculated. The 1997 standard deviation policy was replaced by a more 
formal method, which later became an FPSC mandate 

/A Recommendation Distribution management should consider placing andor 
requesting that stricter, more formalized change control processes be implemented. 
Possible control upgrades would include change control logs, review of code changes 
made for accuracy, and documentation of a change's impact on SU. 

Management Response Linda Whalin, Reliability Manager said that Distribution 
management will make sure that "proper change control" is placed over the portion of 
the process that Distribution personnel impact. It will include a review of changes 
made for any possible impact on indicators. 

Bill Magrogan, Development and Architecture Manager, and Dave Schobelock, DSY 
Project Manager said that a more formalized change control process will be put in place 
over the IM systems noted as part of the audit. This will also include a listing of 
changes and their approvals. 

FPSC auditor Note Review the IA audit report for the same processes for 1999 to see i f q  of 
these changes have been incorporated 

II. Accuracy of Data Used to Calculate the indicator. 

The review covered the two components of the indicator (CMI -total customer minutes 
interrupted and number of customers served.) 

A. CMI - The objective of the test was to see if the CMI was understated. One of the 
steps was to trace some TCMS trouble tickets indicating service interruption, forward to 
the shadow files and ultimately to the SU calculations. This was done to give "limited" 
comfort that the calculation included actual TCMS data. 

(1) Steps Performed to validate the inclusions of interruptions: 
(a) Scanned trouble tickets in TCMS and identified those that indicated 
customer service interruption (December 1998). 
(b) Traced the TCMS tickets identified to the UNlWFocus Shadow File 
data base used to calculate the SU. 
0 Results show that for all of the 10 tickets selected, the number of 
customers interrupted and the time of interruption agreed with the 
UNlWFocus summary database. Also IA agreed that total CMI in UNIWF 
for Area 7 (Dade and Broward) for December was summarized in the SU 
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number in the Excel Spreadsheet. 

(2) Review Not Performed 
(a) The field inputs into TCMS to determine the accuracy of outage time 
or number of customers out of service was not reviewed. However, IA 
noted that Distribution personnel performed a self-review in 1997. This 
showed that: 

(7) 10% of feeder trouble tickets had incorrect 
(2) 5% had of feeder trouble tickets had incorrect 

(3) 35% of the feeder tickets were canceled, and 

(4) In Oct 1997, problems and guidelines were 

times, 

information such as customer counts. 

of this 35%, 28% were invalid cancels. 

communicated to the Restoration Managers. 

B. Number of Customers 
The objective of this review was to determine if the number of customers served were 
overstated. The information is provided to Distribution from the Accounting 
department. IA discussions with Jerry Sobel indicated that the average number of 
customers serviced is calculated by the ClSll system which automatically retrieves 
information from the G/L system. IA agreed the 12/31/98 Total Average Customers 
Served, to the ClSll system, GIL and to the Print Management System without 
exception. 

C. Additional Control Considerations 
IA determined that there were no reconciliations performed by Information 
Management(1M) between the data in TCMS an the subsequently created FocuslUnix 
Shadow Files. However, IA did say that Distribution personnel review daily SU data by 
Area to determine if data appears reasonable. This at time showed that there was 
missing data that required reloading. Also, in these instances, Distribution stated that 
shadow file problems have been discovered immediately and always fixed before any 
business unit reporting with no impact on the SU. 

/A Recommendation IM Management should make use of control totals in the 
Shadow Files to maintain the itnegrity of data sent to the database. 

Manaoment Rewonse Mr. Magrogan and Mr. Schobelock said that a control process 
will be put in place to made sure the data form the TCMS is the same as the data in the 
shadow filed. 

FPSC Comments FPSC stagnee& to follow up with ihe 1999 IA io make sure these controls 
are in place and io see ifihere were also any changes in the systems in 1999. In adiition, staff 
needs to see if any reviews to the field puts to EWSwere done by internal audit in 1999. In any 
case, we should be performing an audit of the input procedures and controls to e m r e  that the 
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originating &ta is correct. 

111 Exclusions 

A. 1998 Exclusion Methodolow The following are exclusions: 

(1) Interruptions lasting lessthan one minute are called “momentaries” and are 

(2) Interruptions from weather factors such as named tropical storms and 

excluded from the calculation of the CMI. 

hurricaines, and tornadoes from the National Weather Service. 

events. For example, in a storm crews go to the neediest areas and other areas have 
prolonged outages bacause the crews are needed elsewhere. The other area may be 
excluded for the day, but this is a subjective process. Directors in the Distribution area 
aprove such exclusions. IA names the management team. Find out who the 
managment team is for 2002. 

(a) Also, exculuded interruptions in areas inditectly affected by weather 

(3) Major outages which prudent and reasonable engineering design and 
construction practives could not prevent. 

generation or tansmision system. 
(4) Exclusions for planned load management and electrial distrubances on the 

(a) IA noted that the FocExec programs exclude the Power 
DeliverylSubstation SU statistics from Distribution’s reported SU number. A review of 
the PD/S was beyond the scope of this audit. 

FPSC Comment Find out who the management team is and Its guidelines for the indrectly 
affected outages that are excluded in 2002. Also,find out how the exclusion form the Power 
Delivery/Substation impacts the SU index. 

B. Maanitute of Storm Exclusions 
IA obtained the Distribution units YTD Severe Weather lmpacct report as of 12/31/98 
that listed the minutes which were excluded from the calculation of CMI. The minutes 
excluded during 1998 for severe weather were 124.9. If no sever weather excluded, 
then the minutes in the calculation of CMI would have been 229.6 in 1998 

C. Test of Validitv of Storm Exclusion Areas and Associated Exclusion of CMI 
The objective of the test was to determine if there was an overstatement of exclusions. 
The CMI excluded was traced back to the UNlWFocus Shadow File and ultimately back 
to the originating TCMS trouble tickets. This was done to ensure that the exclusions 
were comprised of actual TCMS data. For the largest exclusion the following steps 
were performed. 
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(1) The Ground Hog Day storm was tested. 

(2) Obtained the Feb 2, 1998 GHD Storm Stats Report which detailed the areas 
affected by the storm and the total CMI (TCM1)exclusions which made up the 88 
minutes of SU attributed ot the GHD storm. Review showed that most of the areas 
excludedwee areas in which crews were helping other affected areas. 

I 

(a) Areas excluded from CMI were traced to the National Weather Service 
(NWS) report noting that North Dade was the only area reported as a Tornado 
Touchdown. The remaining areas were due to indirect events. The crews were moved 
to the North Dade area which was directly impacted. The exclusions were approved by 
the directors. As documentation IA obtained a signed letter signed by Ms. Whalin that 
the directors approved the exclusion by e-mail. 

maintained. 

should be considered for review. 

(b) /A recommends that better documentation for approval should be 

(c) that exculsion input data programmed into FocExec 

(3) To test the number of CMI minutes excluded for overstatement, 5 Areas were 
selected which CMI was exclouded for storms occurring Between Feb 2-7 for the GHD 
sotrm. The number of minutes for the five areas on the Groundhog Exclusion Report 
was compared the the number of miutes ecluded on the UnixlFocus Sumary Shadow 
file with the following results: 

(a) Understatements and Overstatements were noted in the comparison. 
(b) Distribution personnel said this is because updatedcorrections were 

made to the TCMS trouble tickets after the initial exclusion report was produced in Feb 
1988. The current SU is based on updated information. The five areas were traced to 
the updated SU. 

were traced to the interruptions on the TCMS trouble ticket in the archive file (Print 
Management System (SARI ). No exceptions noted. 

FPSC Comment Determine ifrecommendatoins above (3) and 0 were implemented Follow up 
with the I999 audit to detennjine ifthere is anything diJferent before writing ourprogram. 

REVIEW OF WORKPAPERS 

1. Obtain copy of Attachment A - Process Flow for Service Unavailability attached to the 
report. 

2. Obtain copy of WP NO. 2F - understanding of how a customer call gets into-TCMS 
from the Customer Care Center. 

(4) In the five areas, ten interruptions in the UNIWFocus Summary data base 
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3. Obtain the WP 3B- Memo July 20, 1998 from Joe Jenkins to FPL and all attachments, Memo 
dated June 5,  1998 from Talbot to Division ofE&G which discusses the SCADA system 
(Supervisory Control and Data System). 

4. Obtain WP 4-2 all five pages. Flow of TCMS report. 
Then ask Distribution is this is still the same or changed. 

5 .  Obtain WP 4-9 , flow of customer cme center. Then determine if this is the same now. 

6, Obtain WP 4-10, Interruption codes (2 Pages) 
See how this could help us with our audit. 

7. Obtain WP 4-1 1, re employee performance awards. Put in a request and ask if this was 
implemented and if so with which employees. How long in effect? In effect now? If so, what is 
the program? 

8. Re WP SE, what is the source of this printout “Storm Data and Unusual Weather 
Phenomena.” Provide copy os 5Epage 1. We need to get this for certain months for FI for the 
year 2002 or all months for Fl for the year 2002. 

P 
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audlt 20-17 kbruary 2000 audt99-17 feb. 1999 

SU INDICATOR WORK PROGRAM 

ACCURACY OF DATA USED TO CALCULATE THE INDICATOR (CMI AND NUMBER OF 
OF CUSTOMERS SERVED) 

To tat for undaratatemeot of CMI 

OM& the Decarnber 19QQ UnWFocw Summary Shadow Fles 

Scan trouble bkaE h TCMS and idenw those that are customer smke interruptions 
Select 10 dthuUckel8 (antomer sefvice lnterruptiona) for a recent time period (Doc 1999) and 
o h i n  the lntmrptbn Record and tho Ticket Overview Repoft 
For them 20 leleclkn, bace the number of c u & n "  InterNpted and the time of interruption 
to the UnWocw Summary Shadow F l a  used to calculate SU 

The auditon trted for undentaament of CMI by tracing a limited number of TCMS 
troubbUck& hduthg recvics interruptkn. forward to the shadow files and ultimately 
tothe SU crhu*lbn. M. miavm performedto gain a WRed kvd of comfort that 
the SU alcuktkn ware of actual TCMS data. The forovvinp waa performed: 

To validate the inclusion of interruptions, the audltors scanned trouble bckets in TCMS 1 
and 2 and idantilied thcee that indicated customer wwce interrrupWJn and traced them 
to tho UnixiFoar Shadow File database uaed to calculate SU. The auditon seieleded 
20 Web (10 In TCMS 1 and 10 in TCMS 2) from a recant time period (December 1999) 
and detennined that the number of customers Interrupted and the time of interruption flowed 
to the reoukant UnklFocua Summary database without exception. 

In addition. the aucJbn determined that the total CMI in the UnMocus Summary 
data- for Area8 1 (North) and 7 (South) for December was eummarized In the SU 
number In the rault.nt Excel spreadsheet. 

Trace the CMI for two of the areas summarized in the UnWFocus Summary Shadow Me6 
for December 1909 to the SU number in the reaultant Excel spreadsheets 

The auditon traced areas 1 and 7 (NorIh and South) to the resuitant excel 
apread.heel8. Per diacussbn with Juan Semanate. the numbers per the 
SU cdculsfkn In the excel apreadsheet were deriwd from the tu-dektr fiiee 
aa they wem on January 1,2000. However, the tu-de& file obtained during 
our auditfieldworkww retrieved aaof February 1,2000. Between January 1 
and February 1 wme adBtbnal corrections and adjustments to trouble tkkets 
take place that were not rsllected on the tu-- IW~ used in the SU calculabon 
in January 1,2000. They ayatem akm for I08 daya for changea. As the change 
parcentaea betvMen thsa two filea amounts to only 1 W (8,992,558 vs 8,917,8991 
and the CMI amount used to calculate the SU was higher, no further work is 
newwry. Refar to spreadsheet 

As a result oftha d i e v i e w  performed by Distribution personnel in 1987, inquire 88 to any 
changes observed when gulddnes wem racommunicated to the Restoration Manaaen 
as to how to hande trouble tick&. 

Mr. Cum atated that he ssiected vanow areas and looks at the trouble tickets complebon 
timea and canceled tickeb. However. this is not done in a systemalic manner. The 
reliabyi group management wil datermine f a more systematic method of review would 
be cat beneticbl. 

CONFlDENTlA L 

p 1: 
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T h  udllonhquhd wah TCMS 1 pMmd Kthey were diilwyii that the bts being 
ncdvdwwth..mrfh.dsf.thyd.. Jim Jad.nmtaedthathekundthathh 
w i k d o n w w w  r of the lid ofthi. yesr (20001, rim the programm hd f d  
”.‘ 

k d d i i  corlml DSY 
a n d ~ w i t h ~ f a r ~ o f t t m ~ 2 O d a y a  T h i i h t m d b y D h t p s n a n d  
m a d d y  b..h ae a rsvbwofdata by Ama to deknnine l i t  appears reasonable. 

diot. pe”d I ddiy nport the Y of newticMr 

TO TEST FOR NUMBER OF CUSTOMERS SERVED FOR OVERSTATEMENT 

Obtain the Revand Rate mpfu oust r e d  by dislric(. Fmmt him rep obtdm the wera(lc 
# of out wrwd UMd h um su 0alarl.itOn 

THE AUDITORS DID NOT PERFORM A REVIEW OF FIELD INPUTS INTO TCMS TO DETERMINE THE 
ACCURACY OF OUTAGE TIMES OR NUMBER OF CUSTOMRE OUT OF SERVICE. HOWNR. WRING THEAUDIT, IT 
WAS NOTED THAT DISTRIBUTION PEROSNNNEL PERFORMED A SELF REVIEW IN 1907. THE SELFREWEW 
SHOWED THAT 1W OF FEEDER TROUBLE TICKETS HAD INCORRECT TIMES AND 5% HAD INCORRECT 
INFORMATION SUCH AS CUSTOMER COUNTS. IN ADDITION, THE SELFREVIEW DETERMINED THAT 
APPROXIMATELY 35% OF FEEDER TICKETS WERE CANCELLED. OF THESE CANCELLED, 28% WERE INVALID 
CANCELS. IN 1W. DlST MANAGEMENT COMMUNICATED GUIDELINES TO RESTORATION MANAGERS 
THAT ADDRESS THE PROPER HANDLING OF TROUBLE TICKETS AND THE ASSOCIATED ACCURACY 
OF DATA THE SELF REVIEW REPORTED AN INCREASE IN SU OF 1.25 MINUTES BASED ON THE RESULTS 
OF THEIR LIMITED TROUBLE TICKET REVlEW. 

COMPARISON OF THE tu-dudr fib lo the EXCEL SPREADSHEETS CALCULATING THE SU FOR THE MONTH OF DEC.\ 



CONFlDENTlA L 
COMPANY: FPL 
TITLE: REVIEW OF INTERNAL AUDITS 

PERIOD: YEAR END 2002 
DATE: FEBRUARY 8,2003 
AUDITOR: RKY 

RELIABILITY INDICES 

WP NO. 9- 

NAME OF AUDIT 

SERVICE UNAVAILABILITY (SU) INDICATOR REVIEW 
(the SU indicator is also referred to as the SAID1 index) 

The SU indicator is intended to reflect the number of minutes a typical FPL customer 
will be without power. The index is usually calculated on a monthly, year to date, and 
12 month ending basis. Formula is Total Customer Minutes Interrupted (CMI)/ number 
of Customers served. 

The internal audit review focused on: 
1. Identifying changes in methods and underlying systems-compared to prior year. 
I I .  Accuracy of data used to calculate the indicator; and 
111. Process of calculating exclusions. 

1. Consistency of methods and underlying systems from 1997 to 1998. 

A. Maior Chanaes for 1998 
(1)IA first step was to obtain a list of all changes to the Trouble Call 

Management Svstem nCMS) and the related UnixlFocus Shadow Files . IA found that 
there was no log of changes for either system and therefore could not assess the 
impact of any changes. IA reported that IM personnel said that there were some minor 
changes to TCMS in 1998, but that none of the changes would impact the SU. 

Shadow Files associated with how data is obtained from these files. Now using a daily 
updated data summary file instead of using a monthly updated file. The daily file 
incorporates changes to previously recorded interruption data. 

personnel to process data from the Summary File to the Excel spreadsheet. Also the 
Excel spreadsheet produced from the FodExec process and calculations within the 
spreadsheet are new. A comparison was performed of the 1997 and 1998 to see how it 
impacted the SU. The cumulative difference was less than 1 minute for 1997 (this is 
what IA report says- could this mean 1998, don’t understand). IA also says that it 
reviewed the sensitivity analysis and documentation was on file substantiating this 

(2) Changes were made by distribution personnel to the UNlWFocus 

(a)A new FodExec program is being used by Distribution 



CONFIDENTIAL 
sensitivity analysis. Also, IA noted that access to the Excel spreadsheet was limited to 
three programmers who run the Foc/Exec process. 

(b) The new FodExec program changes the method of how the 
exclusions are calculated. The 1997 standard deviation policy was replaced by a more 
formal method, which later became an FPSC mandate. 

!A Recommendation Distribution management should consider placing and/or 
requesting that stricter, more formalized change control processes be implemented. 
Possible control upgrades would include change control logs, review of code changes 
made for accuracy, and documentation of a change's impact on SU. 

Manauement ResDonse Linda Whalin, Reliability Manager said that Distribution 
management will make sure that "proper change control" is placed over the portion of 
the process that Distribution personnel impact. It will include a review of changes 
made for any possible impact on indicators. 

Bill Magrogan, Development and Architecture Manager, and Dave Schobelock, DSY 
Project Manager said that a more formalized change control process will be put in place 
over the IM systems noted as part of the audit. This will also include a listing of 
changes and their approvals. 

FPSC auditor Note Review the L4 audit report for the sameprocesses for 1999 to see ifany of 
these changes have been incorporated. 

II. Accuracy of Data Used to Calculate the indicator. 

The review covered the two components of the indicator (CMI -total customer minutes 
interrupted and number of customers served.) 

A. CMI - The objective of the test was to see if the CMI was understated. One of the 
steps was to trace some TCMS trouble tickets indicating service interruption, forward to 
the shadow files and ultimately to the SU calculations. This was done to give "limited 
comfort that the calculation included actual TCMS data. 

(1) Steps Performed to validate the inclusions of interruptions: 
(a) Scanned trouble tickets in TCMS and identified those that indicated 
customer service interruption (December 1998). 
(b) Traced the TCMS tickets identified to the UNlXlFocus Shadow File 
data base used to calculate the SU. 
0 Results show that for all of the 10 tickets selected, the number of 
customers interrupted and the time of interruption agreed with the 
UNlWFocus summary database. Also IA agreed that total CMI in UNIWF 
for Area 7 (Dade and Broward) for December was summarized in the SU 
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number in the Excel Spreadsheet. 

(2) Review Not Performed 
(a) The field inputs into TCMS to determine the accuracy of outage time 
or number of customers out of service was not reviewed. However, IA 
noted that Distribution personnel performed a self-review in 1997. This 
showed that: 

(7) 10% of feeder trouble tickets had incorrect 
(2) 5% had of feeder trouble tickets had incorrect 

(3) 35% of the feeder tickets were canceled, and 

(4) In Oct 1997, problems and guidelines were 

times, 

information such as customer counts. 

of this 35%, 28% were invalid cancels. 

communicated to the Restoration Managers. 

B. Number of Customers 
The objective of this review was to determine if the number of customers served were 
overstated. The information is provided to Distribution from the Accounting 
department. IA discussions with Jerry Sobel indicated that the average number of 
customers serviced is calculated by the ClSll system which automatically retrieves 
information from the G/L system. IA agreed the 12/31/98 Total Average Customers 
Served, to the ClSll system, GIL and to the Print Management System without 
exception. 

C. Additional Control Considerations 
IA determined that there were no reconciliations performed by Information 
Management(1M) between the data in TCMS an the subsequently created FocusIUnix 
Shadow Files. However, IA did say that Distribution personnel review daily SU data by 
Area to determine if data appears reasonable. This at time showed that there was 
missing data that required reloading. Also, in these instances, Distribution stated that 
shadow file problems have been discovered immediately and always fixed before any 
business unit reporting with no impact on the SU. 

IA Recomm endafion IM Management should make use of control totals in the 
Shadow Files to maintain the itnegrity of data sent to the database. 

Manaament ResDonse Mr. Magrogan and Mr. Schobelock said that a control process 
will be put in place to made sure the data form the TCMS is the same as the data in the 
shadow filed. 

FPSC Comments FPSC staffneeds to follow up with the 1999 IA to make sure these controls 
are inplace and to see ifthere were also any changes in the systems in 1999. In addition, staff 
nee& to see ifany reviews to thefield buts to TMS were done by internal audit in 1999. In any 
case, we should be performing an audit of the inputprocedures and controls to ensure that the 
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originating data is correct, 

111 Exclusions 

A. 1998 Exclusion Methodoloav The following are exclusions: 

(1) Interruptions lasting lessthan one minute are called "momentaries" and are 
excluded from the calculation of the CMI. 

(2) Interruptions from weather factors such as named tropical storms and 
hurricaines, and tornadoes from the National Weather Service. 

events. For example, in a storm crews go to the neediest areas and other areas have 
prolonged outages bacause the crews are needed elsewhere. The other area may be 
excluded for the day, but this is a subjective process. Directors in the Distribution area 
aprove such exclusions. IA names the management team. Find out who the 
managment team is for 2002. 

(a) Also, exculuded interruptions in areas inditectly affected by weather 

(3) Major outages which prudent and reasonable engineering design and 

(4) Exclusions for planned load management and electrial distrubances on the 

construction practives could not prevent. 

generation or tansmision system. 

(a) IA noted that the FocExec programs exclude the Power 
Delivery/Substation SU statistics from Distribution's reported SU number. A review of 
the PD/S was beyond the scope of this audit. 

FPSC Comment Find out who the management team is and its guidelines for the indirectly 
affected outages that are excluded in 2002. Also, find out how the exclusion form the Power 
DeliveryBubstation impacts the SU index. 

B. Maanitute of Storm Exclusions 
IA obtained the Distribution units YTD Severe Weather lmpacct report as of 12/31/98 
that listed the minutes which were excluded from the calculation of CMI. The minutes 
excluded during 1998 for severe weather were 124.9. If no sever weather excluded, 
then the minutes in the calculation of CMI would have been 229.6 in 1998. 

C. Test of Validitv of Storm Exclusion Areas and Associated Exclusion of CMI 
The objective of the test was to determine if there was an overstatement of exclusions. 
The CMI excluded was traced back to the UNlXlFocus Shadow File and ultimately back 
to the originating TCMS trouble tickets. This was done to ensure that the exclusions 
were comprised of actual TCMS data. For the largest exclusion the following steps 
were performed. 
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(1) The Ground Hog Day storm was tested. 

(2) Obtained the Feb 2, 1998 GHD Storm Stats Report which detailed the areas 
affected by the storm and the total CMI (TCM1)exclusions which made up the 88 
minutes of SU attributed ot the GHD storm. Review showed that most of the areas 
excludedwee areas in which crews were helping other affected areas. 

(a) Areas excluded from CMI were traced to the National Weather Service 
(NWS) report noting that North Dade was the only area reported as a Tornado 
Touchdown. The remaining areas were due to indirect events. The crews were moved 
to the North Dade area which was directly impacted. The exclusions were approved by 
the directors. As documentation IA obtained a signed letter signed by Ms. Whalin that 
the directors approved the exclusion by e-mail. 

maintained. 

should be considered for review. 

(b) /A recommends that better documentation for approval should be 

(c) /A recommends that exculsion input data programmed into FocExec 

(3) To test the number of CMI minutes excluded for overstatement, 5 Areas were 
selected which CMI was exclouded for storms occurring Between Feb 2-7 for the GHD 
sotrm. The number of minutes for the five areas on the Groundhog Exclusion Report 
was compared the the number of miutes ecluded on the UnixlFocus Sumary Shadow 
file with the following results: 

(a) Understatements and Overstatements were noted in the comparison. 
(b) Distribution personnel said this is because updateslcorrections were 

made to the TCMS trouble tickets after the initial exclusion report was produced in Feb. 
1988. The current SU is based on updated information. The five areas were traced to 
the updated SU. 

(4) In the five areas,'ten interruptions in the UNlWFocus Summary data base 
were traced to the interruptions on the TCMS trouble ticket in the archive file (Print 
Management System (SARI). No exceptions noted. 

FPSC Comment Determine ifrecommendatoins above (a) and 0 were implemented. Follow up 
with the 1999 audit to determjine ifthere is anything different before writing ourprogram. 

REVIEW OF WORKPAPERS 

1. Obtain copy of Attachment A -Process Flow for Service Unavailability attached to the 
report. 

2. Obtain copy of WP NO. 2F - understanding of how a customer call gets into TCMS 
from the Customer Care Center. 
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3. Obtain the WP 3B- Memo July 20,1998 from Joe Jenkins to FPL and all attachments, Memo 
dated June 5,1998 from Talbot to Division of E&G which discusses the SCADA system 
(Supervisory Control and Data System). 

4. Obtain WP 4-2 all five pages. Flow of TCMS report. 
Then ask Distribution is this is still the same or changed. 

5. Obtain WP 4-9 , flow of customer care center. Then determine if this is the same now. 

6. Obtain WP 4-10, Interruption codes (2 Pages) 
See how this could help us with ow audit. 

7. Obtain WP 4-1 1, re employee performance awards. Put in a request and ask if this was 
implemented and if so with which employees. How long in effect? In effect now? If so, what is 
the program? 

8. Re WP 5E, what is the source of this printout “Storm Data and Unusual Weather 
Phenomena.” Provide copy os 5Epage 1. We need to get this for certain months for F1 for the 
year 2002 or all months for F1 for the year 2002. 



1 . . . -  CONFlDENTlA L 
COMPANY: FPL 
TITLE: REVIEW OF INTERNAL AUDITS 

PERIOD: YEAR END 2002 
DATE: FEBRUARY 8,2003 
AUDITOR: RKY 

RELIABILITY INDICES 

W NO. 9- 

NAME OF AUDIT 

SERVICE UNAVAILABILITY (SU) INDICATOR REVIEW 
(the SU indicator is also referred to as the SAID1 index) 

The SU indicator is intended to reflect the number of minutes a typical FPL customer 
will be without power. The index is usually calculated on a monthly, year to date, and 
12 month ending basis. Formula is Total Customer Minutes Interrupted (CMI)/ number 
of Customers served. 

The internal audit review focused on: 
1. Identifying changes in methods and underlying systems-compared to prior year. 
I I .  Accuracy of data used to calculate the indicator; and 
111. Process of calculating exclusions. 

1. Consistency of methods and underlying systems from 1997 to 1998. 

A. Maior Chanaes for 1998 
(1)IA first step was to obtain a list of all changes to the Trouble Call 

Management Svstem TTCMS) and the related UnixlFocus Shadow Files . IA found that 
there was no log of changes for either system and therefore could not assess the 
impact of any changes. IA reported that IM personnel said that there were some minor 
changes to TCMS in 1998, but that none of the changes would impact the SU. 

(2) Changes were made by distribution personnel to the UNlXlFocus 
Shadow Files associated with how data is obtained from these files. Now using a daily 
updated data summary file instead of using a monthly updated file. The daily file 
incorporates changes to previously recorded interruption data. 

personnel to process data from the Summary File to the Excel spreadsheet. Also the 
Excel spreadsheet produced from the FodExec process and calculations within the 
spreadsheet are new. A comparison was performed of the 1997 and 1998 to see how it 
impacted the SU. The cumulative difference was less than 1 minute for 1997 (this is 
what IA report says- could this mean 1998, don’t understand). IA also says that it 
reviewed the sensitivity analysis and documentation was on file substantiating this 

(a)A new FodExec program is being used by Distribution 
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sensitivity analysis. Also, IA noted that access to the Excel spreadsheet was limited to 
three programmers who run the FodExec process. 

(b) The new FodExec program changes the method of how the 
exclusions are calculated. The 1997 standard deviation policy was replaced by a more 
formal method, which later became an FPSC mandate. 

/A Recommendation Distribution management should consider placing andlor 
requesting that stricter, more formalized change control processes be implemented. 
Possible control upgrades would include change control logs, review of code changes 
made for accuracy, and documentation of a change's impact on SU. 

Manauement ResDonse Linda Whalin, Reliability Manager said that Distribution 
management will make sure that "proper change control" is placed over the portion of 
the process that Distribution personnel impact. It will include a review of changes 
made for any possible impact on indicators. 

Bill Magrogan, Development and Architecture Manager, and Dave Schobelock, DSY 
Project Manager said that a more formalized change control process will be put in place 
over the IM systems noted as part of the audit. This will also include a listing of 
changes and their approvals. 

FPSC auditor Note Review the L4 audit report for the same processes for 1999 to see ifany of 
these changes have been incorporated. 

I I .  Accuracy of Data Used to Calculate the indicator. 

The review covered the two components of the indicator (CMI -total customer minutes 
interrupted and number of customers served.) 

A. CMI - The objective of the test was to see if the CMI was understated. One of the 
steps was to trace some TCMS trouble tickets indicating service interruption, forward to 
the shadow files and ultimately to the SU calculations. This was done to give "limited" 
comfort that the calculation included actual TCMS data. 

(1) Steps Performed to validate the inclusions of interruptions: 
(a) Scanned trouble tickets in TCMS and identified those that indicated 
customer service interruption (December 1998). 
(b) Traced the TCMS tickets identified to the UNlXlFocus Shadow File 
data base used to calculate the SU. 
@ Results show that for all of the 10 tickets selected, the number of 
cuFtomers interrupted and the time of interruption agreed with the 
UNIXlFocus summary database. Also IA agreed that total CMI in UNIWF 
for Area 7 (Dade and Broward) for December was summarized in the SU 
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number in the Excel Spreadsheet. 

(2) Review Not Performed 
(a) The field inputs into TCMS to determine the accuracy of outage time 
or number of customers out of service was not reviewed. However, IA 
noted that Distribution personnel performed a self-review in 1997. This 
showed that: 

(7) 10% of feeder trouble tickets had incorrect 
(2) 5% had of feeder trouble tickets had incorrect 

(3) 35% of the feeder tickets were canceled, and 

(4) In Oct 1997, problems and guidelines were 

times, 

information such as customer counts. 

of this 35%, 28% were invalid cancels. 

communicated to the Restoration Managers. 

B. Number of Customers 
The objective of this review was to determine if the number of customers served were 
overstated. The information is provided to Distribution from the Accounting 
department. IA discussions with Jerry Sobel indicated that the average number of 
customers serviced is calculated by the ClSll system which automatically retrieves 
information from the G/L system. IA agreed the 12/31/98 Total Average Customers 
Served, to the ClSll system, GIL and to the Print Management System without 
exception. 

C. Additional Control Considerations 
IA determined that there were no reconciliations performed by Information 
Management(1M) between the data in TCMS an the subsequently created FocuslUnix 
Shadow Files. However, IA did say that Distribution personnel review daily SU data by 
Area to determine if data appears reasonable. This at time showed that there was 
missing data that required reloading. Also, in these instances, Distribution stated that 
shadow file problems have been discovered immediately and always fixed before any 
business unit reporting with no impact on the SU. 

/A Recommendation 
Shadow Files to maintain the itnegrity of data sent to the database. 

Manaument ResDonse Mr. Magrogan and Mr. Schobelock said that a control process 
will be put in place to made sure the data form the TCMS is the same as the data in the 
shadow filed. 

FPSC Comments FPSC staffneedr io follow up with the 1999 L4 to make sure ihese controls 
are in place and io see ijthere were also any changes in ihe systems in 1999. In addition, staff 
needs to see ifany reviews to thefield iputs to TMS were done by internal audit in 1999. In any 
case, we should be performing an audii of the inputprocedures and controls to ensure thai the 

“1 

IM Management should make use of control totals in the 
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originating data is correct. 

111 Exclusions 

A. 1998 Exclusion Methodoloav The following are exclusions: 

(1) Interruptions lasting lessthan one minute are called "momentaries" and are 
excluded from the calculation of the CMI. 

(2) Interruptions from weather factors such as named tropical storms and 
hurricaines, and tornadoes from the National Weather Service. 

events. For example, in a storm crews go to the neediest areas and other areas have 
prolonged outages bacause the crews are needed elsewhere. The other area may be 
excluded for the day, but this is a subjective process. Directors in the Distribution area 
aprove such exclusions. IA names the management team. Find out who the 
managment team is for 2002. 

construction practives could not prevent. 

(a) Also, exculuded interruptions in areas inditectly affected by weather 

(3) Major outages which prudent and reasonable engineering design and 

(4) Exclusions for planned load management and electrial distrubances on the 
generation or tansmision system. 

(a) IA noted that the FocExec programs exclude the Power 
Delivery/Substation SU statistics from Distribution's reported SU number. A review of 
the PD/S was beyond the scope of this audit. 

FPSC Comment Find out who the management team is and its guidelines for the indirectly 
affected outages that are excluded in 2002. Also, find out how the exclusion form the Power 
DeliveryBubstation impacts the SU index. 

B. Maanitute of Storm'Exclusions 
IA obtained the Distribution units YTD Severe Weather lmpacct report as of 12/31/98 
that listed the minutes which were excluded from the calculation of CMI. The minutes 
excluded during 1998 for severe weather were 124.9. If no sever weather excluded, 
then the minutes in the calculation of CMI would have been 229.6 in 1998. 

C. Test of Validitv of Storm Exclusion Areas and Associated Exclusion of CMI 
The objective of the test was to determine if there was an overstatement of exclusions. 
The CMI excluded was traced back to the UNIWFocus Shadow File and ultimately back 
to the originating TCMS trouble tickets. This was done to ensure that the exclusions 
were comprised of actual TCMS data. For the largest exclusion the following steps 
were performed. 
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(1) The Ground Hog Day storm was tested. 

(2) Obtained the Feb 2, 1998 GHD Storm Stats Report which detailed the areas 
affected by the storm and the total CMI (TCM1)exclusions which made up the 88 
minutes of SU attributed ot the GHD storm. Review showed that most of the areas 
excludedwee areas in which crews were helping other affected areas. 

(a) Areas excluded from CMI were traced to the National Weather Service 
(NWS) report noting that North Dade was the only area reported as a Tornado 
Touchdown. The remaining areas were due to indirect events. The crews were moved 
to the North Dade area which was directly impacted. The exclusions were approved by 
the directors. As documentation IA obtained a signed letter signed by Ms. Whalin that 
the directors approved the exclusion by e-mail. 

maintained. 

should be considered for review. 

(b) /A recommends that better documentation for approval should be 

(c) /A recommends that exculsion input data programmed into FocExec 

(3) To test the number of CMI minutes excluded for overstatement, 5 Areas were 
selected which CMI was exclouded for storms occurring Between Feb 2-7 for the GHD 
sotrm. The number of minutes for the five areas on the Groundhog Exclusion Report 
was compared the themumber of miutes ecluded on the UnixlFocus Sumary Shadow 
file with the following results: 

(a) Understatements and Overstatements were noted in the comparison. 
(b) Distribution personnel said this is because updates/corrections were 

made to the TCMS trouble tickets after the initial exclusion report was produced in Feb. 
1988. The current SU is based on updated information. The five areas were traced to 
the updated SU. 

were traced to the interruptions on the TCMS trouble ticket in the archive file (Print 
Management System (SARI). No exceptions noted. 

FPSC Comment Determine ifrecommendatoins above (a) and 0 were implemented. Follow up 
with ?he I999 audit to determjine ifthere is anything direrent before writing ourprogram. 

REVIEW OF WORKPAPERS 

1. Obtain copy of Attachment A - Process Flow for Service Unavailability attached to the 
report. - 

2. Obtain copy of W P  NO. 2F - understanding of how a customer call gets into TCMS 
from the Customer Care Center. 

(4) In the five areas, ten interruptions in the UNIWFocus Summary data base 
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3. Obtain the WP 3B- Memo July 20,1998 from Joe Jenkins to FPL and all attachments, Memo 
dated June 5,1998 from Talbot to Division of E&G which discusses the SCADA system 
(Supervisory Control and Data System). 

4. Obtain WP 4-2 all five pages. Flow of TCMS report. 
Then ask Distribution is this is still the same or changed. 

5. Obtain WP 4-9 , flow of customer care center. Then determine if this is the same now. 

6. Obtain WP 4-10, Interruption codes (2 Pages) 
See how this could help us with our audit. 

7. Obtain WP 4-1 1, re employee performance awards. Put in a request and ask if this was 
implemented and if so with which employees. How long in effect? In effect now? If so, what is 
the program? 

8. Re WP 5E, what is the source of this printout “Storm Data and Unusual Weather 
Phenomena.” Provide copy os 5Epage 1. We need to get this for certain months for F1 for the 
year 2002 or all months for F1 for the year 2002. 
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ATTACHMENT "A" 
- 

PROCESS FLOW FOR SERVICE UNAVAILABILITY 

STEP 1 

STEP 2 

STEP 3 
.+ 

VOICE RESPONSE UNIT 
(VRU) ( 1 -  I CALLS TURBO 

IM MAINTAINED 

IM MAINTAINED 

DISTRIBUTION 
PROGRAMMING STEP 4 

-DAILY UPDATE li d 
~ MONTHLY UPDATE 

1.:* ' 

EXCEL SPREADSHEET 

I I 
VERBAL DESCRIPTION 

STEP 1 Either Customer Service personnel at the Call Center use the CALLS 
application to report trouble information, or the Voice Response Unit (VRU) is 
used by customers to self-report trouble information, as the source of Trouble 
Call Management System (TCMS) data. 

STEP 2 TCMS is used to output data to the Unix/Focus Shadow Files database. 

STEP 3 A program using approximately 1900 lines of code is used on the UnixfFocus 
Shadow Files to form Summary Files in UnixIFocus. 

STEP 4 DTtribution personnel execute a FocExec Program on the UnixfFocus 
Summary Files data to output quantified data to an Excel Spreadsheet. 
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Auditor Notes from Review of WP 2F- Understanding of how new customer calls get 
into TCMS from customer care center. 

IA Interview Worksheet 

by telephone 
Wilson - MIS Analyst I (CS) 

VRU (Voice Recognition Unit??) 
tically picks up the customer calls. 

The customer has a choice: 
VRU 

a Customer Care Representative 

If customer chooses (1) then the call is automatically “transdred” into Trout.- Call 
(TCMS) which is programmed to continue obtaining information from the customer. 
TCMS then separates the calls into two groups: 
a) problems &bubble to wire downs or police calls, and these calls are transferred to 
CIC which communicates directly with the Distribution Business Unit 
b) all other calls, these customers are then asked for billing information (such as, 
address, account number) 

Denise Vandiver 



DATE: July 20. 1998 
TO: Sam Waters (Florida Power & Light Company), Ed Home (Florida POW COrpOrati~n). 

Bob Amold flampa Electric Company), Dusty Fisher (Gulf Power Company). Daryl 
Troy (Florida Public Utilities Company) 

FROM: Joe Jenkins, Director. Division of Electric 8t Gas 
RE: Coaunission Approval of EAG Responses to Recommendstions 7.1, 7.5, 7.6 and 7.7 

of the E l d c  Service Quality and Reliability Report ReC;a"endatons 

Jw 

The Division of Electric a d  Gas presented its responsts to Conclusioll~ 7.1, 7.5, 7.6 and 
7.7 of the Electric Service Qrulity and Reliability Study at the JWK 15, 1998 Internal M a i n  
meeting. The Commission accepted these re~porrses as contained in the memorandum to Mr. 
William Talbott dated J m c  5,1998. As a result of this acceptance, the investor owned electric 

I utilities am to submit for the following: 

(A) Ekghiug March 1,1999, each of the five investorswncd electric utilities are to 
submit its System Average Intaruption Frequency Index (SAIFI),  System A v q e  
hanqtion Duration Index (SAIDI), and Customer Average Intmuption Duration 
Indcx (cAn>r) for the prrcedine year. Indices will be reported for calendar 

'abilitv R e w h  Florida Administrative Code, Distribution Reh 

i k 
1998, 1999 and 2000. This is in addition to the requirements of Rule 254.0455, 

(El) Florida Power & Light, Florida Power Corporation. Gulf Power and Tampa 
Electric IUC to submit a Momentary Avcrage Intcr~ption Frrquency Index 

the subktion level for 1998, 1999 and 2000. 

(C) Florida Powcr & Light and Flqida P o w  Corporation are to submit the n m b a  
of customus expiencing fi&& more outages per year, on a four year historid 7 basis .for the samc time periods. Data submitted on March 1,1999 will include 

b the figure fa 1995,1996. 1997 and 1998. Data submitted on March 1,2000 will 
/?*!$,A include the figure for 1996, 1997, 1998 and 1999. Data submitted on March 1, 

2001 will include data for 1997, 1998, 1999, and 2000. 

v 



Reliability Responses 
Jenkins 
June 25,1998 
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(E) AU utilities are to work with the Division of Consumer Affairs and with the 
Division of Electric and Gas in developing public information presentations to 
inform custom= on reliability issues. This may include radio or tclcvision 
announcements as well as written publications to be included in customer’s bills 
or other utility informarion source. 

The Commission’s Bureau of Mauagcment Studies will audit the utilities’ damage 
claims filed, damage claims paid, and damage claims denied, to daermint if any 
dimiminaton exists in claims handling. 

(F) 

A copy of our approved responses to the recommendations in the Electric SeMcc Quality and 
Reliability Study arc enclosed. If you have any questions, please contact Connie Kummer at 
(850)4 13-6701. 

. ,  . .  



CONFlDENTlA t 
State of Florida 

DATE: June 5. 1998 

TO: William D. Talbott, Executive Director 

FROM: Division of Electric and Cas (Kumme&$vn) 

RE: Please place on the June 15 Internal M a i n :  Rcsponse to Recommendations 
of the Review of Electric Service Quality and Reliability Report 

CRITICAL INFORMATION: Need Commission Approval of EAC Responses 

, 
At the January 20, 1998 Intemal Affairs, the Division .of Electric & Gas (EAG) was 

i m c t c d  to review four recommendations contained in the Review of Electric SeMce Quality 
and Reliability prepared by the Bureau of Management Studies (RRR). The RRR 
recommendation and the EAG responses arc as follows: 

1. RRR Distribution Reliability Indices Recommendation (7.1) 
Review dimibution service quality and reliability indicators to determine if it 
would be appropriate to require investorswncd utilities.to provide additional 
reliability indices to better assess their performance: Indices discused were 
System Average Interruption Frequency Index (SAIFI), System Average 
Interruption Duration Index (SAIDI), Customer Average Intamption Duration 
Index (CAIDI) and Momentary Average Intmupdon Frequency Index (MAIFI). 

EAC Rapow: The utilities have agreed to provide the Syrtem Avcragc 
Intcrmpton r)lmtion Indcx (SAIDI), Systan Avcrage Interruption F m y  
Inda (SAFI),  md Cuaomcr Avcrage lntcmrption Duration Idex ( W D Q  on an 
experimental besir. These indices would reflect individual Werences in data 
availability on start times, end timu and customer counts, but would be 
s t d a d i d  =to the events excluded. The utilities will continue to meet to agm 
upon a m*hod of excluding major unnamed stornu from the indices calculation. 
S U B  fintfia nmmmmds that Momentary Avrrage Intenuption FnqumCf Index 
0 ; s h o u l d  elso k provided at the subsraton breaker level by all four major 
invtstorowned elecrric urilities. Utilities will continue to provide the info&on 
required ia Rule 25-6.0455 FAC. 
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per year for the same time period. We believe this information will be an 
adequate starting point for identifying multiple outage per customer issues. 

RRR Service Quality Rules Recommendation (7.5) 
Review the adequacy of existing FPSC rules on service quality and reliability to 
determine if rule changes should be proposed 

EAG Ruponse: Since wc discovered significant differences in the calculation of 
the indices fc~ommendod in the Reliability Study, we do not recommend going to 
rulemaking at this time. However, we recommend collecting the SAIDI, SAIFI, 
CAIDI. and h4AIFI dam for three years to determine if it is necessary to propose 
amendmenti to Rule 25-6.0455 FAC. 

RRR Consumer Affairs Outreach Recommendation (7.6) 
Work with the Division of Consumer Affaks to develop public service 
announcements and other customer education tools to better acquaint customers 
with the operation and limitations of the eleceic grid. 

EAG Rapow: Public service announcements on tree trimming, uninterruptible 
power sources and surge protection devices, information on electric s a f q  such u 
what to do if a wire is down and what to check before calling the utility (i.e., 
how fuses or breaker boxes), appropriate landscaping (tree placement) to avoid 
line confact problems. and what role momentary outages play in protecting the 
overall integrity of the electrical system would be beneficial. To ensure 
consistency, we recommend that the utilities be involved in dratting any such 
public seMce announcements. 

RRR Customer Claims for Damages Recommendation (7.q 
Review and monitor utility procedures for processing damage claims. 

EAG Rtspow: The Bureau of Management Studies should perfom an audit of 
a random sample of claims filed, paid and denied to determine if a pattem of 
payment or non-payment was evident. 

These four RRR recommendations and the EAG respotlKs are discussed in more detail below. 

2. 

3. 

4. 

1. Distribution Reliability Indicu 

EAG and RRR staff first met with each of the forrr major investor-owned el&c utilities 
to discuss in detail how;each company calculated and used various distribution reliability indicts. 
Discussions focwcd on what reliability *bdiccs the utilities use for internal purposes. what indices 
they can supply with no or minimal increased cost, d how the outage data entered into the 
computation of each index is'obtaincd We learned that utilitia differ in the typts of distribution 3 

2 

. .  
. .. 

3 .  . *  .. , . . :  
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relaying protection schemes they use and the way relaying operations 
operational differences in tum affect how data for each reliabyity index is obtained. 

monitored. These 

AAer the individual meetings. staff  asked each investor-owned e l d c  utility to respond 
to a written questionnaire. A summary of company responses is attached a Appendix A. Staff 
tinen reviewed and tabulated the responses for all lOUs for discussioru at a joint meeting. The 
questionnaire responses confmed the operating and monitoring differences among the utilities. 

I .A. Tracking Rule-Defined Outan@. Rule 25-6.0455, Florida Administrative Code 
e rquircs utilities to file data on senrice (FAC), A nnual Distribution Service Reli- 

interruptions as defined in Rule 25-6.044, FAC, Continuitv of Servicq. Rule 25-6.044 defines 
an “ O U ~ ~ R C ”  to be an “uaplanned interruption of electric service mater than or eauai to o q  
minute due to malfunction on the distribution system or a dimibution-related outage caused by 
excnn on the of cu- wbch i s- q d  by load manap, emsnt 

ae- . &e A9&lx&&E&= ‘ -  X d tt4c S- 

. . .  

.. t 

. n  

. definition of reponable outages. Momentsly o u t a a l  ,be addressed se-w. 

Utilities w System Average Interruption Frequency Index (SAIFI). Synem Averagt 
Interruption Duration Index (SAIDI). and Chomcr Average Intmuption Duration Index (CAIDI) 
to track outages as defined in the d e .  All indices require ai inputs a definition of start times 
and restoration times and a determination of the number of customers affcctcd -th tsc inputs 
were defined differently by each utility because the sophistication of each utili$s computer - -  - 
software differed. 

a o t i  . . One source of difference in reliability data 
or comuanies u t i l i  

‘ch 
is the determination of the start and end time of an outage. All four mi 

ocriodicallv polls the distributionsysrem to detectzoblems. ‘Ihese SCADA system provide a 

Florida P o w  Corpomtion (FPC) and Florida Power & Light Company (FPL) have 100 pment 
SCADA conaol a! the subsration breaker level, while Tampa Electric Company ( E C O )  and Gulf 
Power Company (Gulf) arc v u y  close to 100 p e n t  TECO is also htdlhg SCADA control 
capabiity on line reclosas. FPUC does not w i l i i  an Blltorrmoed s y s ~ i l  a prom Nan- 
SCADA mooitod devica can be read manually to obtain the numbcr of ope don^, but not 
necessarily the time of each operation. 

. .  . .. m a n d D d  

record of information on both the time and e o f ormatioru of each er. 

When the interrupting device is SCADA monitored, FPL, TECO and Gulf use the 
SCADA system to d e t e r ”  * e the start times for outages used in the iadica. FPC has the 
capabiity of upins SCADA. but generally relies on customer calls for the start time of 0u-a. 

where 
SCADA is not availabk, 

device is SCADA monitored, FF’C, Gulf and TECO use this 
information to daerrmw * thc chi timcs of outages. FPL usually uses SCADA for d e t e ”  g end 

A-,g&m c w o  r c  time of M outas~e for 0- e 

. .  

3 
.. 

f * . . . .. . . . , 
I. 

I .  . . . .  . 
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times but whsn an FPL field crew restores the circuit, the crew will repon the restoration times. 
When SCADA is not available, all utilities rely on line repair crew notification for completion 
of an outage. 

I .  c. Number of customers affected FPL and FPC have fully integrated customer 
information ant outage management sysums. This means the location of the customer reporting 

. .. 
y m b l c m  is automatically wansferred to the I_ trouble dispatch center to ex cdite r ~ a c t i v i t i a .  
a n e m  design maps arc automatically cross-referenced with the location o&e outage or*%fem 
and show thc exact number of customers affected by an outage. Multiple complaints can ah 
be cross-referenced by location to a i s t  in pinpointing the problem. 

TECO and Gulf can match customer location to system schematics by manually 
integrating the database showing customer identification with the system schematic database. 
Gulf then uses the system schematics to count customers affected by a pardculu o u q e  and is 
currently in the pnxess of implementing a fully integrated information system. TECO's system 
locates the transformer(s) affected, then w s  a customer-per-KVA of lie transformer KVA to 
estimate the number of customers affected. TECO repom that a recent sample audit of manual 
estimation compared to an actual customer couut i n d i d  that tbci &mates were approximately 
98% accurate on average. Staff har not verified whether this sample audit is s ta t isddy valid 
t'or application to TECO's whole system. Like Gulf, TECO is also working to integrate its two 
dambasa to be able to more accurately count customers affected by an outage. FPUC continues 
to use esdmatcs based on repair crew reports and dispatcher ednaxu ,  although the estimates may 
be based on actual numben of customers or the KVA served by that feeder or section of line. 
similar to TECO. 

L D. "Pan-ons ". During a major or widespread outage. utilities generally concentrate 
restoration efforts 50 as to get the largest number of customers back on lie in the ShoneJt time 
period. Depending on the nature and location of the outage, some customers may have service 
restored before repain on the whole circuit arc completed All utilitia indicate that they have 
at least a limited ability to update customer couau for panid rrstdratioa Thir "parc-OU,," or 

e inn the w m  ste? by ~ U C  
average length of in t e r "  *om BI well as the length of interruption per customer used in 

utility records "DBR-OIIS" or step restorations diffmntly which can 
impact both average duration and number of customers affected per outage. 

.. . 

- 
-,bother difference among utilities is the inclusion 

or exclusion of inactive accounts from index calculation. The exclusion of inactive accounts 
should have no impact on the indices if the same customer count methodology is used for both 
customen interrupted and customers served. Although TECO and FPUC indicated in their 
written response that they included inactiw accounts when Miving at the number of affected 
customers. during the April 21 discussion, both utilities indicated that they wen able to remove 
the inactive accounts from th calculations. T E c o  later q d e d  its initial statancut that h t i v c  
accounts could be removed by stating that it had not estimated the cost of the p ro~cs~ .  > 

'd 

4 
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1.F. Mu1ti-t- Staff also requested companies to indicate whether they could 
produce a chart showing the number of customers experiencing multiple outages. For example. 
the chart would show thc number of customers experiencing 1 outage, customen experiencing 
2 outages, customers experiencing 3 outages and so forth per year. While FPC and FPL indicated 
h e  ability to provide this information. TECO. Gulf and FPUC stated that the number of outages 
per customer per year must be computed manually and is not available for customers system- 
wide. All utilities stated that while SAIDI, SAIFI and CAIDI provided information to help them 
target specific areas needing improvement and allowed the most efticient use of resources, the 
chart as described presented no additional infonnation and would be costly to produce. However, 
Staff believes that the multiple outage data may be the most important indicator to detect a 
decline in ~ M c e  quality. 

1. G. Weather F vents E xcluded. A critical parameter in all indices is what events 
or outages arc included when indices arc calculated Current FPSC des  allow certain excqptions 
q r  
disnubanca on the generation or transmission facilities. Since the indices arc intended to provide 
an evaluation of a " n o d "  environment over which the utility has control of its system's 
operations, it is important to define what situations or occurrrnces would unfairly skew the 
indices when the matter is beyond the utility's control. 

' cc  exempts outages due to named storms from Rule 25-6.044, FAC. S;pntururtv of SCM 
the definition of a service intemption. In recent years, Florida has experienced several 
significant storms which were not given official names by the Natiod Weather S ~ C C ,  but 
wkich affected large arcas and numbem of customers. Utilities have u t i W  subjective judgment 
on whether to include outages resulting from such unnamed storms in calculating the factors 
cumntly required by the Annual Distribution Reliability Report submitted unda 25-6.0455, FAC. 
FPC, for examule, has established the criteria of excluding events which r d t  in service 
interruption to more than 10% of its customers for more than 24 hours. 

. .  

Staff explored with the utilities the possibility of establishing some objective criteria for 
determining which unnamed s tom were eligible for exclusion, but we wen unable to g a b  
agreement on a single standard The utilities have agr#d to planre discrrrsioaJ among themselve~ 
on this point and attempt to reach agreement on a threshold for excluding uuumed storms from 
the indices. of 
below, the utilities a& to strialr,ebide bv 

. .  . .  
&Q@Y 

. .  
th* NWS until 
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AS discussed above, momentanes are excluded from the deftnition of  outages npomble 

under Rule 25-6.0455 FAC. However, most customers do not make the distincdon between a 
momentary outage cawd  by the normal operation of a circuit breaker and a prolonged outage 
due to any other cause. Therefore. Staff discussed the utilities’ ability to track and provide 
information on momentary outages of less than one minute. 

--e have the c m  caoabilitv to record the num-&r 
of all outages down to line reclosen, including momentaries for all customers, although it was 
a time-consmineeration for evmn-Lmbset of thelr customers. -.. 1 rC”TPUC 
indicated that they have the capabihty to-mentary outage histones on an 
individual customer basis. As the new computer systems being implemented by Gulf and TECO 
an completed. these utilities will be able to track momentaries at a lower level of aggregaaon. 
Estimates for completion of the new systems range from several months to thm to have 
complete integration of customer and outage data. 

Although’ utilities recognize the importance of momentary outages to their customers, 
minimizing momentary outages presents a conflict w r 4 t w y  - o u t i t g a d t h ~ f k u a  the 
0 rdinary ommion of circuit breakers and line rcclosas provide important safety protection to the 
e ~ ~ u s i n g ~ ~ ~ ~ ~ ~ g - t h c d l r m  iy- the 

CCKUCd breaker 0wrati-t in 10- . -”=a- ... 
f DCK~OITQMCC standards may be difficult to identify. 

1. 1. Dismbutron Reliabilitv Indices, It is clear from the complaiats received by the 
Commission that customen want a high level of reliability. The Reliability Study reinforced 
casual observations based on the n u m k  of complaints received that thc customen of Gulf Power 
and “ECO arc generally satisfied With the reliability of these companies. 

. . .  

For FPL and FPC. the Reliability Study indicated a negative trend in reliability and 
customer satisfaction over the period from 1992 through 1996. However, dixussions With both 
companies indicatcd that they have iostinned si@cant changes in their procedures which should 
result in improvemm~ in rhe near funue. Both companies have inStiMed management r e f o m  
to focus more closely on distribution reliability concerns. 

Since we discovered sigdcant differences in the calcuiation of the indica recommended 
in the Reliability Study, stafF u reluctant to go to rulemaking to adopt new reliability indices at 
this time. & a d t  of the discusio~ however, the utilities have agmd to provide the System 
Average Intenuption Duration Index (SAIDI), System Average Interruption Frequency Index 
(SAIFI), and Customer Average Intenuption Duration Index (CAIDI) on an experimmtal basis. 
-indices would reflect individual differences in data availability oa start times, end times 
and customer counts, but would be standardid as to the events excluded. The utifitier will -- dices 
calculation. 

-1 
. .  
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Staff recommends that Momentary Average Interruption Frequency Index (MAIFI) should also 
be provided at the substation breaker level by all four major investor-owned electric utilities. 
Collecting data ---.-- on momenmyjntermptjons -I-- st the substation breaker will not show any outages 
due to opcrauon of lie reclosers or any other_prcblems I_ downstream from the_ substationbrtkir 
which likelv_account f ~ ~ o ~ o ~ i ' ~ ~ c a ~ &  c u s t ~ d s ~  How~sr...sraff 

erungrhisdataattheYsubstation-level-is-a ,good-startin.identift.iRg-.rhe-magnitude 
andrxtenr.ofmamentary_sutages. 

In addition, FPL and FPC have the capsbility to supply the percentage of customers 

,a four-year history on theqercentage of customers __- exEriencing ~_--_ - a 1 1  five or more -1---- outages .-- pry* -. 
will be an adequate ---- startingsoint I_ 4,*._-.--"-,"....-11+ for identifying . ~ " ~  multiele outage pet ~ " p - m r k e e s .  FPC has 
already provided similar infonnation for 1997-2000 to the Burcsu of Management Studies in the 
utility's goals (Appendix e). Staff believes the customer outage chart should be obtained from 
FPL and FPC. in addition to the standard indices, because the chart can be obtained at a 
reasonable cost and will asdn the Commission in emuring that these two utilities follow up their 
statements to improve reliability with action. If these trends indicate that this percentage is not 
improving, more detailed repons may be requested. 

expenencing a given number of outages.- U ! a r S  that c0-g 
- --- 

4 

While FPUC has the ability to manually provide some of the information requested such 
as SAIDI, CADI and SAIFI, it strongly emphasized that automated systems would be very costly 
relative to benefits derived for the two small FPUC territories. Given the minimat complaints 
received from FF'UC customm. we recommend that FPUC continue its current system. Utilities 
will continue to provide the information required in Rule 25-6.0455 FAC. After reviewing the 
new SAIDI, SAIR, CAIDI, and MAIFI data for three years, a decision cau be made whether to 
propose amendments to Rule 25-6.0455 FAC. 

2. Service Quality Ruler 

Service quality and reliability have becn high profile issues at the Commission since the 
Christmas fimc of 1989. The 1989 Chrismas frme d t c d  in both inadequate generating 
capacity and melted or downed distribution lines due in part to the extensive w of load 
management AAa extensive investigation of options used by other utilities and industry groups, 
Staff developed a proposed rule to require utilities to report objective measures of reliability 
similar to SAIDI, SAIFI  and CAIDI. and a workshop was held in May 1990. 

Ehnsive discusions between staff and the utilities followed the initial proposals. and in 
July, 1992 tbc Commission voted to propose rules for rrporting reliability performaace srmcturrd 
along the lints of SAIDI. S A I F I  and CAIDI (Appendix C). The utilities all objected to the use 
of these indices, citing definitional problems, and maintaining that the indices "lend themselvcs 
to dinortions of the pcr?onnance of certain system operations ttlat would not occur if the system 
were analyzed, pursuant to the specified indica, on a component basis'*(FPL comments, Docket 
NO. 920228-EI, July 31, 1992). The hearing officer recommended the altcmative language 1 
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proposed by FPL. That language wss adopted by the Commission and became Rule 25-6.0455, 
FAC as it exists today. 

Although all utilities now use SAIDI, SAIFI. and CAIDI internally, the definitional 
problems cited in 1992 still exist. It is for that reason that we do not recommend going to 
rulemaking at this time. We believe the ability of utilities to capture data more accurately will 
allow more standardization of the inputs to the indices and produce a more reliable indicator. 
The information detailed in Section 1 will be collected for three years, then reviewed to see if 
the rule should be amended. In addition, companies will cmtinue to provide the information 
required in Rule 25-6.0455, FAC. 

3. Consumer Affailnirs Outreach 
. . .  

t v e  consumer e d u c a t i o w  Eat 

~ ~ ~ h ~ ~ - 5 ~ ~ ~ ~ ~ e ~ ~ ~ ~ ~ o t h e r  educational mgghi,.O-tJ 
wful topics are: information on electric safety such as what to do if a wire is down and what 
to check before calling the utility (Le.. h o w  fuses or breaker boxes), appropriate landscaping 
(tree placement) to avoid line contact problems, and what role momentary outages play in 
protecting the overall integrity of the electrical system. This type of information is not utility- 
specific and can be used by all electric utility customers, no matter who provides power to them. 
However, each utility operates irs synem diflercntly in temu of monitoring outages and handliig 
damage claims (discwed in Section 4). and coverage by newspaperg television and radio is not 
coterminous with utility service territories. Hearing or readiig about a neighboring utility's 
policies could be more confusing than enlightening. 

teaynidjnsi"ing w c r ; e a r Q ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ . ~ ~ C  

To ensure consistency, we recommend that the utilities be involved in drafting any such 
public service announcements. The companies have indicated willingness to participate in this 
area We belim it is to the Commission's advantage to utilize the utilities' long experience in 
communicating with their customers in developing informational materials. 

4. Customer Claims for Damagea 

During .&e Inmnal Mihim dirustion on the RcWi Study, the Commission expressed 
conccm over posiile discrimination in the payment of damage claims: ' h i s  topic was included 
in the m c e w  with the utilities. Each investor-owncd electric utility has in its tariffs a gencral 
statement .that the utility will cxcrcise "reasonable diligence and care". to provide uninterrupted 

God sewice. b e  en&. the &- ... ... . . .  ~. 

. ,  

. .  
. .  . . . .  , .  

. .  . .  
. .  . . .  . . .  

. .  
j 8 . '  .. . . . .  . . .  .:. 
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CONFIDENTIAL 
the language was grandfathered upon assumption of regulation and neverspecificdly addressed 
by the Commiuioa. l h k c d t a a & ~ ~ e s e ~ ~ ~ ~ ~  that a utiliw wKuld seldom be required -- 
to pay a damage claim. 1 

Based on Staff discussions ~ i t h  the com~k~&~~ all utilities pay damage cl-e 
action (or inaction) by the companv dinctlv rcsultcdJq&-bpmrrge to cust0$-c-egt$pgst. 
Examples include error by l i i  rrcw9 or utility failure to properly address a problem which later 
resulted in damage to customer appliances or quipment In the questionnaire, s ta f f  attempted 
to list types of damage for which claims might be paid. Question, 13 and 14 of Appendix A 
contain a summary of the utility responses on damage claim handliig. No utility indicated that 
it would pay a claim if the damage occlnrrd during ordinary operation of the system, such as the 
rapid opening and closing of automatic protection devicu like substation breakers or l i e  
reclorrs. All utilities adamantly ~ s x n  that individual customer characteristics, including location 
or economic circumstances, have no bearing on whether a claim is paid or denied. 

The Supreme Court has ruled that the Commission docs not have the authority to rquirc 

291 So.2d 199 (Fla 1974); Florid8 Po- 
377 So. 2d 203, (Fir App. 2 Dir t  1979). Such c l b  must be 

a utility to pay damages to a customer resulting from the provision of utility service. 
Bell Tel. 8: &l. Co. V. Mobile 
-a C e  

ainst 
pursued in chd aut Ibvcver. the CQ- 
claims be mated uniformlv =l!uma-w- 

taff recommends an audit of a random sample of claims filed, paid and denied to 
dctcrmS,,rf_aattern . .  o ~ t p ~ o n - p ~ g p m t ,  -&videut Utilities in&catc that x&ns 

and whether a claim was handled in accordance with stated comgany policy. Staff 
recommends that the a u d i w r m e d  by the Division of Research and Regulatory RCVICW to 

~. .adlo~iguoJq*+.a lL~uur . .  

_-__ 
information is main tained in a format which w o & l - @ i . y - q ~ -  - - of 

-- - --I.* 

the Commission ttwt MC. r s . I l o _ d i J c ~ ~ ~ o n ~ ~ ~ ~ ~ m e n t .  

. .  
. .  

3 
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AFSendix A 

Compilation of Responses to : 
"Talking paper'' on 

Reliability Measurements and Claims Handling 
Revised - 

LWhich of the following reliability indicators are currently 
available, ar can be calculated at reasonable costr for annual 

submission to the FPSC: 

feeder 

EpLE note on m: Breaker level only can be provided at a 
note on m: Calculated based on all operations of the 

reasonable cast. 

breakers and OCR's with indication. Currently 19.3 of OCR's do 
not have indication. Them0 units should have indication 

note on H a t - :  Presently do dot have the capability 
to report individual customer outages other than on a case-by- 
case hasi5,. Hewevet. plan to have the capability by January 

1999. 

installed no later than the middle of 1999. 

. .  ... . 



. 

Records time and no. of 
substation breaker operation 

Records time and no. of line 
circuit reclosers operations 

Are any recorded operations 
excluded? 

a Evonta 

M o r  purposes o f  calculating the indices listed in Question 1, - 
0 please indicate the following for SCADA controlled devices: 

I Yes Yes n/a Yes Yes 

No No n/a No Yes 

Yes Yes n/a Yes Yes 

I 1 1  - 
9- controlled devica. FPL FPC FPUC GULF TECO e, 

~ 

Records time n/a 

Records no. of operations n/a 

---.I 
S Substation Breakers 100 100 0 90 90 

n/a No No . Yes 
n/a Yes NO Yes 

I 1 P Z Line Circuit Reclosers 0 1 . 0  I 0 0 9 - 

-For purposes of calculating the indicea listed in Question 
1, please indicate if NON-SCADA contr-olle-d rubstation breakers 

have a recotding device indicating the time and number of 
operations, including those operations not leading to lockout? 

[ NOM-8- Subs+.tioa Brrakoro I FPL I FPC I FPUC I GULF I TECO I 

I I I I I 
~~~ 

I Reviewed Dursuanf to nmmentarv I 
I - I  

oucaga complaints 
: FPL's substat& ad. 

I n/a I n/a I Yea I n/a I Yes I 
: S a m  braakerm have a recording device which includes time. 

Host breakers only count number of operations. Information is 

ZEQ : All operations of breakers are included in researching 

revi"d bi-monthly or when requested by a cuatmer. 
G!&E : No information is recorded. 

momentary outage complaints. 
,~ 



. 
! 

NON-SCADA LAM C i r c u i t  Z b c l o a u  

Records time 

.I . 

FPL FPC FPUC GULF TECO 

NO No NO No No 

-For purposes of 
1, please indicate if 

~ 

Records no. of operations 
Reviewed pursuant to momentary 

CONFlDENTlA t 

~ 

Yes Yes No NO Yes 

calculating the indices listed in Question 
NON-SCADA controlled line circuit reclosers 

Subatation ELrrrku FPL FPC FPUC GULF TECO 

No. of reclosing relay 

Does the trip mechanism 
reset to a zero count after 

T i m a  (in seconds) for the 

a zero 

operations before lockout 2/0/1 1-4 -3. 3 3 

a succeasful reclose? Yea Yes Yes Yes Yes . 
trip mechanism to reset to 10 15-30 -60 Vari.8 Vati .8 

have a recording device indicating the time and number of 
operations, including those operations not leading to lockout? 

. 

1 I 

I outage complaints I Yes I - - I n/a I Yes I - 
EPL : Only the number of ooerations is recorded in a counter on 
t h e  device. The quantity-is known but not the time and date. 
E : Only informatidn recorded is by the counters on LCR's. 

TpIz1c: : Only breaker operations are recorded. 
EpIs : No information is recorded. 

: 8.4% of reclosers do not have indication. T h e  total 
number of operations is recorded through a counter. Where the 
units have indication (91.6#)# the data is used when reviewing 

outage complaints. 

. .  
. .  .... . .  .. 
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~ 

Liar C i r c u i t  Rmclormr FPL 

=(responses continued) 

FPC FPUC GULF TECO 

No. of reclosing operations 
before lockout 

Does the trip mechanism 
reset to a zero count after 

2 2-4 3 3 4 

I a successful reclose? Yes 1 Yes 1 Yes I Yes I Yes 
Time (in seconds) for the 
trip mechanism to reset to 

a zero 
300 -60 Varies Varies Varier 

KzI-scAM 8 u h t m a . o ~  Substation Line Circuit 
WU. Breaker Reclosers 

I Actual count by SCMA I FPL, FPC. I GULF I or other comnuterized GULF. TtCO GULF GULF 

Line ruse Live wire 
Down 

report 

Estimate by transformer 
KVA diQid.d by 
I(VA/Clutour 

Crew Estimate or I I FPIK: I FPwc FPW FPWC 

rrco TECO TECO 

I Dispatchit astimato I based on crew rewrted I R L  I 
[damage location 

- 
I I I I I 

E : N/A reported for "live wire downw. 

. .  

. .  . .  . .  
. .  : , .. . 

.. . 
. .  . . . .  . . . .  : .  

.. . 
. . . 

. .  jl/ ...-* - ., : ..i- . . .  . 



.. CONF IDENTIA t 
=Please explain how the number of customers affected is 

calculated by each method indicated above. 

interrupted device. 
:The line crew estimates the number of customers affected. 

:The Trouble Call Management System (TCMSI uses the 
following method to derive customer counts: 

When topological data is imported from GULF'S automated mapping 
system (FAMS), a supply node is assigned to each transformer. An 
alias, which is the Transformer Location Number (TLN), is also 

extract file from Customer Service System (CSS) which contains 
essential parts of the customers' records. One of those parts is 
the TLN. After the extract file is imported, a count is done to 
determine the number of customexs for each TIN. NOW TCMS knows 

the exact number of customers each transformer serves. 
When the topoloqical model is built. TCMS include8 in the date 

the specific supply nodes that each upstream device serve8. From 
there it is a relatively simple matter to obtain the total number 

of customers far each supply node served by the device. A 
device, of couxse, Could be a tap fuse, recloser, switch, 
transformer, etc. Each outage is associated to a device. 
Therefore, the customer count for each outage can be easily 

obtained. 
A caveat, however, is that due to the nature of the model, an 
outag6 on a thxea phase device will count the customers on all 
three phases. So €or a single fuse blown on a three phase tap, 
the customer count will be for all three phases. The company is 

looking into different methods to address this issue. 

:On SCAOA equipment, the number of customers is based on a 
database updated from our Customer Infomation Syatam. 

On the estimates by transformer, the number of customers is based 
on an averaqe of approximately 5?WA/Customer. However, we plan 

assigned to each transformer. TCMS also imports weekly and 

to have the capability for actual customer counts by January 
,1999. 

.,; 



._ CONFlDENTlA t 
=Is the customer count information per breaker or line circuit 
zeclosers updated on a real time basis, quarterly, annually, or 

on some other time frame? Please explain. - 
FPL :Real time bash. 

E2YC :Substation breaker customer count information is updated as 
fpz; :Daily, approximately within 24 hours of a change. 

~ 

needed. a :Weekly. 
:Monthly for breakers. No update fo r  reclosers. 

-00 the number of customers served include active accounts 

:Active accounts only.. 
Tps; :Active accounts only. 
:Active and inactive accounts. 

EpLT :Active. 
:Both active and inactive. 

only, or both active and inactive accounts? 

U F o r  the purpose of determining customers experiencing 1,2,3 
etc. interruptions, does your tracking system have the ability to 

sum the customer's specific feeder, lateral, and tranafonner 
interruptions? 

:Yes. We- -rjm-,y.hkh-ad& _up_inttrupti~...€~rr,.each 
pevice af f ectina a cug~Q~r..TSlg_~9~~-~~~~u~-a~~y-.to 

run. E :Yes.  
:No. 

:No. In the near future. 
TEcp :No. 

U I f  the response to question ( 3 . E )  is no, how is it determined 
that the customer has experienced mult,iple interruptions? 

a :N/A. 
TpL :N/A the response to 3E is yes. 

:This requires manual review of the outage history. 
:Currently, the only way to readily determina if a customer 

However, individual customer research is performed at this depth 

has experienced multiple interruptiona ia by checking the 
interruption8 at the TLN closeat to the customet*s raaidence. 

on an as-needed basis. 
:By means of  a manual search on a case-by-case outage 

complaint basis. 
e> 
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mthod fa% &tm~Fpcng S&statip Line Circuit Lina h a e  

-or other GULF, 
eomputeriz.d report TECO 

fk0 OU- 8- -0 Breaker Recloaerr 
Live Wire 

Down 

omer a 1  i"' 

-.+hod for de- Subatation Line Circuit Line Fuse 
+hr OU- .adcag tk- Breaker Reclosera - DL FPC, 
computerized GULF, TECO 

-# FZL FPUC rpIy FPC, & FPC, 
FPUC, GULF. FPOC, 

TECO GULF, TECO 

Other (explain) 

FPC, FPUC, FPL. FPC, w, F O C I  E a ,  FPUC, I GULF I F'z;?fE, GULF, 1 OPUC. I GULF, TECO I 
TECO GULF. TECO 

Live Wire 
Down 

US, FPUC, 
GOLF, TECO 

~ ~ ~~ ~ ~ 

Othar (explain) I I I a : N/A reported for "live wire down". 

. .  
, .  

. . .  
. .  
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nmthod for &+.suLrFng 

dur8uos 
h-td md 

S C A M  or other 
computmrited report 

Eathated by transformer 
KVA divided by 
UVA/Custo"r 

Repair Crew eatimata or 
count 

LIf an outage is partially restored or customers switched to 
another feeder io restore service, is the'number of customers 
without service and the length of time Customers are without 

service adjusted each hour (or by event) as service is restored 
for the purpcse of calculating the average length of outage per 

customer (step or part-on restoration)? 

Tes; :Yes. 
:Yes. a :Yes. 
:Yes. 

Substation Linm Circuit Lino ntsm Livm Wirm 
Breakor Recloamra Down 

m, FPG FPL, FPC, FPL. GULF GULF 
GOLD GULF 

TECO TECO . TECO TECO 

FPL, FPUC FPUC FPUC FPUC 

L I f  the response to Question 6 is yes, how are the number of 
customers restored to service and the duration of interruption 

for the restored customers determined? 

Trouble Dispatch data 

Othmr - Dispatchor 
eatinate based on crew 
rcportod damaqm location 

FPL, FPUC FPUC FPUC FPOC 
FPL 

U r e  single customer outages, or multiple customer outages 
sewed from a single line-transformer, reflected in any 
distribution reliability indices used by the utility? 

:Yes. 
kX,C :Yes. 

:Yes. .,; 
ea.. , . 

.if. outage. &greater than one 3%5;4 :Yea .' up to ,the 'tran 
. minute. .. (no 'jettiice o ter'outages'are :included). 

._ 1 

. . , -*. 
. .  
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LAre prearrznged interruptions excluded? 
Pgej$.qus FPS_C_~-~ttals_,-ex~lude planned interruptions. 

FPL' s ____~_._._.~___.-...~.--.~-___.-___.._.,._I......_. internal indices current1 y ._I.__...___..__.,_....I__..___. incTWir--ptme--interruptions. r.- 

PES; :No. 

FPL :No. 

:Yes. 
:Yes. 
:Yes. 

%Are any interruptions on 59 seconds or less routinely excluded 
from SAIDI, CAIDI, and SAIFI calculations for in compiling the 
histogram of customers experiencing multiple outages? If yes, 

please explain why. 
, EEL ._̂ -- :Yes, _,___ FPL ^1 ..LI...._. considers "_ .,,, ~ .______... *-" outyes-59 ___...__,-I-x seconds -_-..*- or less -.-.- --- momentaries. -I.-...- .. 

E i o m e n t a r i e _ 2 ~ ~ ~ ~ s ~ ~ ~ d . - ~ n ~ t h ~ ~ ~ ~ ~ ~ ~ ~ . r .  
FlC :Yes, if automatically reatored. 

:Yes. Thiris no&lly during reciosing operations , lockout 
would cause a longer outage. 

m. :Yes. Allowed in the FPSC Rule 25-6.044(1) (a). 
TEI;p :Yes, the indices indicated do not include outages of less 
than one minute, however, all outages, including those less than 
one minute, are included in customer outages complaints research. 

=Could SAIDI, CAIDI, SAIFI and the histogram of customers 
experiencing multiple outages be calculated using every minute 
service is unavailable to the end user customer, without respect 

to the reason f o r  the outage? 
:w_a_cannot include interruptions I 59 seconds -I-._---.__ or less. We also 

~ ~ ~ r l u d r s s ~ ~ ~ ~ ~ ~ ~ - ~ - s ~ - ~ ~ ~ Q ~ ~  #,SLQ!!!%&d!!- 0 f 
-_I-- our Trouble Call. Mana_gement-Sy,ssdKE ?ugh as nsgd-gtorms, 

.tornadoes, etc. FPL canno-t accurately measure the-i,nd.cators 
durinq these - restoration efforts. 

E& :Not likely, due to lost information in & storm events 
and computer failures. 

a :Yes, all are currently available except for histogram. 
Tw;p :NO, however, through a manual operation, on a case-by-case 

basis, this can be accomplished. 

:No. 

=What outagea does the utility believe should be excluded when 
calculating the indices in Question l? 

x-t Rrm YO* NO 

m. 
IRIC. 
boLI. 
TECU 

.i 
Named Stoma 

L 



. .  

i 

- '1 

. .  . .  
,;.: ,,.. ,.? . ". .: . ....~, i .,. .i 

Tornadoes t?L. 
cpoc. 
COLT, 
Teco 

Stoma resultinq in outages to at leut 101 of total customers m. FPL 
G[ILT, 
TCCO 

Gotr. 
ne0 

S t o m  resultinq in outages to at least 10C of customers in a m. FPL 
particular operatinq division. . 

CONFlOENTlA t 

Customers unable to receiva electric service due to storm dmaqa 

Capacity shortfalls or disturbances initiated by events on the 
reporting utility's system 

t 

rpL. 
FPUC, 
Cow. me0 
m. FPL -. 
W M  

I nm I 

Storm resulting in outages to at least 101 of total customers 
for greater than 24 hours um I 

Capacity shortfalla or disturbances initiated by events on any m. 
peninsular Florida utility's system (for Gulf Power, usa 
Southern System in place of peninsular Florida) 

I Other (explain) Wt. 
FPUC. 

respond to their  orn cuatop.rs is dfmfnishui. 
calculation8 o f  m y  indices. 

This tima should be excluded from- tt 

..; 
. .  . .  

.... . .  
. .  

i . .  . .  . .  . 
~. 

. .  .. . 
. . . .  . . .  
' > '  , 
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P-am C l a b  Data- 
& Policies on payments of damage clams by customers: 
l&& Does the utility normally pay customers damage claims that 
it believes are related to the automatic operation of a breaker 
or line circuit reclosers? 
E&: No. Would pay irh&soric&gat&_ indicatg<,.prey&gs 

problems existed. 
Ra.'-ict%&ti&breaker operations turn power off 
momentarilv. then re-eneraizes the line. It is likened to 
flipping a-switch off the6 back on. If often may affect 
several thousand customers, and odes not change voltage. 
If it is determined that the breaker failed or operated 
improperly, then consideration is given to Claim payment. 
No. Automatic operations are normal and expected in the 
operation of the transmission and distribution system. 
No. Tariff Defense 1.10 and 1.17 
No. Unless we can verify that the operation was due to 
equipment failure or error caused by TECO. 

Does 'the utility normally pay customers damage claims it 
.believes are due to incorrect operating or maintenance event by a 
utility employee? , ~ . - 
TpL: Yes. 

EEK: Yes. Errors in construction or workmanship are the fault 
E: Yes.  

~ 

of the Company and claims arc paid. 

reasonable circumstance,. payment may be made. 
w: Yea. Due the negligence or failure to use due care in a 

m: Yes. 
Please list an other general policiej the utility employs 

in determining whether a claim would be eligible for payment by 
the utility? 
TpL : Corporate Internal Procedure 4.1 - "Continuity of 

Service". Damage Claim Resolution Matrix. 

2.We do not .insure against "Acts of Nature." 
3.We do not accept responsibility for the negligence of a 
third pasty. 
4.We do not.accept claims that are a result of a failure 
of the customer's own'equipment or wiring. 
5.Claims shown to be fraudulent are declined. m: Damage resulting from "Acts of GodY (treea falling, 
lightning, etc.) 'are. not included. 

m: 1f.a'reasonable showing were'to reflect an act of 

: 1.We do not guarantee continuous service. 



CONFlDENTlA L 
Cauaa Yo. No 

ictl of God (Lightning, FPL 
rind, flood) FPC 

FPUC 

trplrrvtiw 

GULF: Tar i f f  1.10 

GULF I I TECO I 
lormal operation of 
t lectrical  system (e.q., 

FPL GULF: Tariff  1.10 
FPC 

!eeder relayi 

- I IEI 

open neut ra l  

J t i l i t y  'normal' eauiment  f a i lu re :  

FPL GULF FPC: Unlerr caused by 3rd par ty .  
FPC FPUC: tapendent upon the  typo of failure 
FPUC GULF: Tar i f f  1.10 
TECO 

1 

Transponder FPL 
TECO 

I FPUC: bpendent upon the  type of failure 
GULF: Tariff  1-10 

Transformer 

TECO 

FPUC FPUC: Dependent upon the  type of failure 
GULF GULF: Tariff  1.10 

I Regulator I 1 FPUC I CPUC: tapendent upon t h e  c y p .  of fa i lure  
GULF GULF: Tariff  1.10 

TtCO 

I bad voltaga L not jurt 

TECO FPUC: Dependent won the  tm of f a i lu re  
~ 

~ 

Wire d o u n r r -  FPC: Unlerr chi. event cauaaa damage. 
TECO FPOC FPUC: Dependent upon tho typ. of failure 

GULF GOLF: T a r i f f  1.10 
TtCO: If cauaod by de te r io ra t ed  

connection 



CONFlDENTlA L 

Transformer 

Regulator 

.. 

\ 

FPL FPUC: Dependent upon the type of failure 
FPC GULP: There M Y  be paid if it ia ahown 
FPUC to have been a situation which 
GULF should harm bean detected and 
TECO corrected but was not due to the 

negligent action of the reaponder. 

FPL FPUC: Dependent upon the type of failure 
FPC GULF: See note above. 
FPUC 
GULF 
TCCO 

Service cut by utility in 
error 

Delayed reconnection of 
aervice 

Hot leg 

Wire down 

GULF 
TECO 

FPL GULF: See note above. 
FPC 
FPUC 
GOLF 
TECO 
rPL FPUC: Dependent upon cir-tancea. 
FPC GULF: Sea note &on. 
FPWC TECO: If trouble call waa overlooked. 

E l  FPUC 
FPC: Same aa above. 
PPUC: Dependent upon the type of failure 
GULF: See note above. 

GULF 
TECO 
FPL FPC FPC: Sa" aa above. 
FPUC FPWC: Depandent upon tha type of failurc 
GULF GULF: Sea nota above. 
TECO 

I Tk I Transponder 

FPL GULF: See nota above. I, I I Impropor serrica 
connection 

. ,  

... 
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Jtility's contractor 
error 

Customer or customer's 
contractor error 

FPC: If TPC causes damage to other 
utility. 

Jig-ins to customer's 
%her utilities 

FPL FPC FPC: Assist customer with claim against 
GULF FPUC contractor. 

TECO FPUC: Contractor would be responsible 
GULF: See note above. 
TECO: Customer fa referred to Contractor 

under hold harmlesr agreement. 

FPL GULF: Tariff 1.13 and 1.17 
FPC 
FPm . GULF 
TECO 

1;;;; I (GOLF: See note above. 

On utility's side of 
meter 

FPL 
FPC 
FPUC 
GOLF 

of meter I I at meter. 
FPUC GOLF: TarLff 1.13 and 1.17 

GOLF: Based upon Company negligence on a 
case by case basis. 

Insufficient generation 

FPL TPUC: Non-generating company. 
CPC Generating Company to be liable. 
FPUC GULF: Tariff 1.10 
GOLF TECO: If weather related or other 
TECO! "natural" cause . I 
FPL ~Puc: Non-generating company. 
FPUC 
GULF GULF: Tariff 1-10 

Gener8ting Company to be liable. 

FPL FPUC: Non-generating company. 
FPC 
FPM: GULF: Tariff 1.10 
GULF 
TECO 

Generating Company to be liable. 

FPUC: Non-qeneratinq company. 

GULF: ,Tariff 1.10 
Generating Caap.ny to be liable. 

,WF, I ' . - ~  , . . . . :  , . 
.. . . .  TECO '' 
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Does the company maintain its claims information in a format 
which FPSC auditors can use to verify whether a claim was paid in 
conformance with the company's policy stated above? 
&: Yes. 
E: Yes. m: Yes. a: Yes. Gulf uses damage event cause codes to indicate the 

m: Yes. 
cause of the claim. 

J& Do damage claim files allow the adjustor making a decision 
on the claim to determine the claimant's address prior to making 
a decision to grant or deny the claim? 
B: Yes. 
E: Yes. How could the claim be handled without checking into 

=: Yes. a: Yes. The address is part of the claim field. 
m: Yes. Only for the purpose of identifying a grid number, 

what happened at the address? Question suggests claim 
decision based on where the address is. This is not so. 

circuit, and substation location. 

fz Does the company maintain its claims information in a format 
which an FPSC auditor can use to determine the customers' street 
address? m: Yes. 
E: Yes. Each individual file contains address information. 

m: Yes. a: Yes. 
m: No. Files are identified with name and claim number. 

Computer log contains city only. 

Jntmr-atd 1 Co- 

b& Would your utility support and participate in an annual 
workshop to review reach utility's calculation of reliability 
indices and other reliability related operation and maintenance 
activities? m: Yes. 
E: Yes. 
-: Yes. 
EpLE: Yea. 3 TEcp: Yea. 

,: 
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A~TACHMENT 4 

FLORIDA POWER CORPORATION 
MULTIPLE INTERRUPTION GOAL 

PERCENT OF CUSTOYERS 
INTERRUPTED YORE THAN 6 TlYES 
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t*. cmlmmlon. purmunt. to 
ham. Inltletd mlmklnq to 

-opt ~0pr10n  or nul. a s - b . 0 ~ 5 ,  r.a.c., nnnuml wa11ty or. 
s.rvlce I.port,and Lrnddunt or nuler a~-s.m44 and 1Y-b.046, 
T.A.C.. pumllty OK Elmotrlc scrvlca. ud Rcep.al o l  WIe 25-6.045, 
r .A.C. .  Frequency standards. 

Tha mttmchmd lntln ot hlrukly u l l l  ap(ur In the July 
10, 1991 d l t l a  01 the rlorldm Admln mtrmtlve Uemkl . 
p1ncnr 

I t  
' 1-mtmd. e heerlnq -111 be held at the lollorlng t 1 m and 

S r ¶ O  e.... Ihurdmy,  August 6 ,  1991 
Room 122. rlntdnr nulldlng 
101 Lmmt Cmlmm Itreet 
rallnhasnrr. flnrlde 

Wrltten requwte Kor hearlng and urltten c o k n t m  or mygestlms 
on tln rules U t  Lm r-cv1v.d the olrector. Dlvlmlon ol  
nmcordm and Ilmportlng, Cloclde Fubllo Smcvlce C m l m m l o n .  101 
caat emlncm Rtrmt. hl lahanrr .  rr. 32399. no later than July 11, 
1992. 

Dy Dlrwtlon of the rlorlda cubllc servlca coulmmlon. thlm 
S.tb d . Y  OK J M l X o  Ilu. 

MFR 

co 

. . .. : . .. .. . 



.... . ~~ , . .  . 

rmpmmlmd, mm m*ould pmrmgrmpb ( I )  OK R u l m  25-6.046. 

SU.(MT or mc 
ma pr& r m l m  rmvlslonm mhould caw- m mddltlonml dlrmct 

or cc0*0111c i n p m  OF WIS num 

coatm to tkm C a l m m l o n  m n d  mhauld mfrnt mlthmr m u l l  

b m l n m m u m  mr colptltlon. 

I m  Kormcmmt,  am thm r m m p o n d l q  utllltlms Indlcatmd thmt thm U j o r  

portlon of thmlr mmtlutd mrpcnmo w111 br for p r o p r u l y  

chmnqam . 
me r m m p o n d l q  utllltlmm provldd m s t l u t m m  or both nonrmcurrlml 

mtmrt-up eoet, and snnuml rccurrlnq costm, whlch vsrled wldely 

m r o n q  utllltlon, 

copllmmx mrpensm (no mtmrt-up comtm. m n d  annual comts 01 only 

$700) whllm rlorlda Pul?lIc Utllltlms Cap.nr'm ostluted arpenscs 

wmrs  N C h  hlphmr (.tart-up cmtm 01 $113.600 m n d  annum1 w t m  of 

$so.ooo). 

nuLmuuIE A,VIRQllITl: 166.05(1). 366.06(1), P.3. 

LAY IIIPUJICNTED: 366.05, 366.06(1), r.S. 

NO mIplrlcnnt I w c t  m -Wofunt 

Taws LImctrle company mmtlutmd tho lmmmt 

w m ~ ~ t n  cumcnre 01 SUDCCITIONS on MI p~owscn n u m  mi BR 

S U M I ~ C D  n m  rmc. DIVISIOH or RCCORDS ~m ncmmiwc, wimrn 
21 mrs or ME DIT# or ZHIS ~ I C C  mR INCUISI~~ IH ma RC~O~ID OF 

mc pnoccmmc. IC RWESTW YIMIN 21 MVS OF nrc DATE or n u s  
w r I c E .  A HLILRIffi *ILL It ILU) AT znc OATC AIM CUCR swow IEIDY: 

TIME AN0 DATE: 9 : l O  A.M., AUqU-t 6 ,  1992 

bLiCL: n o m  122. 101 Fret calm. Strest. Tallrhssscm. Florlda. 

i 

. .  . .  . .. . .. . .. .. . I  .. ..,.., ...I 
> .:.*;*;; ;.:;;6& 



rice i 

r l t k l n  tha akortamt tlw praotlcmblq 

pract1cabla. rlll cauao tba Iamt ~ a c o n w l I l m  to aum 

mtlm rhamwr practlcabla t o  arrmctad castonta. 

mpj Tk. prmlslolu or tblm rula dull not a 

cuatorra racelvlnq acrvlca under Interruptlbla rata 

c h a d f  lcatlonm. 

spclrlc Authority: ,tr.as(l), r.8. 

h u  xmplawntad: 366.0% r s. 
~ I a t o r y r  You 1/29/69. aaandad 

p d r ~ l I J 4 m k v ~ ~ ~ U  
. .  . .  
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* k h t w  

Sp.clCle Author l ty !  lb6.05lIl~ 1.5- 

L.Y I l p l a m t o d !  Jbb.OS(I), 1 S. 

Mlmtoryi LNndrd 7/29/bY, formerly 194.45. R0p.Ol.d 

154.046 Voltaqo Standard-. 

( I )  Emch u t l l l t y  oh011 m d o p t  mtandmrd I~?mlMl VoltWeS 

conformlnq t o  a d o r n  uaoqe. 0. m y  be requlred by tho demlgn of 

I t m  d l a t r l b u t l a q  and tronmmlsolon mystcm for I t s  cn t l ra  n r v i c a  

arao or tor roch of thm d l a t r l c t a  Into Mlch Its ayatos u y  b 

d I v Id-. 
, I  I .  .: 

(a )  Tor ;arvIca r d a r o d  t o  cumtorra  u h a a  pr lnc lpal  

conouptlor oh011 bo for I lqh t lnq  andlor raolb.ntlol  purpaom. 

tho voltaqa a t  tb. p l n t  of dollvory -11 not ercocd 5t mbovo or 

klor tha standard voltaqo odoptd. 

(b) lor mcrvlcm rondored pr lnc lpa l ly  for Indvstr la l  or 

pourr purpomao. oxclvdlng romldmntlml purpomcm, tho roltoqo at  

thc polnt ot dcl lvery  oh011 not erce.d 7 1 /2 t  o b w e  or below the 

.., ,. 

,:.a) -:oJ 
.. . ,..:,.",; .. . .. , . .. ... , . . . ,>*. ,I  

;.A ,,<. ... . .. ,;. . .  . I. . ~ .  .: .:: 
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MVS Environment 

tanswdt 
1 I 

UNM Environment 
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,,,,,,I[ interruption 
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Id: dcporhd6 
ESM35'&pcshd6 

.. 

Application 

UNIX Environment 
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CONFIDENTIAL 
TCMS Ticket Shadow File - Data flow diagram 

nc_key_d.tssll dates not completed 

date-complt- no 
yard-ref - no 

date-complt- ye5 
yardref - yea 
yard-c*t- no 

e records are sent 
dally 

I daw 
I 

ard-ref - yew 



&ea 

step 

. ....... ~.. 

: .  
3 : .  
i i  

LSR - Line 
Specialist . .  

Center Dispatch Center i 
: .  

Customer 
i Representative i 

: 

/ to Service / Center 
CallScre n w  

~ eliminated RELI 
Caseworker REL 1 ~ 

Automated Case ~ other 
Development REL ~ 

3 

; 30YoNLStO 

25% NLS to Premise Worker 

. 

Automated Outage 
Diagnosis REL 3 ~ 

. ...... .. . 



;s for Restoration 
-~ 

tice Center 

Supervisor Dispatcher ; Crew 

. .  

DOIS REL%\ REL2 

"Prioritize and assign licket 

I :::.. ::: -. .- ... 

+ 

EJR increased - 
update cu 

...................... 

' :Work P r a c t 3  
:Std. REL2 

_ I  

..................... 

I 

L + 
c 

Front Line Ped. Mgt. REL2 

Existing Costsfkket Count 

stimated Restoration Costs (Distribution Field Personnel 
cluding Contractors 

1997 
OS $28.7M 
iLS $6.5M 

YTD 8/98 
$23.6M' 
$5.9M 

rverage Ticket Volume with valid X Times 

190,822 NLS tickets 
61,062 LOS tickets worked by 

30,109 
Restoration Specialist 

LOS tickets worked by Crews 
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"5: 
me rumx 
DO NOT enter "E" on TCMS. 
Any code can be used as a rupport code to provide 
addlttonal Informatlon. 
Follow-up codes wltl ovrrrlde the orlglnal ehtged Cause 
Coda a d  should only be entered after ImsUgatlon. 

Accidental Causes 
040 vehlote 
041 Aooldsf1t8l Contact 
046 &lngEnw 
079 Dlg-ln Qmper DepW 

Support Only 
(enm oodrr mad for Support Only) 
a2 NoAnhnalomrd owrhmd 01 Underground 

(Equtpment o o d r  for rupport codw UnW I 

Equipment Codes 

Overhead 
060 Down Guy or Anchor 
081 Pole 
082 C a a A n n  
063 Insulator 
064 Pole lop  Pln 
087 TIeWln 
088 Jumper 
089 sump 
om Hot uno clamp 
092 Dhoonnrctswltch 
093 Fu8eWtch 
098 UneOCR 
OS7 Una Caprcltor 
096 Una Regulator 
104 Conductor Do- 
105 Conductor D8maged 

Overhead or Underground 
I85 Armstar 
191 .Connector 
I94 Trarmfonner 
I96 Step Down Tranrfonner 

Underground 
110 Tmlnrtor 
111 C8bb 
113 Elbm 
114 TxFuuSwitch 
116 TxBladeSvrEah 
116 Bayonotsrrltoh 
121 Padmountswttch 
122 011 Furs Cutout 
125 RASwltch 
124 MEOIL f ir  nnwovar  SW. 
125 PTFuae 
128 Conduct CKT Fme 
127 ControlCable 
132 H8@h010 
I 3 4  BGehlng 
135 Pothead 

.- 
102 Other Equtpment 
103 SpNce 
t06 Automated Swltch (DA) 

Ueter Substation 
180 Meter 140 UCB (Feeder Brkr) 
161 Blocks, Repdrable 141 Regulator ' 

I82 m 142 Reactor 
163 me 143 Relay 
IM Other Meter Equlp. (48 OUlrbub. Equlp. 
165 Blocks, Not Repalr. 150 SCADA 

I . ,  

c 

c 

n 



0-OVERHEAD 
U -UNDmROUbb LOOP 
R-UNDBROROUNDRAIIIAL . . 

, 
TEIRD L" 

(PROCESS) 

&LBTTBR o 
A-REFUSEONLY 

TELEMETRY 

O-OTHBR 
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> ; ~ ~ ~ R F O R M A N C E  AREA: EMPW 

, ... . . .  . . 
~ & I C ~ N T A R G E I S & ~  . . ! ? . ~  . . . .  

**t a 'Zway" commnication 

-Meetings with directors and magen. 
-Bcctltive and nnnagmmt field visits. 

Pb. 

-mployces foroutstanding 
pafommw by developing "Enpbyee 
RccopiinRogmn" 

- Inplerncatation of 'Enployee 
kqnitknFmgram" . 
-Rcward(r) 

*Develop wollborce through training. 
-Rovide training opportunities for 
mpbyees (ea. presentation skills. 
Gnance. -hip, etc.). 

*@M& 
*ongoing 

"March 1998 

'Quanerly 

*oogoing 

A KEY PERFORMANCE AREA: COST EFFECTIVENESS 

Takin the current Distribution into t R efuture 

1998 BUSZNESS PIAN OVERVZEW WL 
DISTRIBUTION MISSION: We will salely ddivcr rtliable and eost mmpetltlve 

2 3  
Y 
ki i. 0 

Redm r he monnt of time a customer is withont power to 125 

Improve Nstomer satisfaction by reducing the gap between our * Nstwnccs' expeaations md their current perception of WL's electric 

Provide a forum that encourages employee involvement in business 
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I + p a  
KEY PERFORMANCEAREA : SAFETY 

rm 

I A W Y  PERFORMANCEAREA: CUSTOMER SATISFACTION 

'Augmf 1998 

* h e  1998 
*hm 1998 

*"lY 

CONFIDENTIAL 

plan to reduce the average minutes n customer is wlthout 
powr). Major projects: 
-0vcrloahd 'Transformers: replace 2.31 1 transformers 
--Restoration Initiatives: change process to reduce 
restoration time 
--Dinribmion Automation: repalr and maintain 400 mitches 
--Lateral Outlkr: upgadc 150 wrat  performing laterals 
--Cable Replacement Feeder: replace 122 ScQlons (440.000 

-Feeder Outlier: upgrrde 55 mrsf performing feeders 
-:Lightning Protection: upgrade 39 feeders 
--Vegetation Management: llne ckarlng of 6.600 miles 
'Deploy n o m r n m y  connul/reduction plan to reduce 
momentary interruptions on mrsf performing feeders. 

it. or cable) 

December I998 
'Ongoing 

'Onplng 
*Scptemkr 1998 
'December I998 

*March 1998 
*May 1998 

*December 1998 



DCZOOl 

DCZDOI District OlCnlumbir 
23 1200EST 0 0 Currv \\indr 

1700EST 
An intcnrifying slorm ollthc middle AIlmtie caasl produicJ ruriiincd winds d?i to .:i mph wih ircqucni gusts beta.cr'ii 40 and 
45 mph over h c  \V.rhinptw Dc mctropolimn =pion during hc oficmoan. \Wds graduall? diniinirhcd aner IYnSCl: a 
combination 01 lhc depming slomi and lhc loss or Ja!lime hcaing. Scancrcd trcc. limb. and p a w r  line dunagc may h a i t  
occurred as \veil. 

F- t e tral 

XOT RECEIVED. 

FLORIDA. Northeastern 
Susanncc County 

I S Filmouth IS 2IOOEST n 0 
Largc vrcr w r c  blown dmn. 

Suwannee Count? 
Falmouth I5 2100EST 0 0 

Larp veer were blown down. 
€lamillon Counry 

Jasper IS 2245EST 0 (I 

Fligler Beach 16 I7IOEST 0 0 

Rwlblo\rnoFloia lvpc building. 
Flaglcr County 

2300EST 
A IA  complelcly covered by vatcr. Thrcc aher ma& \$we vndcr water. 

Hamillon County 

Baker County 

Baker County 

Hamillon County 

Jaspr  16 19S7EST 0 0 

Sanderson 16 2030EST 0 0 

Taylor 16 2030EST 0 0 

J i r p r  16 213SEST 0 0 

hlicclenny 16 223SEST 0 0 

Large VeCI were blow down. 
Biker County 

1.W Thundcntorm N'ind 

I.SK Thundcrsiorm Wind 

25OK Thundentnrm \ f ind 

IOK Flood 

l l ~ i l ~ l . 0 0 )  

Hail (2.00) 

Hall l2.00) 

1.5K Thunderstorm Wind 

HnilC1.k) 



llamilton County 
.Imninps 

Colunlbir County 
Lakc Cit! 

YISSIU Cuunt! 
I l i l l i r rd  

SuNanncc Count! 
Ill \ \  L h c  Oak i o  
I O  SE I.ivc Oak 

Urkrr Count! 
>l*cclm"y 

Sirrau  County 
Snrsruvillc 

Dural Count? 
.Iacl;sonvillc 

Clay Count? 
Coantyaidc 

Columbia County 
Counlgwidc 

Dural Counly 
Counlywidc 

FhgIcr County 
Counpvidc 

Cilchrisl Count!. 
Counlyvidc 

l iami l~on Count? 
Counl~willc 

Nsrion Counr?. 
Countywldc 

X8uiu  County 
Countjwidc 

Putaam Count). 
Count ywidc 

I, OI2SEST 
hlohile home Jcrimyed 

n O Thundrrrlorm \f ind 

lhundrrriorm Wind 

I 7  0200EST n 0 I l a i l  tn.-;t 

17 O2lSEST 0 n 

Xunierour roads ucrc flooded. uccndF roads impasnhle. 
?OWEsr 

Fluad 

17 023SEST 
2MlOEST 

32 mads dunaged. w o  honxs flooded 

0 0 Flood 

I 7  0133EST 0 0 Flood 

Flooding don: H'illr Branch with up to 5 fect of u a a r  in sonic locations. \Videspread locdizid svLct lloodins 
2DOOEST 

I7  0235EST . 0 0 Flood 

Widcspred crop and fieid flooding. Numerous roads closed. 

17 023SEST 0 0 Flood 

Rand flwding along Routc 337 South and 232. 

1OOOEsF 

?WOEST 

17 OMEST 0 0 
2owEsT 

US4 I undcrcul by \vatcr and ~ v c r a l  road w r c  closed. 

17 OUSEST 0 0 

Nicholm Pond ovcdowing. Numemvr r o d  flooded. 

17 OUSEST 0 0 

Road flooding. Many crccks were overflowing. 

10WEST 

2MMEsT 

Flood 

Flood 

Flood 

17 OUSEST 
ZOOOWT 

NU~MUS mad5 dowd due Io flwding 

0 0 Flood 



Columbia Counlv 

I h v n l  Count) 
Jachonvillr 

Sunrnnct Count) 
L i x c  Oak 

Ilaniilion Count? 
Jnspcr 

.\i*SSHu Count) 
YUCC 

Sunilnnrc Counl) 
Live Oak 

tlaniilton County 

Colunibin Cuunty 
1 \V Lakc City 

l n i o n  County 
Lake Butlcr 

Bnkcr Counr) 
Taglor 

Jcnnings 

Dural Count) 
Jarbonrillc 

Clay County 
Orangc Park 

Alarhua Counry 

Alachua Counly 
Archer 

GlinCsVillc 

Msrion Count). 
&.I. 

Putnam County 
lnlerlrchen 

Pulnam County 
Palalks 

SI. Johns County 
Riwrdak 

n u 

I T  O235ESl U U 

Sumcrour roads closed due IO lloodiiip Scwral homer thresiened 
2000ESl 

17 O33OEST U 

Sumcrous road wrc  cldrsd Jut 10 :loodin$. 

l i  033OEST 0 
Sumernus roads w r c  closrd due td Omding. 

I: 033OEST 0 
>umcrour mad wrc  closed duc IO cscersi\c Ilwdiny. 

I 7  OJMEST 0 
Numcrous roads were closed duc lo cyccssivc Ilruidinp. 

I4OOEST 

21  I13UEST 
1.vge WCICCS and power lincs w r c  b l o w  down. 

22 I14OEST 

22 . II49EST 

21 12UOEST 

21 I14SEST 
Lane veer and powcr lines were blown donii. 

22 1305EST 
Large ueu and power lines wcrc blown dorm. 

22 131SEST 
Large vcrs and power liner were b l o w  dorm 

22 I42OES'I 

22 14JSEST 
Luge tress and power lims nxrc blown doun. 

22 I610EST 
Luge Ires and power lines we= b l o w  doun. 

22 ISJOEST 

22 IUSEST 

22 1538EST 

0 

0 

U 

0 

U 

0 

0 

0 

0 

0 

0 

0 

0 

U 

0 

U 

I1 

0 

0 

0 

0 

U 

0 

U 

0 

0 

0 

0 

0 

0 

0 

0 

Fh"d 

Fl""ll 

Flood 

Flood 

Thundcrslorm \\'ind 

ll~i111.001 

lliil 10.881 

Hail 10.751 

Hail (0.75l 

Thundrnrorm U'inJ 

Thundcrrrorm Wind 

IMl(0.75l 

Thunderslorn Wind 

Thundenlorm Wind 

llail(l.75) 

H a i l  (1.00) 

Hall (0281 



. . .  
llurrord L? 09SSEST 0 0 

Dime size hail repored by Libcrp Counl?. Sherims dcpur? 

Taylor Count?. 

Taylor Counr). 
Salem 

Perry 

Taylor Count?. 
litaton Beach 

Tlylor Count). 
Salem 

22 IOISEST 0 0 Hail (0.751 
Dime size hail rcpncd b! Xalional \\rather Service prrrvmcl. 

12 IO3SEST 0 0 Hail (0.88) 
Dime la nickel s'm hail rcponcd in somhcas~ Tsllahssor. 

22 IO4OEST 0 0 5l i  Thundcnlorm Wind 
Tmes b low doun onto Slaw Highway 90 cas1 of Lloyd. 

11 IM9EST 0 0 Hail ( I J O I  

12 IOMEST 0 0 
Qumr size hail new Salem and dime size hail nvo miles ur r t  of Rock! Cmk rod. Tmr down juri nonh of Pcny on Woods 
Cmk Road. Powcr liws doun ne= lhe Florida Highway Patrol Hcadquancn Porl one mile nonh of Pew. 

5K Thundrnlorm Wind 

22 IOSIEST 0 0 
61 mph wind gul nwrded 8I Kemn Bcreh C-MAN ruion. 

Thundrnlorm Wind (CWI 

21 IOSSEST 0 0 11a11(0.75) 



I I! 

Zl0nroc county 

\lanroe Counr? 
Duck Key 

Bip Pint 

Yonroc Count? 
Duck Ke? 

\Ionroe counr?. 

>Ionroc CO""l\- 

21aralhun 

Duck Key 

Monroe Counr?. 
.\hr8lhOn 

.\Ionroe Couaw 

0 n 'Thundrrslorm \\ind IGGSI 

Thundcrrlorm Wind (ti651 

n2 I ~ Z ~ E S T  n U Thunderstorm \Und IC711 
Reponed from Consh Kc! .just nonh .dVuck  Key. 

u1 I:35ESr 11 . 0 Thundcrrlurm Wind IC611 
Recorded ai C3IAS S>lKl: 

02 l74OESl' 0 0 Thundrrslorm \Und (C85) 

Surwined ninJ 50 KTS .,I I ?4I l  ES-r ..SurUinrd 65 KTS a1 I?J%..Gusi IU 85 KTS ai 1750 EST. 
1750EST 

Trim \IindflZril 

Manlhon 02 IS4iEST I 30 0 0 mi Tornado (FI) 
IIISOEST 

Tornado moved from south across Ciruss). Key near SlSl 56.5. 
Monroe Coon$ 

lslrmidon 02 I9IOEST 0.5 25 0 U Tarnado IFO) 
1915EST 

Tornado moved Crom Ihe su lh  across Irlunorada ncnr >lhl 80. Exanrive danugc to homer and burincjjer. Widespread LTCC and 
regetalion loss. 

Monroe County 
02 l95iEST 
Recorded ai C-MAN MLRF 

0 0 Thunderstorm \\'ind (G73) 

02 2OOOEST 0 0 Thunderrlorm Wind (GI04 
Rccordcd 81 C-MAN LONFI. No1 reponed in rcal lime as primary sensor bleu away a d  was found doun &e beach. 

D8de Counts 
(Hsl)HOmtSlc8d AI% 02 201 IEST 

2OlOEST 
0 0 Thunderstorm Wind (C57) 

D8de County 
Thundenlorm \\ind (C61) Culler Ridge 02 2015EST 0 0 

2020EST 
D8de Counts 

(Mii)Milml IOU lo 02 2022EST I 4  200 0 0 175JI Tornado (R) 
Carol Ciw 2034EST 

AI  2022 en  n-I2 twnado louchcd down nw 36th stlcunis parkway damaging lboul 12 planes U m i l  inlcmUiond airpon The mll 
2.un recorded a gust of90 knou. The I2 lomado crossed through virginia bardens and sou& m i m i  springs in a 100-200 yard Pa& 



(W1) I!*H 0 0 

69021J 



"L.0'4 

Pnlni U r x h  Counly 
Pdlni Reach Grrdrnh 

Urounrd Couni! 
('ur;,l spps 

l l r o r a r d  Count? 
nccrficld Beach 

FLORIDA. West  C e n t r a l  

Tnrnidu IFO) 

?X 1525ESI' 
IQ5EST 

Trce fell on CY. Some rooidanage 

0 lhundcrrlorni \f ind IC601 

28 1S30EST I 40 Q - 382K Tornado IF11 

Toitched doun nca~ dixic jus1 no& of  SMtmplc Rd. Proecccdcd nonh nonhwcsi 10 Pompano Bcxh High Schwl @n S\V I Ill1 S I 
then pmcccdcd nonhcui IO SE 2nd .AVEISE 10th SI 'Thc lomado may have skipvd o f f h *  ground a fcu limes. .AI Lkcnicld 
High S c b i  1 dugout on Ihe slhlclic field was dcsuo?cd. .AI SF. 10th ST S\V First \\'a? rcvenl mi were vproolcd uld rooling 
mrar id vavclled 1wo blocks Lhrcyh Ihe air. There WY a repun of a Jumpslcr lrsveling rapidly doun Ihe sueel. Most ollhe 
damage ws uprooted uccr ... danmgcd roofs a d  power oulagcs. CY ax idmls  rrrulled wid commercial signs werc dcstroycd 

IYUEST 

Sararntr Count? 
25 SE Sariiota 

Dr 5010 Counry 
I \ \  ;\rradia 

Citrus Counry 
I S Cilrvs Spsr 

Citrus Count! 
Iloldcr 

Chnrlorlc Coubly 
Englcsood IO 
Porl Ch8rloltc 

Lcr Counv 
Capc Coral 

Sans018 Count? 
Venice 

01 0000EsT 0 0 IOK 0 Rirrr Flood 
I3 OSWEST 
The MyJlka River m >.ly&ka Stnlc Park crrricd ai 7.5 iccl on h c  1% one hdlfoolabovr 111c h o d  rlagc ofsevcn kc1 

01 OOOOEST 0 0 5K 0 Rircr Flood 
02 0800EsT 
Thc R x c  River along Slaw Road 70 in .Arcadio cresld 31 I I .6 iw on ihc 1% ovcr onc half icol akwc Lhc flood slaec o i  I i itcl 

01 OOOOEST 0 0 5K 0 River Flood 
06 0800E.W 
The \Yilhl-chec River a i  Dunnellon crested a1 29.2 fcel. less than a h a l l  fool abow ihc llood sw:e of29 iecr on lk 401 

02 0800EST 0 0 500K 0~ River F l w d  
28 359EST 
The Wilhlrwwhcc River m Holder creslcd a1 10.0 C m .  1\10 lee1 above ihc flood stape or eight fecL on Lhc 28lh. Several homes 
incurred w81ef d m q c  from h e  floodwalen. 

02 1900EST 0 0 50K 0 Thunderstorm Wind 

Thundeniorm ninds cslimalcd a1 60 IO 70 mph downed scvcral eces and d m g c d  h e  roofs ofr few mobile homer fNm 
E n & k w d  to Pon Charlonc. 

02 1900EST 0 0 10K 0 Thundcnlorm Wind 
Thundcnlon winds cslimucd u 60 to 70 mph downed Several VTCS in C a p  Coral. 

02 l915EST 0 0 SK 0 TslmH'ind (-5) 
Thunderstorm winds c5limalCd at 50 mph cauud minor dam8gc 10 I few lanais and clrporu in Venice. 

1915EsT 



P a w ,  Count! 
3 5 lludron 

Pincllns Cuunl? 
6 S SI Pmrsburg i o  

3 3  S SI Peirrshurg 

llrrnando Count) 
Couniywidr 

llillsborouph Count! 
Counlynidc 

Pasco County 
Counlynidr 

Pinellas Count! 
Counipvidc 

Parco Count? 
18 \V Lcphyihills 

Nrnrtee County 
17 E Bradrnion 

Hillsborough County 
Brandon 

Lee CounF 
Cam Cord 

POW county 
Lakeland i o  
Wnar Haven 

U? 1IOOEST 
2JOOEST 

0: 2100ES'r 
1300EST 

02 2IOOEST 
1300EST 

02 2100EST 
230I)EST 

U n 20K 0 l:rban6ml Stream FIJ 

I1 IOM 0 L:rban:Sml Slrram Fld 0 

0 u IOK 0 UrbnnlSml Stream FId 

0 U 5% 0 L!rbnn.Sml Sirram Fld 
.. . . _. . 

T h ~ c  IO h c  in ihcsoi rm in leis ihan inici h m r s  tadscJ Ikvd~zd j w c t  IIwJme b c t u c m  the U 5. Htshuay I9 a d  41 conidon 
fr@m Hil l rhrouyh Count? n@nh IO Hcmandu Comb Sc\crsl \ch.;lci meuncJ ~ . U c r  daninpc from sundin? w i c r  

03 OSOOEST n 0 5K 0 Rivcr Flood 
28 2359ESl 
1 he Cyprru Creek a i  \\onhmgion Civdcns along State RoaJ Y : i c i i d  PI I2 0:. I u L  lour lcet above Ihc nood s l w  oicqhl iceL 

thc > O h  Mnor flmdm? mJ UJICI dmm$c Kruned 81 D lish and trailer ;mlp along Slalc Road 34 

03 OBOOEST 0 n 5K 75K River Flood 
05 0800EST 
The \Imaiu River m Slyl;l;a Heed alone Siaa Road 6) crested ai 9 6 frei on ihc 4ih. M O  uld a hdllca above ihc flood su$c of 
%$en feci. Minor cmp damage occunrd. mainly tomatocs. itom ihe floodwatcn 

03 21OOEST 0 0 M K  0 Thumdeniorm \Vind 
Thundeision Hinds downed sevcml n r j  atop purr  lines md caurcd power iWuges i n  Brandon. Neuly S.Oo0 elrcvicd 
customers in Brandon were wiihoui purr lor several hours. 

04 l000EsT n 0 l5K 0 Hi;k \Vind (C40) 
1500EST 

(irdicnt wind o f  up 10 45 mph caused SIS.wO dollars uonh oidamqr to h c  iron1 door 01 Fire Swion No 4 on Smu Barbara 
Boulevd in Cape Conl. 

0.4 IWOEST 0 0 3K 0 High \Vlnd (C40) 

Gradient wind of up 10 45 mph donned a feu m e s  m d  caused id and urpon damage 10 a home in L&rland. 
ISOOEST 



Lcr Count) 
I S % \  Capc Cnritl 

Lee County 
I 2  S\\ Crpr (#iral 

LCC C"U"l> 

I.re C'nunr) 
2 s\\ C.pcC'nr.ll 

2 s\\ CapE C'arll 

Charlotte Count? 
Englruood 

llillsborouph Count) 
? I  SSE Tampa 

Citrus County 
I S Citrus Spps 

l l i l l rborov~h Covnr? 
13 SE Tampa 

Ilardee Counry 
I S Zolrn Spgs 

Citrus County 
1 mv Crystal Rivcr 

Cilrur County 
Cirrus Spes 

Cilrui Counr). 
Counryaide 

Hcrnrndo County 
Counryaidr 

Hillsborough Counr?. 
Counlp4de 

Psrro County 
Countgridc 

Pincllar County 
Counlywide 

16 U800EST 0 0 7K 0 River Flood 
26 O8OOEST 
The Peace River at Zolh  Springs cresled iuI bank and severely dam3gr.d Ihc river Sage. 

Tornado IF01 16 U935EST 0.1 5 0 0 5OK 0 
:\ rhm-lived romdo tou;hcd down and deruoycd a I O  by I S  Cool building lhal housed \vcII end pump equipment a1 h e  SI. 
\lmin'r M m h  md :\quxirc Preserve wcsl Q f  U.S. Highway 19. 

16 0955EST 0 
Dime sized hail us rcponcd b: a S k p m  Sposer. 

16 IOOOEST 0 
1800EST 

16 IOOOEST 0 
l8OOEST 

16 IWOEST 0 
1800EST 

16 IOOOEST 0 
1800EST 

16 IOOOEST 0 
1800EST 

0 0 

0 IOK 

0 IOK 

0 30s 

0 40K 

0 LOX 

0 

0 

0 

4OOK 

IOOK 

0 

H a i l  (0.75) 

1rbmiSml Slrrrm Fld 

r r b a w ? "  Stream Fld 

I'rbanfSmI Srream Fld 

Urb8niSml Stream Fld 

UrbsnlSmI Slrnm Fld 
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Polk count) 
I E Burlos 

Lcc Count? 
Pinrland 

Lrr C'"""I? 

nc SOIO COW? 

FI Uyerr 

8 \Y Arcadin 

Pintllar Counly 
Indian Rocks Bench 

Pinrllar County 
9 S\\V SI  Pelerrburp 

llillrborough Count? 
5 E X  Tampa 

Parco County 
S S\V Zcphyrhilli 

Wanalee County 
10 \V Dradcnlon 

>lanaue Counr! 
8 SSE Bradrnton 

Hillsborough Counl? 
Counlywide 

Ninalee County 
Coun1)widc 

Parco County 
Counlywide 

Pinellas County 
Coun1)widc 

Polk County 
CounQwide 

Manalee County 
Ellcnlon 

19 2USEST 
20 I I O O E S T  ' 

19 2245EST 
IO IIWEST 

19 2245EST 
20 IIOOEST 

19 2245EST 
20 IIOOEST 

0 0 40K 0 I'rbmlSml Slrrrm Fld 

0 0 ?OK 0 l!rban/SmI Strem Fld 

0 0 JOK 0 Urban/Sml Stream f l d  

0 0 30K 0 UrballlSml Stream R d  

19 224SEST 0 0 20K 0 Urban/Sml Stream R d  
20 IIOOEST 
Heavy rain of lnv 10 four inches caused localized flccding of roaduays and MU of poor drainage h m  Bdcnlon in MMaIcc 
County. nonh lo Pon Richcy in Psa, County and CUI across Hillrborou~h and Polk Cwntier. Scvcrd CM incuncd water dmase 
I1 flooded roadways and intenenions. 

19 2255EST 0 0 ZOK 0 Thundenlorm Wind 
T h U " n  wind severely damaged a mobile home Md downed a few mer in Ellcnlon dong US. Highway 301. 



Ilillsborouph ('uuni? 
Ruskin IO 
\fimaurnn 

~lnn.1cc ('"""I> 

2 SSE Bradrnlon 

Polk <'"""I\ 

tIrm:l"d" C,,""l> 

2 S L.nkrland 

I I E I l r s a b  ilk 

Parco Counl! 
Trilhy 

Levy Count! 
2 S Brunson 

FLZOS5 

Levy Count! 
Bronson IO 
CcdDr KC? 

Cilrus Count! 
llomosrssv 

Sumter Counr) 
Coleman 

Polk C o w r y  
Kalhlccn 

Polk Count\ 
Polk City 

Pinellas Count) 

Cllrns County 
C q r t a l  River 

Pasco County 
Porl Richcy 

Pasco County 
Por l  Rlchcy 

Citrus County 
Crystal River IO 
Chauahowlkka 

Herpado  Count). 
Spring Hill Io 
Brooksvlllc 

2 W Tarpon Spgs 

lhundcrslorni Wind 211 0220ESI' II n soh: n 
0230ESI 

fhundcrnonn uindr douncd OUITIC~UU~ lrcej and pc\ic'r l inej x r u j i  h e  joulhcm ponion orliiilshvouph CUunl? 

22 O8OOESl 0 n 5OOK 0 River Flood 
28 2359E5T 
The \Vilhlxoochvc Rircr rose io 14.0 i ec l  on Ihc 28th. ncmlv iwa ieel abovc lhc llood mPc oimelrc fccr which ;lored ualer 
dmqer. IO propenies dong lhc river. 

22 I407EST 0 0 0 0 thil(O.751 
Dime sized hail was rcpcncd by a S k y a r n  Spcncr along Counr?. Rand 337. 

22 IOIOEST 0 4 1% 0 I i igh\find 
Son.lhunderslorni nindi bicw doun a imgc vcc atop il vehicle and injured four pasnnpcn. 

\lanutre 

22 1730EST 0 0 10K 0 LrbaniSml Slrcnni Fld 

Hcavy ninhl l  o w  lhrcc 10 four inches in less than l i re hours cnuwd locdized llooding on roadways bcwccn Bronson and Cedx 
Kcy. A few vchicler incurred walcr dunage lrom lhe lloodwaars 

22 2IIOEST 0 n 0 0 Hai l  (0.X) 
Dime sized hail \v8( reponcd by a Sk\u.m Sponer. 

22 2150EST 0.1 5 0 0 2OK 0 Tornndo fFO) 
A rhon-lived lomado louchcd down along U.S. Highway 301 ncy Counw Road 468 snd damaged amb i le  home. a few sheds. 
downed uccs and a lcw powcr liws bciarc it lilicd. 

22OOEST 

23 OOODEST 0 0 10K 0 
Thunderrlorm winds downed revcral power pulcr along County Road 33A in Ruhlccn. 

23 OO?OEST 0 0 0 
Nickel sized hail was obwrved in Polk CiIy dons Stale Road 3;. 

27 0910EST 

28 OS2JEsT 

18 O9JOEST 

28 0939EST 

28 IOOOESr 
IIWEST 

18 IWOEST 
IIOOEST 

0 0 0 

0 0 0 

0 0 0 

0 0 0 

0 0 1OK 

0 0 10K 

Thundcnlorm Wind 

Hail (0.88) 

\Valerspoul 

Hail (0.75) 

Hai l  (0.75) 

Hall (0.88) 

UrbsnlSnl Strcnm Fld 

Urb8nlSml Slrenm Fld 
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Year 2000 -Phase 111 - Finance 
YZK - Phase 111 - Rates and Regulatory 
Year 2000 -Phase 111 -Nuclear 
Year 2000 - Phase 111 -Customer Service 
Year 2000 -Phase 111 - Distribution 
Year 2000 - Phase ill -Power Generation 
Year 2000 -Phase 111 - EMT 
Year 2000 - Phase 111 - HR 
Year 2000 -Phase 111 - Sales & Marketing 
Year 2000 - Phase 111 -Power DeliverylPower Supply 
Year 2000 -Phase 111 - IM 
OSHA Recordables -Nuclear Clinics 
Nuclear Budget & ACCNal Process Review - .. 
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Fossil Plant injury Reporting Process 
Safe EL Secure Workforce Policy Audit 
PBX Security Audit 
OASIS -Standards of Conduct - PD 
Otimulsion Contract Administration 
Richmond Payroll Process Review 
EMT Agency Agreement Audit 
Conslgnment - Positive Confirmations 
Audits of Collection Aaencles 

01/07/1999 
01/08/1999 
01/11/1999 
01/14/1999 
01/14/1999 
01/14/1999 
01/15/1999 
0111 5/1999 
01/15/1999 
01/15/1999 
01/19/1999 
01/28/1999 
02/01/1999 
02/02/1999 
02/04/1999 
02/08/1999 
02/12/1999 
02/1 VI999 
02/12/1999 
02/22/1999 
03/03/1999 
03/05/1999 
02/26/1999 

Telecommuting Expo&es 03/15/1999 
Merit System - Application & Security Assessment 03/23/1999 
Security of Notes Mail Servers 03/29/1999 
CTI Server Audit' 03/31 / I  999 
ARAMARK Cafeteria Operations at Golden Bear 03/31/1999 
PTN Variable Work Schedule 03/31/1999 
Revlew of Contract Car Program 03/30/1899 
Segregation of Dutles -ARMS I CBA I METro 04/01/1999 
Dormant Materials Evaluation 0410611 999 
IM Telecommunications Special 04/15/1999 
PTN lnventoly Review 04/16/1999 
HR Credit Unlon Audlt 04/21/1999 
Segregation of Duties - ARMSlOn-Line JVIMETro-HR 04/21/1999 
Mainframe Program Change Control - Outsourced 04/23/1999 
MVS Change Control - Outsourced 04/23/1999 
CSAR - Follow-Up 04/21/1999 
FPLE-PGBU Y2K Phase I11 Audit 0413011 999 
Employee Benefits Bank Account Review 04/30/1999 
Segregation of Duties - ARMS/JV/LDS-METro 04/3Wl999 
Power Billing Accounts (Revenue Protection) 04/30/1999 
Segregation of Duties - ARMdJVRDS-METro 05/07/1999 
Segregation of Duties - AMRslJVILDS-METro 05/05/1999 
Franchise Designation Review 05/07/1999 
Security Over Forecasted Earnings 05/14/1999 
Segregation of Duties - ARMSlOn-line JV/METro - IM 05/14/1999 
Credit Policy for CommerciaUlndustriai Customers - FI 05/21/1999 
Review of Non-Utility Allocatlons (Affiliate Managemel 05/27/1999 
Segregation of Duties - ARMS/OnlineJV/METro - EMT 05/28/1999 
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9962 OPAL NT Workstation Security 06/01/1999 
9963 EmployeeNendor Conflict of Interest Review 06/01/1999 
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99-64 Fidelity Thrift Pian Audit 
9945 lniurv Reoortino Guidelines 

06/02/1999 
0610311 999 

9966 HR -konilict oylnterest Special 06/07/1999 
99-67 Segregation of Duties - ARMslOn-Line JVlMETro - Pow 06/07/1999 
99-68 
99-69 
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99-71 
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CS-- Conflict of Interest Special 06/03/1999 
MECA - Change Process 06/01/1999 
RACF Controls - Outsourced 0610811 999 
Payroll Audit 06/1 811 999 
Foundatlon -Special Audlt 06/21/1999 
Review of Payroll Process - Phone Center 06/18/1999 
Review of Payroll Process - Meter Reading 06/18/1999 
Risk Management Control Review 06/21/1999 
Critical Unix Sewer - NEPA 06/28/1999 
PG -Conflict of Interest Special 07/01/1999 
Conflict of interest - Fleet Services 07/06/1999 
Conflict of Interest - Urban Operations 07/06/1999 
Conflict of Interest - Safety; Training: Methods and De 07/06/1999 
Conflict of interest - Urban Operations 07/06/1999 
UKU Processing (L Bllling 07/08/1999 
Conflict of Interest Special -Sales 8 Mktng 07/09/1999 
Segregation of Duties-ARMSlOnline JVlMETro - Sales 07/12/1999 
Conflict of Interest Special - Power Generation Opns. 07/16/1999 
Conflict of Interest Special - Fleet Services 07/15/1999 
Conflict of Interest Special - Distribution Support Serv 07/22/1999 
Conflict of Interest Special - Customer Systems 07/22/1999 
Conflict of Interest Speclal - Safety, Training, Methods 07/22/1999 
Conflict of interest Special - Revenue Recovery 07/22/1999 
Review of Overtime - Meter Reading 07/26/1999 
Inventory Services / Fleet Parts Request Process 07/27/1999 
Conflict of Interest Special - Suburban Operations 07/28/1999 
Conflict of Interest Special Audit - Suburban Operatioi 07/28/1999 
Conflict of Interest Special - Suburban Operations 07/28/1999 
REMACS Replacement Controls Review 07/29/1999 
EDM Bill Payment Process Review 07/30/1999 
Telecommunication Business Unit 07/30/1999 

99100 Conflict of interest Special - Power Systems 08/02/1999 
99101 Paid File WestCorp Sewer Review 08/04/1999 
99102 PPC FoIIow-UP 
99104 FPL Utility Charges to FPLE 
99105 FPLPAC Audlt 
99106 Y2K - Phase N -Customer Service 
99107 Y2K - Phase N - EMT 
99108 Y2K - Phase N -Sales (L Marketing 
99109 Y2K - Phase N - lM 
99110 Y2K - Phase N -Nuclear 
99111 YZK - Phase N - FPLE / PGBU 
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99115 Y2K - Phase N - Dlstrlbutlon 

08/05/1999 
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08/24/1999 
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08/24/1999 
08/24/1999 
08/24/1999 
08/24/1999 
08/24/1999 
08/24/1999 
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~~ 

99124 DME Special 1011 111999 

99128 Safe (L Secure Workplace Policy . 11/22/1999 
99129 ACL Duplicate Payment 11/30/1999 
99130 SBM Transition Process 09/28/1999 
99131 Sales EL Marketing Transition Issues Summary No. 2 1012911999 
99132 ARMS / CARMS Conversion Review 12/01/1999 
99133 Critical Server Review - ED1 (Finance) 12/02/1999 
99134 HR Commission Payments Review Special 12/07/1999 
99135 RACF Controls Follow-Up 12/10/1999 
99136 American Express Reimbursements 1 2/l  011 999 
99137 Treasury WorksWon Audit 12/10/1999 
99139 License Tracking Process Review 0713011999 
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Streetlight Billing 01/03/2000 
Review of 1999 Accruals 01/05/2000 
Review of Corporate Procurement Cost Savings Rep0 01/11/2000 

CMS Sewer Audit 01/31/2000 
Sales & Marketing Transition Issues Summary No.3 01/31/2000 
Nuclear Fuel Procurement Contract & Bid Process Re! 02/10/2000 

Safe & Secure Wokplace - Kohler Construction 02/14/2000 
Ft. Myers Repowering Procurement Review 02/17/2000 
East Broward Collections Office Special 02/17/2000 
Supply Chain Project Governance 02/17/2000 
Merit System -Security Review 02/25/2000 
Sewlce Unavallability 02/28/2000 
Pompano Service Center - Cash Controls Audit 03/03/2000 
Officer Expenses 03/03/2000 
Review of Dlstribution Receivables 03/10/2000 
Nuclear Dormant Materials Special 0311 0/2000 
ED1 Application Security Audit - Finance 03/17/2000 
Putnam Plant Audit 03/21/2000 
EMT Risk Management Review Foliow-Up 03/22/2000 
Review of ClLC Credits 0312212000 
Nuclear Access Authorlzatlon and Fitness for Duty Pic 03/31/2000 
South Dade Mitigation Bank Audit 03/31/2000 
Facilities Maintenance Outsourcing Process Review 03/31/2000 
Duct Bank Procurement Review 04/23/2000 
Nucleus Application Controls - Security Configuration 04/23/2000 
PTN License Renewal Process 05/05/2000 
ISCMS Project Review 05/05/2000 
Cable Rehabllitation - Contract Administration 05/10/2000 
PGD Fuel Resources Group Transltion to EMTlPMl Au. 05/16/2000 
Distribution - FPL - Contract Administration 05/17/2000 
Executive Compensation Audit 05/19/2000 
FPL FPSC Revenue Refund Review 05/19/2000 

Power Systems Dormant Material Review 05/23/2000 
OPAL Controls Review 05/25/2000 
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EMT -Contract Administration Audit 06/01/2000 
IM -Hardware (L Software Acqukltion Process REview 06/06/2000 

Review of ITC Deltacom Revenue Repolting Process 06/06/2000 
HR D l m t  Project Review 06/09/2000 
POD - Fuel Terminal (L Pipeline Transition Audit 06/16/2000 
PGD -Turkey Point Plant Administration Audit 06/01/2000 
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EDM Reconciliations Review 06123/2000 
IMMR - ISCMS Project - SAP Production UNIX Servers 06/30/2000 
EMTffPLE PMI Credit Procedures Audit 07/18/2000 
HR Corporate Sewices - CRS Investment Recovery 07/19/2000 

Pronet Speclal 01/12/2000 

Trading Procedures Audit 0u11/2000 

St. Lucie Participation Agreement 05/22/2000 

Disaster Recovery Plan - Distributed Systems osm8nooo 
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Page: I Document Name: untitled 
~~ - 

CALL OVERVIEW 

Customer/Call Information 

Call DatelTime: 1920:O @uRoo* 
Name: PATRICK OWUS 
Address: 5US8TARRM&OUDR 
city: WESTPALWBeACH 
ZipCode: 33415 
Phone Numb= ( S S l w  
Account Number: Z@lg7=120l6 
PPID 726663 
ITR: 21:W.W 06/24/2002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 

Date: 48/03 Time: 958:32 AM 

3-' 
5 



Page: 1 Document Name: untltled 

VIEW 2 0  BROWSE - GOWTCMS2TKT REC 3952307 PG 0000001.255 LOCK 00 COL 001 132 
COMMAND e==> 

Customer remarks 

loud bang and then no power 

Device Stack 

Meter: 5C90048 
TLN: 6-76185120-0 
LLN 6-7618-71376 
OCR: 
Feeder: 6-7718-9820-F 

Customer Representative 

I D  
Name: 

Customer/Call Information 

Call Datemme: 191900 06/24/2002 
_- ;hame: AwyoEJ€sus 

- 

Date: 48/03 Time: 95836 AM 



Page: I Document Name: untitled - - 

VIEW 2.0 BROWSE 7 OOTCMS2TKT 

Address: msl WRDY uy 
city: WESTPALMBEACH 
ripcode; 33415 
Phone Numben (S61)37109oO 
Account Number: 1641341469 
PPID: ?26830 
ITR 
Last Callback 

REC 3952332 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

COMMAND ===> 3 

Customer Trouble Reported 

No Current 
Loud Bang 

Customer remarks 

transformer blew 

Device Stack 

Meter. 5C57493 
TLN: 6-761&5620-0 
LLN: 6-7618-7137-0 
OCR: 
Feeder. 6-771 8-9820-0-F 

~ 

Date: 48/03 Time: 95841 AM 
c .  



CustomerlCall Information 

Call DatefT" 19:22: 
Name: 
Address: 8871 WRDY Uy 
City: WElttPAfYlbeACH 
ZiiCode: a 1 5  
Phons Number: (SSl)eS?lc766S 
Account Number: lOl17-19M8 
PPID: 72mM 
ITR: 21:05:W 06/24/2002 (N) 
Last Calfback: 

Customer Trouble Reported 

No Current 
- - - _ _ _ - - - _ _ _ _ - - -  

Date: 48103 Time: 9:58:46 AM 
.- 

I--  ~ 

L- 
2 



- - . _ _ _ _ _ -  Page: I Document Name: untluea ~ ~ - . - . - - ~ _ _ - - ~ ~ - -  

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===5 PAGE 

REC 3952382 PO 0000001.255 LOCK 00 COL OOq 132 

Customer remarks 

No remarks. 

Device Stack 

Meter. 5C19419 
TLN: 6-7618-512PO 
LLN: 6761 8-71 37-0 
OCR: 
Feeder. 6-771 8-9820-04 

- 

Customer Representative 

I D  
Name: 

Date: 418/03 lime: 9:58:50 AM 
" -  .. 
2- 
., 

I) 
0 z 
n 
6 
z" 



Page: 1 Document Name: untitled - _ _ _ _ -  ~ 

REG 3952407 PO 0000001.255 LOCK 00 COL 004 132 rSZTKT SCROLL ===> PAGE 
VIEW 2.0 BROWSE - 
COMMAND ==e> 
Address: -1 TARRAGON RD 
City: WEST P A U  BEACH 
ZipCode: 33418 
Phone Number. (Sl)?Seerm 
Account Number: 90907383113 
PPID 7#11190 
ITR 22A5:OO 06/24/2002 (N) 
Last Callback: 

Customer Trouble Reported 

No Current 
Customer checked breaker 
Loud Bang 

Customer remarks 

p m  went off around 5 min agol neighbors are wlout pwrl trsnfr blew at loc 

Device Stack 

Metec 5C28860 
TLN: 6-7618-6535-0 
LUJ: 6761 8-71 37-0 
OCR 

Date: 4/8/03 The: 958:55 AM 
--7 



-~ Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===a SCROLL ===> PAGE 
Feeder: 6-7718-9820-0-F 

__ - - _ _ - - _ _ _ _ -  - ~ -  - ~ ~ -  __ 

REC 3952432 PG 0000001.255 LOCK 00 COL 007 132 

Customer Representative 

ID: 
Name: 

Customer/Call Information 

Call Datdlirne: 19122: 002 
Name: PMlELA 
Address: S842 8 BOND DR 
City: W P A L M B U G H  
ZipCode: -15 
Phone Number: (SS1)sosoosS 
Account Numb-. ToottSz244 
PPID: 7296411. 
ITR: 22.1500 08124/2002 (N) 
Last Callback 

Customer Trouble Reported 

Date: 4/8/03 lime: 959~00 AM 



VIEW 2.0 BROWSE - 
COMMAND ===> mMs2- 
Name: PAUL W MERUING 
Address: 5Wn TARRAWN DR 
C W  PUYBEACH 
ZipCode: 33415 
Phone Number. (S61)4Js4sSs 
Account Number. m - 1 8 0 8 4  
PPID: 728870 
ITR: 
Last Callback: 

REC 3952482 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

Customer Trouble Reported 

No Current 

Customer rematlcs 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Metee 5685424 
TLN: 6-761846260 
LLN: 67618-7137-0 
OCR. 
Feeder: 8-7718-9820-0-F 

0 

ii ~ 

m 

Date: a8103 Time: 9:5910 AM 



Page: I Document Name: untitled 
. -  - _ _ _ _ _ _ _ _ _ _ _ - _ _ - _ _ _ - - -  

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===> SCROLL =e=> PAGE 

REC 3952507 PO 0000001.255 LOCK 00 COL 001 132 

Customer Representative 

ID: 
Name: 

CALL OVERVIEW 

Customer/Call Informatlon 

Call Datdllme: 1 S m  

Address: 2066KUDuRD 
City: WeFTPAUllBEACH 
zipcode: 33415 
Phone Number: (Si;er)sSs3321 
Account Numbw. -7303 
PPID 72Sm2 
ITR: 21:45:00 06/24/2002 (N) 
Last Callback: 

Name: OIlllElWJ 3iBZi.2: 

Customer Trouble Reported 

No Current 
__ ~ - __ - ~ -- ~ - __ - 

Date: 418103 Time: 95914 AM 

J- 
LV 



Page: I Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 

_ _ _ _  - - - - _ _ _ _ _ - _ _ -  ~ - _ _ _  -___  -- - 
REC 3952532 PG 0000001.255 LOCK 00 COL 001 132 

~ 

COMMAND ===> 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Meter: 5056762 
TLN 6-7618-6535-0 
LLN: 6-761 8-71 37-0 
OCR 
Feeder: 6-771 8-98200-F 

- 

Customer Representative 

SCROLL ==IS PAGE 

. Call Datemme: 19:2900 06124l2002 
1 Name: LWwFuTr 

_ _ _ -  - __--__p__------- 

Date: 4/8/03 Time: 95918 AM 

- L 



Page: 1 Document Name: untitled _ _ _ ~  ~ 

VIEW 2.0 BROWSE - TCMSZTKT 

Address: 2131 E ND OR 
COMMAND I==> 

City! mEsTPAul BEACH 
ZipCode: 3341 5 
Phone Number: (S61)9657643 
Account Number: 91343-18048 
PPID 72l611 
ITR: 22:3000 06/24/2002 (N) 
Last Callback 

REC 3952557 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===a PAGE 

Customer Trouble Reported 

No Current 

Customer remarks 

NEIGHBORS ALSO OUT OF SERVICE 

Device Stack 

Meter: 5C44058 
TLN: 6-7618-49294 
LLN! 6-761 8-71 37-0 
OCR 
Feeder: 6-771 8-9820-0-F 

Date: 418103 Time: 95923 AM 



Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMS2TKl 
COMMAND ===> SCROLL ===> PAGE 
Customer Representative 

I D  
Name: 

REC 3952582 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCaII Information 

Call D a t a m e :  19:3 
Name: JJ 
Address: Z(w1-RD 
city: WESTPALM BUICH 
Zipcode: =IS 
Phone Number: (S6l)S6U-SlPs 
Account Number: 30257-1401@ 
PPID -14 
ITR 21:45:00 06/24/2002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 

Date: 418103 Tlms: 9:59:27 AM 
/.-.:..; 

S Z  6- 



Page: I Document Name: untitled - __ - - __- 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND e==> SCROLL ===a PAGE 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

REG 3952607 PG 0000001.255 LOCK 00 COL Do1 132 

Device Stack 

Meter: 5678657 
TLN: 6-7618-6037-0 
UN- &7618-7137-0 
OCR: 
Feeder: 6-7718-9820-0-F 

Customer Representative 

ID: 
Name: 

CustomerlCall Information 

Call Datemime: 1938: 

Address: 2062WEBoiyDMI 
Name: 4" sr 

0 z 
.II 
i 
O 
m z 

i 
Date: 4111103 Time: 9;5932 AM 
&=-/ rr3 

& J=s 



Page: 1 Document Name: untitled ._ __ 

REC 3952632 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL =e=> PACE 

VIEW 2.0 BROWSE 
COMMAND ===> 
CHY: WeSTPALNl BEACH 
Zip Code: 33415 
Phone Number. (S61)S67-1835 
Account N u m b  954086S138 
PPID 721660 
ITR: 22-00 0612412002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

Device Stack 

Meter: 5-1736 
TLN: &761&54354 
LLN: 6-761 8-71 37-0 
OCR 
Feeder. 6-771&982W-F 

. 

Date: 418103 Time: 9:59:37 AM 
m _>.- e3 -’ J;  

n _ _  
0 z 



Page: 1 Document Name: untitled __ _. 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===a SCROLL ===> PAGE 

Customer Representative 

I D  
Name: 

REC 3952657 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCalI Information 

Call Dateffime: 1940: 
Name: 
Address: 2151 TAURA@ON RD 
City: W88TPALyBEACH 
ZipCode: sa415 
Phone Numben (SSiylvcawss 
Account Number: lL983899019 
PPID 728882 
ITR e 4 5 0 0  06/24/2002 (N) 
Last Callback: 

Customer Trouble Reported 

No Current 

Date: 4/8/03 Time: 95941 AM 
~ L-7 6-== e Ps 

c) 
0 
2 
W 
ii 
2 

.. 



~ 

Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOWTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

Customer remarks 

~ 

REC 3952682 PO 0000001.255 LOCK 00 COL 001 132 

NEIGHBORS ALSO OUT OF SERVICE 

Device Stack 

Meter: 5C33918 
TLN: 6-7618-6528-0 
LLN: 6-761 871 37-0 
OCR: 
Feeder: 6-;nl&982o-M 

Customer Representative 

I D  
Name: 

CustomerlCall Information 

Call Oateltime: 79: 42002 
Name: 
Addtess: 2107e%onom 

Date: 48/03 Tlme: 9:5945 AM 
~ 

/-7 a r. 

i 
0 
n z 

i 



~. ~- ~ ~~~ ~__- Page: 1 Document Name: untiiled 
~~ 

VIEW 2.0 BROWSE 
COMMAND ==I> 
City: 

Phone Numbw: (SS1)9685761 
Account Number: Ol27418(Ho 
PPID 721848 
ITR; 21:45:00 06/24/2002 (N) 
Last Callback: 

ZipCode: 33495 

Customer Trouble Reported 

No Current 

Customer remarks 

REC 3952707 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Meter: 5C62585 
TLN: 67618-54350 
LLN: 6-7618-7137-0 
OCR: 
Feeder: 6-7718-9820-0-F 

Customer Representative 
- - 

Date: 018103 lime: 959:50 AM 



Paqe: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

REC 3952732 PG 0000001 -255 LOCK 00 COL 001 132 

ID: 
Name: 

Custom&/cail Information 

Call Datemi" 1948: 1242002 

ntidms: 2074 W Sow OR 
city: nesTPAulBE&CH 
ZlpCode: 33415 
Phone Number: (56l)jurQaaJ 
Account Numb= Ol604420(IB 
PPI& niE159 
ITR: 21:05:W 06124/2002 (N) 
Last Callback 

Name: ElJzAB a 6R4DY 

Customer Trouble Reported 

No Current 

Customer remarks 

Date: 48/03 Tlme: 95955 AM 
- / c 3  ,--- 

q ' i. 



- .  __ - - Page: 1 Document Name: untitled - 

VIEW 2 0  BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

REC 3952757 PG 0000001.255 LOCK 00 COL 001 132 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Meter: 5646440 
TLN: 8-7618-5435-0 
LLW: 6-761 8-7137-0 
OCR: 
Feeder: 6-7718-98200-F 

Customer Representative 

I D  
Name: 

CustomerEall Information 

Call Datemime: 1954: 
Name: "RACY J 
Address: SSO3TARRABOCIDR 
cyr: WESTPAtmsEAcw 

Date: 48/03 Time: 9 5 9 5 9  AM -- 



Page: I Document Name: untitled - 

VIEW 2.0 
COMMAND ===> 

ZipCode: 3341 
Phone Number: (581)964-1594 
Account Numbw 6SlO506089 
PPlk 126881 
ITR: 21*A5:00 06/24/2002 (N) 
Last  Callback 

REC 3952782 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

Customer Trouble Reported 

No Current 

Customer remarks 

No remarks. 

Device Stack 

Meter: 5C90045 
T I M  6-76184626-0 
L W .  6761 8-71 37-0 
OCR 
Feeder: 6-7718-9820-0-F 

Customer Representative 

Date: 48/03 lime: 1 O : W O 4  AM 



-. 
Page: I Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===-> PAGE 
ID: 
Name: 

- 

REC 3952807 PG 0000001.255 LOCK 00 COL 001 132 

Customer/Call Information 

Call Datemane: 19:- 
Name: WOODY 
Address: MI6 KUDZA RD 
City: W e z c T P ~ s O I c H  
ZipCode: 3341s 
Phone Numbet: (561)W7-3628 
Account Number: -7-l?K)BB 

PPID: M6&96 
IT& 23:0&00 0612412002 (N) 
Last Callback 

Customer Trouble Reported 
__ 

No Current 
Customer checked breaker 

Customer remarks 
- 

Date: - 418103 Time: 1000:08 AM 



- 
Page: 1 Document Name: untitled 

. - _ _  - 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===> SCROLL ==a> PAGE 

No remarks. 

REC 3952832 PG 000000f.255 LOCK 00 COL 001 132 

Devke Stack 

Meter: 5C38969 
T U :  6-761&6530-0 
LLN: 6-7W8-7137-0 
OCR: 
Feeder. 6-771 8-9820-0-F 

Customer Representative 

Call Datemime: 1956: 
Name: FEUPE 
Address: 2121 E Bo1yD DR 
City: WE= PALM BeAW 

Date: 4/8/03 Time: 10:00:13 AM 
6.- .- 

e =z.. 



- Page: 1 Document Name: untitled - 

VIEW 2.0 BROWSE - 000TCMS2TKT @ COMMAND ===> 

Phone Number: ~ 1 ) S S S e S S S  
Account Number: 19112385114 
PPID 721649 
ITR 21:45:00 06/24/2002 (N) 
Last Callback: 

ZipCode: 334 

REC 3952857 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===* PAGE 

Customer Trouble Reported 

No Current 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Meter. 5C62373 
TLN: 6-7618-5435-0 
UN: 6-761 8-71 37-0 
OCR: 
Feeder: 6-771 8-982043-F 

Customer Representative 

Date: 4/8/03 Time: 1000:18 AM 



Page: - - 1 Document Name: untitled __ 

VIEW 2.0 BROWSE - GOOOTCMSZTZCT 
COMMAND ===> SCROLL ===> PAGE 
ID: 
Name: 

REC 3952882 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCall Information 

Call DatefTlme: 1957: & m o o 2  
Name: W P E  
Address: 2121 E BOND DR 
City: WEST PALM BEACH 
ZipCode: -1s 
Phone Number: (S61)968?#39 
Account Number: 1982365114 
PPID: 721619 
ITR: 21:45:W 06/24/2002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 

Customer remarks 

Date: 48/03 Time: 100022 AM 
- -. 
7 -  a e  



Page: I Document Name: untitled - - 

RETR RETRIEVAL INPUT PREMJSUADDRESS 05/13/03 10:55:34 
RETR ENTRY 3523716370 GWA 

N!&) TYPSTAT SEL SERVl ADDRESS DlST CUSTOMER 
4S2OFLkoLeR~ATESWW 
432SFLAQLBRESTAT'ESBLM f2REVPAULABISS -ACT 
4320 FLA6I.a ESTATES eLvD II OL 

PAGE 1 O F  1 

12 -LYUIUIIWOTOWJUAm 
@ 

I 2  ROBERT L WASHINS" J OL ACT 

NEXT TYPE FIND 
TOP OF LIST 
02-TOP LIST 

GWA 

NEWS 
FACT 

w Datc: SM3/05 Time: 10:55:41 AM 

I 
- 2-1 jp 
2 - 1  



~ ~~ - Page: 1 bocument Name: untitled . _ _ -  

CHARS '498-06/19, FOUND VIEW 2.0 BROWSE - (-.OOC)TCMS2TKT ---_____-______-__________________^_____------------------------------------ 

COMIqW) ===> SCROLL ===> PAGE 
Daytona - DYD 
SEARCH: 498-06/19/2002 
TcMS/2 TICKET OVERVIEW created at 18:Ol:OO on 09/28/2002 

Ticket Creation Information 

Ticket number: 498 
Ticket Date & Time: 11:37:52 06/19/2002 
Ticket Type: SNC 
Ticket Key: 207587081 
Interruption Type: Secondary 
priority : I 

_________________-__-_-- - - -  

Ticket Referred Time: 13:32:34 06/19/2002 
Threat Code: . 

Interruption Infonaation 

Location: 4320 FLAGLER ESTATES BLV 
Trouble Coordinate: 3-5237-1637 
Customers Affected: 1 

Trouble Reported Sununary 

Cable Cut - 1 
No Current - 1 

0 _ - - - - L - _ _ _ _ _ _ _ _ _ - - - _ - - - -  

-------___________-_---- 

Date: 4/7/03 Time: 2 : 4 9 : 0 0  PM VL 



D a t e :  4/7/03 Time: 2:49:21 PM 



Page: 1 Document Name: untitled 
- _ _ _ -  

RETR RETRIEVAL INPUT 

SEL SERV @ ADDRESS 

' RETR ENTRY 8756216700 

I840 N€ 11m RD 
l o M ) N E 1 l ~ w )  
l s 5 6 N E l l ~ R D  

1- NE 118TH RD 
1~m11mRDJ 

NEXT TYPE FIND 
TOP OF LIST 
02-TOP LIST 

7- i '  
PREMlSffADDRESS 05113103 10:53:57 

PAGE 1 O F  1 '@ 
DlST CUSTOMER AME 

86 WCYOTFJELKE 
~MJ(IE~PBIUR~~WO 
86 DAVIDSTONE 
88 uIlsRU%K) 
88 F-0 ROSS1 SR EUA@ 

c 
eLE ACT 

GWA 

NEWS 
FACT 

Date: 5IlW03 Time: 10:54:07 AM 



CALL OTIERVIEN 

Customer/Call Informatio 

Call Date/Time: 
N a m e  : LUIS RUB10 
Address: 1955 NE 118TH RD 
City: mTn WIAMI 
Zipcode: 33181 
Phone Number: (305)  893-5251 
Account Number: 99161-76226 
W I D :  

Last ITR: Callback: d& 1 / 04 12 002 

Customer Trouble Reported 

No Current 

_ _ _ _ _ _ _ _ _ - - _ _ _ _ _ _ - _ _ _ _ _ _  

18:l :00 11/04/2002 (N) 

_______________--___-- - - -  

Customer remarks- - 

W~IGHBORS ALSO OUT OF SERVICE -- \ --- - -___ - -___-__  
\ 

---. -~ - 
.. 

tD 
0 

- -- _ .  i- - -  

D a t e :  4/7/03 Time: 2:42:45 PM 

f4 



Page: 1 Document __ Name: untitled - __ - 

Device Stack 

Meter: 5C89291 
_____-____- -  
TLN: 8-7562-1670-0 
LLN: 8-7562-0582-0 
OCR: 
Feeder: 8-7462-3241-1-F 

Customer Representative 

ID: 
Name : 

Name : 
Address: 
City: 
2 ipCode : 
Phone Number: 
Account Number: 

Call Date/Time: 

1955 NE 118Ta RD 
NORTH Wuua 
33181 
(305) 893-5251 
99161-76226 

Date:  4/7/03 Time: 2:42:52 PM f% 



Device Stack 
eD 
0 

- .. - . ~~ - - .  -- - . 

Date: 4/7/03 Time: 2:43:01 PM 



I) 
0 z n 
ii m z 

-- 

Date: 4/7/03 Time: 2:43:05 PM 



Page: 1 Doccmbnt Name: untitled 

RETR R€rRIEVAL INPUT PREMISEIADDRESS 05/13/03 11:0940 

- 

TYP STAT 
OWA @ . RETRENTRY6576 8660 

PAGE I O F  I 
DiST CUSTOMER NAM 

46 KOLTER SIGNATURE HOME Us ACT 
416 KOLTER SI@NATURE HOYE W ACT 

SEL SERVICE ! b D E s s  
8 3 S l N W ~ G E N T t W D R # C M S T  
8#4Nwc(H#eftcacawnrewt 

mssneowm”ureLEiA(Tt 
L I M N G  46 eLB PAC 

1 U S 8 l $ ~ E R C L ! ~ O R # P G A L I G W H N Q  46 p8A8oLF- -PAC 
bRceEI~#PGAoovBEw 43 P@AooU:DLvELoPMENTRFMACT 

lDENTffl 

NEXT TYPE FIND 
TOP OF LIST 
02-TOP LiST 

GWA 

NEWS 
FACT 

3 Date: SI13103 Time: 11:Ggr4S AM 
4 



I -_ - Page: 1 Document Name: untitled __--. - .. - . ~ 

VIEW 2.0 BROWSE - GOOOTCMS2TKT ____________-__-------------------------------------- REC 3412134 PG 0000001.255 LOCK 90 COL 001 132 
COMMAND ===> SCROLL ===> PAGE 
Restore Time 14:45:00 06/14/2002 by MDTSEXNER at 15:00:13 06/14/2002 
Support Code by MIXSERVER at 15:00:13 06/14/2002 
TLM Error Unchecked by MDTSERVER at 15:00:13 06/14/2002 
Completed By RAV at 15:01:19 06/14/2002 
Completed With Truck 1344 by RAVOFKL at 15:01:19 06/14/2002 
Number O f  Affected Customers 1 by DDAOFXT at 11:24:07 06/16/2002 

CALL OVERVIEW 

Call Date/Time: 10:46:48 06 9 412002 

Customer/Call Information 

Name : FGA GOLF D"0" XNC 
Address : 8565 NW OMRC CNTR DR 
City: PORT S A X "  LUCIE 
2 ipCode : 34986 
Phone N u m b e r :  (561) 468-7686 

--------_---__--_-_---_-- 

.. ~- .. - .- __ 

Date: 4/7/03 Time: 3:31:32 PM 3 
Ib 



_-  - - 
Page: I Document Name: 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===a SCROLL =e=> PAGE 

REC 3532353 PO 0000001.255 LOCK 00 COL 001 132 

CALL OVERVIEW 

P CustomerlCall lnformatio 

Call DatelTime: 03:29:31 0 108M002 
Name: D R n l h u s A T E R  
Address: 6 5 o l o u I ~ c c T  
city: JUPrteR 
Zipcode: 33458 
Phone Number: (5Sl)srwrse4 
Account Number. -2-5 
PPID 3478170 
ITR: 06:30:00 06/08/2002 (N) 
Last Callback: 08A8S4 06/06/2002 

Customer Trouble Reported 

No Current 

n 

Customer remarks 

No remarks. 
- _ _ _ _ ~  ... . 

Date: 7/18/03 Time: 1:31:39 PM 

a 
r 



.__ - - - . ____ Page: 1 Document Name: 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===r SCROLL ===> PAGE 

- -  

REG 3532378 PO 0000001 255 LOCK 00 CQL 001 132 

Device Stack 

Meter: 5C75959 
TLN 6-77405343-0 
LLX: 6-77404943-0 
OCR: 
Feeder: 6-773946150-F 

Customer Representative 

I D  
Name: 

Q CwtomerlCalt lnformatio 

Call Date/Timei 03:33:31 0812002 
Name: EDWARD DEMlRGlAN 
Address: 5372 SHIRLEY DR 
City: JUPmR 

Phone Number: (SS1)74?-92ZS 
Zipcode: 3- 

~ ____ - 

Date: 711W03 Time: 1:31:45 PM 

-h < 



~.~ 
Page: 1 Document Name: 

WEW 2.0 
COMMAND ===> SCROLL ===> PAGE 

Account Number. 
PPID 704119 
ITR: 0&30:00 06/08/2002 (N) 
test Callback: 

REC 3532403 PG 0000001.255 LOCK 00 COL 001 132 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

Devlce Stack 

Meter: 5-2788 
TLN: 6-77405443-0 
UN 6-7740-19434 
OCR: 
Feeder: 6-77394815.0-F 

Customer Representative 

I D  

Date: 7/18/03 Time: 1:31:52 PM 
-J 
w 



VIEW 2 0  BROWSE - GOOOTCMSZTKT 
COMMAND e==> SCROLL ===> PAGE 
Name: 

REC 3532428 PG 0000001.255 LOCK 00 COL 004 132 

CurtomerlCall Information 

Call DatelTime: 03:35:22 Q OW2002 
Name: RICHARDABONNEAU 
Add== 5mloLDMYsl" 
city: Jupnrw 
ZipCode: 39458 
Phone Number: @61)747=88%8 
Account Number: 8321043399 
PPID 3307494 
ITR: 06:OO:W 06/08/2002 
Last Callback 

Customer Trouble Reported 

No Current 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 
- _____- - - 

Dat6: 7110l03 Time: 1:32dO PM 

-3 
-0 



__ Page: I Document Name: 

VIEW 2.0 BROWSE - 0000TCMS2"KT 
COMMAND ===> SCROLL ===> PAGE 

REC 3532453 PG 0000001.255 LOCK 00 COL 001 132 

Device Stack 

Meter: 5-5955 
TLN: 6-7740-4043-0 
LLN: 6-77404943-0 
OCR: 
Feeder: 6-77394615-O-F 

Customer Representative 

ID: 
Name: 

CustomerlCaII Information 

Call Date/The: 03:31:26 P 08M002 
Name: c)uuILEs UNDERGOIT 
Address: 5378 PENNOCK POINT RD 
city: JUPRER 
ZipCode: ;w458 
Phone Number: (561)747-0962 

- - .... 

Date: 7l18103 Time: 1:32:06 PM 

-Q 
7- 
0 



- _ _  _. 
Page: 1 Document Name: - - -. 

VIEW 2.0 BROWSE - G 
COMMAND e==> 

Account Number. 3 
PPID 31Iw726 
ITR 06:30:00 06/08/2002 (N) 
Last Callback: 

REG 3532478 PG 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

Device Stack 

Meter: 5-3725 
TLN: 6-77405251-0 
LLN: 6-7740-19520 
OCR 
Feeder: 6-773946154-F 

Customer Representative 

ID: 

Date: 7/18/03 Time: 1:32:13 PM 

ii 
m x 

i . .- 



- Page: I Document Name: _- 
~ 

~. 

VIEW 2 0  BROWSE - 0000TCMS2TZTT 
COMMAND ==I> SCROLL ===> PAGE 

Name: 

REC 3532503 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCall Information 

Call Oatemme: 03360 @ 108/2002 
Name: WWSTSHWAYRI 
Address: ~ O W ~ C C T  
city: JuplTaR 
=$Code: 33458 
Phone Number: (S61)S75-?'241 
Account Numben 48441- 
PPI0 360736s 
ITR: 06:3&00 06!08/2002 (N) 
Last Callback: 

Customer Trouble Reported 

No Current 

Customer remarks 

NEIGHBORS ALSO OUT OF SERVICE 

Date: 7/18/03 Time: 1:32:18 PM 



Page: 1 Document Name: - - 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===r PAGE 

REC 3532528 PO 0000001.255 LOCK 00 COL 001 132 

Device Stack 

Meter: 5C88824 

LLN: 6-7740-2033-0 
OCR: 
Feeder: 6-77394615O-F 

TLN 6-7740-37334 

Customer Representative 

CustomerlCaIl lnformatio 

Call DateKime: 03:3632 Q 0812002 
Name: JAMES A D U " 0 W  
Address: 5403 PENNOCK POINT RD 
city: JUPITER 
Zipcode: 33rliw 
Phone Number. (8%1)7464269 

Date: 711 WO3 Time: 13224 PM 
-b 
3 



- Page: - I Document Name: ~ - __ 

VIEW 2 0  BROWSE - GOOOTCMS2TKT 
COMMAND ===a 

Account Number. 23 
PPID: 104420 
ITR 06:30:00 06/08/2002 (N) 
Last Callback 

REC 3532553 PO OOOOO01.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

A 2 3  

Customer Trouble Reported 

Customer remarks 

NEIGHBORS ALSO OUT OF SERVlCE 

Device  Stack 

Meter: 5676355 
TLN: 0-7740-6363-0 
LLN: 6-7740-lB55.0 
OCR 
Feeder. Sn3946150-F 

2 
Customer Representative n 

6 
m 
2 ID: 

Name: 
__ - - 

Date: 7118103 Time: 1:32:32 PM 
% 

c - 



Page: 1 Document Name: 

VIEW 2 0  BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

REC 3532578 PO 0000001.255 LOCK 00 COL 001 132 

CustomerKall Information 

Call Datemme: 0336: E) 06/08/2002 
Name: R8LEIlZlNOfRJR 
Address: 547s SHIRLEY DR 
city: Jl"t 
ZipCode: 33451) 
Phone Number: (561)575-9318 
Account Numb- 
PPID ?0412S 
ITR: 06:30:00 06/0812002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

Date: 7/16/03 Tlme: 1 :3238 PM 

-8 



__ . ___ Page: 1 Document Name: 

VIEW 2 0  BROWSE - GOOOTCMS2TKT 
COMMAND ===> SCROLL ===> PAGE 

REC 3532603 PG 0000001 2 5 5  LOCK 00 COL 001 132 

Device Stack 

Metee 5C40346 
- 
TLN: 6-774042514 
LLN: 6-7740-1952-0 
OCR 
Feeder: 6-7739461 5 o F  

Customer Representative 

I D  
Name: 

CustomedCall Informs 

Call Datemime: 03:37:32 06/08/2002 
Name: ROBERTBIIM1CIIN 
Address: 9395 PEWNOCK POINT RD 
City: JUPITER 
Zipcode: 35458 
Phone Number: (561)743-7413 

- _- 

Date: 7/18/03 Time: 1 3 2 4  PM 

'a z 
a 



Page: 1 Document Name: 

VIEW 2 0  BROWSE - GOOOTCMSZTKT REC 3532703 PG 0000001.255 LOCK 00 COL 001 132 
3pCOMMAND ===> SCROLL ===> PAGE 
I PID: 3118728 

ITR: OJ:30:00 06/08/2002 (N) 
Last callback 

Customer Trouble Reported 

No Current 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Meter: 5-3725 
TLN: 6-7740-52514 
LLN: 6-7740-IS524 
OCR 
Feeder: 6-77394615-O-F n -- 

0 
Customer Representative 

ID: 
Name: 

Date: 711 8103 Time: 1:33:00 PM 



___ - __ ~- __ _ _  Page: I Document Name: 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

. . TLM Error . . Engr . . UPR . . Claims . . CFR 

REC 3026567 PG 0000001.255 LOCK 00 COL 001 132 

CALL OVERVIEW 

Customer/Call lnformatlon 

Call Datellime: 16:51:46 06/15/2002 
Name: BARBARASMITHMARTIW 
Address: 1194oASmRDLM 
city: FaRTLAUDEIRDALE 
ZipCode: s332s 

@ 

Phone Number: ces;r)42eeso4 
Account Number: 86S71-46 
PPID 3418164 
ITR 
Last Callback 

Customer Trouble Reported 

Wire Down on Ground 
No L o s s  of Service 
See Remarks 

Date: 7118103 Time: 1:29S4 PM 

P 



_. - ... - - Pase: 1 Document Name: 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMNlAND ===> SCROLL ===> PAGE 

REC 3026592 PG 0000001.255 LOCK 00 COL 001 132 

Customer remarks 

cust sz Win? down on 26th st & close to fleminga N-PROP Y-ACC N-PROP Y-ACC 

Device Stack 

Meter: 5686252 
TLN: 8457745844 
LLN: 8457740630 N 
OCR: 
Feeder: 8-6418-581 2-6-F 

Customer Representative 

I D  
Name: 

CustomerlCall Information 

Call Datemme: 17:01:21 06/1S/2OO2 
Name: 3 o p w r k n l ~ c o u n t y f h  

... _ _  - -- _- 

Date: 7118l03 Time: l:29:59 PM 
a 
Nl 



- - Page: 1 Document Name: - 

VIEW 2.0 BROWSE * G. 
COMMAND ===> 

Address: .nUlt) l  sw121d 
Clty: H e  
ZipCodh: 
Phone Number: (9S4)76S-SlOO 
Account Number. 
PPID 
ITR: 
L a s t  Callbacek: 

OTCMS2TKT REC 3026617 PG 0000001355 LOCK 00 COL 001 132 
SCROLL ===> PAGE 4) 

Customer Trouble Reported 

wire Down on Ground 
PRIORITY I 

Customer remarks 

wires down at intersectlon-tire dept on clte 

Device Stack 

Meter: 
TLN: 
LLN 
OCR 
Feeder: 

- .- 

Date: 7 l l W 0 3  Time: 1:30:03 PM 
a w 



Page: 1 Document Name: ._ 

VIEW 2 0  BROWSE - GOOOTCMS2TKT 
COMMAND ===> SCROLL ===> PAGE 

REC 3026642 PC 0000001.255 LOCK 00 COL 001 132 

Customer Representative 

ID: 
Name: 

CustomerlCall Inform on 

CaII Dateflime: 1650: Q 0 06l1512002 
Name: (XARADUZ 
Address: 12041sws2N0sr 
c m  DAWE 
ZlpCode: 33330 
Phone Number. (os(r)rwsse2 
Account Numb- 7 5 1 1 1 ~ 7 8  . 
PPID 7mzoE=a 
ITR: 19WWO 0611512002 (N) 
Last Callback 

Customer Trouble Reported 

No Currsnt 
~ 

Date: 7418/03 I%" 1:3007 PM 

a 
r-r, 

2) 
0 

i 
0 m z 
4- 



._ - ____ Page: 1 Document Name: 

VIEW 20 BROWSE - GOOOTCMS2TICT 
COMMAND ===> 

REC 3026667 PG 0000001.255 LOCK 00 COL 001 132 
S C R O U  ===> PAGE 

Customer remarks 

all neighbors without power 

D e v i c e  Stack 

Meter: 5C65742 
TLN: 8657737084 
UN: 84577-3063-0 N 
oca 
Feeder: 8-6478-5812-6-F 

Customer Representative 

ID: 
Name: 

CustomerlCall Information 

Call Datemime: 16:51A4 06/15/2002 
Name: p) QARYMORRlS 
- - ___ 

Date: 7/18/03 Time: 1:50:1 I PM 



__ -. 
Page: 1 Document Name: 

VIEW 2.0 BROWSE - G 
COMMAND I==> 

Address: 1%- 
city: DAWE 
ZipCode: Jgf30 

Phone N u m b  (054)4?3-2SIl 
Account Numben -894 
PPID 1442633 
rrR 19&00 06/15/2002 (N) 
Last Callback: 

TCMSZTKT REC 3026692 PO 0000001.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 

S E I S T P L  

Customer Trouble Reported 

No Currant 

Customer remarks 

NElGHBORS ALSO OUT OF SERVICE 

Devlce Stack 

Met= 5C36937 
TLN. 8-65773840-0 
LW. 8851730634N 
OCR 
Feeder: 8-6478-5812-0-1: 

Date: 711 8/03 Time: 1:30:16 PM 

3 

c) 
0 z w 
6 m z 
-l E 



_ _  Page: 1 Document "ne: 

VIEW 2.0 BROWSE - GOWTCMS2TK.r 

~ _ _ _ -  

REC 3026717 PO 0000001.255 LOCK 00 COL 001 132 
COMMAND e==> 
Customer Representative 

ID 
Name: 

SCROLL ===> PAGE 

CustomerlCall Informati 

Call Datflime: 1653: D 06115/2002 
Name: ELEAWC)RCKUBU.MA" 
Addnos: 12010 SW 32ND 8T 
ciw MWE 
Zipcode 33330 
Phone Number: (OIM)4- 
Account N u m b  -809 
PPIDa 1442625 
I= 1915:MJ 06/15/2002 (N) 
Last Callback: 

Customer Trouble Reported 

No Current 

Date: 7/18/03 Time: 1:30:21 PM 



Page: 1 Document Name: - 

VIEW 2.0 BROWSE - GOOOTCMSZTKT' 
COMMAND ===> SCROLL ===> PAGE 
CustomerlCall Information 

REC 0761087 PG 0000001.255 LOCK 00 COL 001 132 

Call D a t e m e :  1 7 : W O  P 07/16/2002 
Name: WILUAYHKENNAMER 
Address: 1511 MSS U R  
City: FORT- 
ZlpCode: 33SlS 
Phone Number: (2S)432-%629 
Account Number: 235@7456lSS 
PPID 1" 
ITR 21:OOOO 07/16/2002 (N) 
last  Callback 

Customer Trouble Reported 

No Current 
Loud Bang 

Customer remarks 

N-DOG 

Device Stack 

Meter: 5C89321 
- 

Date: 711 8/03 Time: 1:38A PM 

a a 



- ~~ - Page: 1 Document Name: - 

VIEW 2.0 BROWSE - G000TCMS2TKT 
COMMAND ==I> SCROLL ===> PAGE 

REC 0761 112 PO 0000001.255 LOCK 00 COL 001 132 

TLN: 55609-7733-0 

OCR: 
Feeder: 5-5306-6746-4-F 

LLN: 55Ooa-4azs-o 

Customer Representative 

I D  
Name: 

CALL OVERVIEW 

CustomerlCall informati 

Call DatcTCime: 18:16:00 07/1W2002 
Nama: WEILTllftTlLBR 
Address: 11oooS~EwcSR@lS 
city: P a i C I W m s  
LipCodc: -9 
Phone Number: (2SS-737 
Account Number: 6840348366 
PPID 2955712 
ITR: 21:15:00 07/16/2002 (N) 
Last Callback: 

i3 

- -_.__ - 

Date: 7/18/03 Time: 1:3848 PM 

-a 
4 

I) 
0 z r 
6 m 
2 

- i 



- __ ~ __ Page: I Document Name: 

VIEW 2.0 BROWSE - G000TCMS2TKT REC 0761 162 PO 0000001.255 LOCK 00 COL 001 132 
COMMAND ===> 

Customer/Call Information 

Call Datemme: 1614:OO 07/1612002 
Name: NORUIWKARUN 
Address: 8171 8 WOODS cIR#l 
city: FoRTllMRIl 
ZipCode: 339*9 

@ 

Phone Number: @41)48S2278 
Account Numbem 7S15230362 
PPID -74 
IT& 21:1500 07/16/2002 (N) 
Last Callback: 

Customer Trouble Reported 

No Cumnt 

Customer remarks 

to open gate call Mr Karlin by pressing 0801 KDOG 

Devlce Stack 

Meter: 5C75316 
. ... -. . 

Date: 7/18/05 Tlme: 1:38S7 PM 

3 

SCROLL ==> PAGE 



Page: 1 Document Name: - 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND t r t >  SCROLL ===> PAGE 
TLN: 5-5709-1828-0 
LLN: 55408-1829-0 
OCR: 
Feeder: 54306-6746-4-F 

REC 0761187 PG ooooooi.255 LOCK 00 COL 001 132 

Customer Representatbe 

I D  
Name: 

CustomerlCall lnfomatlon 

Call D a m m e :  18:23:00 07/16/2002 
Name: DeBoRAHAveRy 
Add- 8161 S WOODS ClIwtll 
city: FORt 1yywIwc 
Zipcode: 33WlS 

@ 

Phone Number: (941)453-9494 
Account Number: 8842648- 
PPiD pol8503 
IT& 2045:OO 07/16/2002 (N) 
Last Callback 

D a k  7/18/03 Time: 1:3901 PM 

E -- 



~ 

Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOWTCMS2TKl 
COMMAND I==> SCROLL ===a PAGE 
Restore Time 08&00 09/1512002 by MDTSERVER at 0851:OO 0911512002 
Support Code by MDTSERVER at 08:51:00 09/15/2002 
TLM Error Unchecked by MDTSERVER at 0(1:51:00 0911 5/2002 
Completed By TLS by TLSOLUA at 09:WOO 09/1512002 
Completed With Truck 1034 by TLSOLUA at 09M):OO 09/15/2002 
Interruption Category oa by WCFOFIB at 0825:OO 09/1612002 

REC 0280248 PG 0000001.255 LOCK 00 COL 001 132 

Follow-up Investigations: 

. . TLM Error . . Engr . . UPR . . Claims . . CFR 

Customer/Call Infomation 

Call Datellime: 01:59:00 0911W2W2 
Name: ROBERTJ(WLMw6 
Address: 243TREMuRenEAcHRD 
cfty: SAINT AUGUSTINE 
Zipcode: 32080 
Phone Number: (MB6)4?14eao 

(3 

.- ... -. I 

I) 
0 z 
ii 
m z 
4 

n 

E -  
Date: 4/15/03 Time: 835:59 AM 

4 
i, 



Pame: 1 Document Name: untitled 

VIEW 2.0 BROWSE - G 
COMMAND ===a 

Account Number: 1931208480 
PPID: 32118203 
ITR: 11:OO:OO 09/15/2002 (N) 
Last Callback 

OTCM82TKT REC 0260273 PG OOoooO1.255 LOCK 00 COL 001 132 
SCROLL ===> PAGE 49 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

N-DOG 

Devke Stack 

Meter. 5C15116 
TLN: 3-6346-22114 
L L N  3-6346-63060 
OCR: 
Feeder: 341445430-0-F 

Customer Representative 

I D  

Date: 415103 Time: 836:03 AM 



- - - 
Page: I Document Name: untitled 

- 

VIEW 2 0  BROWSE - GOOOTCMS2TKT 
COMMAND ===a SCROLL ===> PAGE 
Name: 

REC 0260298 PO 0000001.255 LOCK 00 COL 001 132 

CustomerlCafl lnfonna -on 

0gi15120D Call Oatemme: 080 & 
Name: PtuLiPpRATo 
Address: Bog0 COSTANERO RD 
City: SAINT IIUWSTINE 
LipCode: 32oso 
Phone Number: (0Olr)rlel-SSlS 
Account Number. 04287-25114 
PPID: ltcIyo38 

I= I I : W O O  0911 512002 (N) 
Last Callback 

Customer Trouble Reported 

No Current 

Customer remarks 

NElGHBORS ALSO OUT OF SERVICE 

Date: 411 5103 Time: 83608 AM 
In -_ I 



1 Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT REC 0260323 PO 0000001.255 LOCK 00 COL 001 132 
COMMAND ===> SCROLL ===> PAGE 

Device Stack 

Meter: 5C73834 
TLN: 3-6346-5111-0 
LLN 3-6346-6304-0 
OCR 
Feeder: 3-61444430-0-F 

Customer Representathe 

I D  
Name: 

CustomerEall Inform tion 

Call Dat-e: 0 8 0  e :OO 09/15/2002 
Name: PRANK P YUCClO 
Address: 2221 TREASURE SEACH RD 
city: SAINT AUGUSTINE 
Zipcode: 3- 
Phone Number: (904)471-11W 

~ _. . - - . ~~ ._ 

Date: 4/15/03 lime: 83613 AM 
CL 

;;r 

r, 
0 z n 
Ei m 
2 

i 



Page: 1 Document Name: untitled __ ~~ 

VIEW 2.0 BROWSE - GOQQTCMS2TKT 
COMMAND =a=> 

Account Number. lwM-03415 
PPID 158- 
lm 103000 09/15/2002 (N) 
Last Call back 

REC 0260348 PC 0000001.255 LOCK M) COL 001 132 
SCROLL ===> PAGE (& 

Customer Trouble Reported 

No Cumnt 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Devlce Stack 

Met- 5C69820 

LLN 3-63466304-0 
OCR 
Feeder. 3-6144-5430-0-F 

- 
nu ~uw310.0 

Customer Representative 

ID: 
Name: 

Date: 411 5/03 Time: 8361 8 AM 

b 
-* 



____ Page: 1 Document Name: untitled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 

REG 0260373 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCall lnfonnatl 

Call Oatemme: 08: l l :OO 09/15/2002 
Name: DORRITCOARVUI 
Address: 245 'TREASURC! BEACH RD 
city: SAINT AUWSTINE 
ZipCode: 32080 
Phone Number: (904)461-3053 
Account Number: WtWlS78SQl 
PPID -14 
ITR: 10:30:00 OS11512002 (N) 
Last Callback 

63 

Customer Trouble Reported 

No Current 

Customer remarks 

N-DOG 

Date: 4/15/03 Time: 836:22 AM 
-? 

_r 

-: 



-. 
~ 

Page: 1 Document Name: untitled 

VIEW 2 0  BROWSE - GOOOTCMSZTKT 
COMMAND =e=> SCROLL ===2 PAGE 
Device Stack 

Meter: 5C11843 
TLN 3-63482211-0 
UN 3-6346-6304-0 
OCR. 
Feeder. 3-6144-5430-0-F 

REC 0260398 PO 0000001.255 LOCK 00 COL 001 132 

Customer Representative 

I D  
Name: 

CustomerlCall lnfonnatio 

Call Datemime: 0821: &,,5/2002 - 
Name: TRAeYARIWlAWW e) 
Address: 201 HfLDAW RD 
City: SAINT AUOUSnNE 

Phone Number: (904)481-2607 
Account Number: ?llM-7@468 

LlpCode: 32080 

Date: 411 5/03 Time: 83627 AM 
-3 
/ - 



Page: 1 Document Name: untrtled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 
PPID: Is6066 
IT& 11:15:00 09/15/2002 (N) 
Last Callback 

__ 

REC 0260423 PG 0000001.255 LOCK 00 COL 001 132 

Customer Trouble Reported 

No Current 
Customer checked breaker 

Customer remarks 

Device Stack 

Meter. X69670 
TLN: 3-63465404-0 
UN: 3-6346-63044 
OCR: 
Feeder: 36144-5430-04 

Customer Representative 

ID: 
Name: 

Date: 4J15103 lime: 83632 AM 
- 

?. J 



Page: 1 Document Name: untitled ._ - __ . 

VIEW 2.0 BROWSE - GOOOTCMS2TKT 
COMMAND ===> SCROLL ===> PAGE 

REC 0260448 PG 0000001.255 LOCK 00 COL 001 132 

CustomerlCall Information 

Call Datemime: 08:28:00 09/15/2002 
Name: J O H N W A G O S  @ 
Address: 2mTREAsuREBEAmRD 
cw. SAlNTAUCUICnNE 
UpCode: 32080 
Phone Number: (90()4716717 
Account Number: -1 
PPI& 188906 
ITR: lOm00 09/15/2002 (N) 
Last Callback 

@ 

Customer Trouble Reported 

No Current 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Date: 4/1S103 Time: 8:36:37 AM 
-2 - 
iu 



-~ - 
Page: I Document Name: untltled 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ===> PAGE 
Device Stack 

- 

REC 0260473 PO 0000001.255 LOCK 00 COL 001 132 

Meter: 5C74396 
TLN: 3-6346-1M140 
LLN 3-6346-63060 
OCR 
Feedec 3-61 44-!W30-0-F 

Customer Representative 

I D  
Name: 

CustomerlCall lnfomatlon 

Call Datemime: 09/45/-2 
Name: J W S E P W J K U C Z ~  
Address: (10911ROJoRD 
city: SAINT AUGUSTINE 
ZipCode: 32084 
Phone N u m b  (SO4)4710021 
Account Number: 1932244405 

Date: 411 5/03 -me: 83642 AM 
-=Q 

- 4: - 



Page: 1 Document Name: untitled -~ 

VIEW 2.0 BROWSE - GOOOT 
COMMAND === 8 SCROLL ==e> PAGE 

PPID 156924 
ITR: losomQwl~2 (N) 
Last Callback: 

SZTKT REC 0260498 PG 0000001.255 LOCK 00 COL 001 132 

Customer Trouble Reported 

No Current 

Customer remarks 

no dog 

Device Stack 

Meter: JC24497 
Tus: 3-6346-2211-0 
LLN: 3-6346-63044 
OCR: 
Feeder: 3-6144-543O-O-F 

Customer Representative 

ID: 
Name: 

Date: 011 5/03 Time: 85648 AM 
-3 - 

I - \  



Page: 1 Document Name: untitled 

CustomerlCall Information 

0 
Call Datemime: OW3 62 . 09/15/2002 
Name: RUDYWPRANGE 9 
Address: 6omLuoRD 
Clty: m A W S l l N E  
Z i p C o e  SZWO 
Phone Number: (SO4)471-g498 
Account Number. 1904200480 
PPI0 +sli911 
ITR: i G ~ W 1 5 1 2 0 0 2  (N) 
Last Callbadr: 

Customer Trouble Reported 

No Current 

Customer remarks 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Date: 411 5103 Time: 8:36:53 AM 
-Q 
- 
y- 



_. .- - Page: I Document Name: untitled 

VIEW 2.0 BROWSE - GOWTCMSZTKT 
COMMAND ===> SCROLL ===* PAGE 

REC 0260548 PG 0000001.255 LOCK 00 COL 001 132 

Meter: 5C41508 
TLN 3-834614150 
LLN: 34346-6304-0 
OCR: 
Feeder. 3-6144543&0+ 

Customer Rcpresentat'we 

ID: 
Name: 

CustomerlCall 

Call Date/T": 0 8  
Name: 
Address: "ROJORD 
Citr: SAWT AUQWnrNE 
ZipCode: 3zom 
Phone Number: (#04)471-1459 
Account Number: l-?O 
PPID 1-1 

Date: 411 5103 Time: 83658 AM 

c) 
0 



Page: 1 Document Name: untitled 
- 

VIEW 2.0 BROWSE - GOOOTCMSZTKT 
COMMAND ===> SCROLL ==e> PAGE 
CALL OVERVIEW 

REC 0260598 PO 0000001.255 LOCK 00 COL 009  132 

CustomerlCall Information 

Call DateTTims: 0&41: 
Name: R08ERTESNiTH 
Address: 241 TReLulURE BUICH RD 
City: SAlNT AUOUSTlNE 
ZlpCode: 32084 
Phone Number: (SO4)461-3@54 
Account Number: OB(C92rOWOI 

PPID: 15811(E9 
ITR 10:30:00 09/15/2002 (N) 
Last Callback 

@ 
09'1 5nw2dJ 

Customer Trouble Reported 

No Currant 

Customer remarlrr 

VRU ENTRY CREATED AUTOMATICALLY ON CUST INQUIRY 

Device Stack 

Date: 41 5103 Time: 837:08 AM 

I 




