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-VIA HAND DELIVERY-

Ms. Ann Cole 
Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Blvd . 
Tallahassee, FL 32399-0850 

Re: Docket No. 080677-EI 

Dear Ms. Cole: 

From June 19,2009 to June 26, 2009, the Commission conducted 9 service 
hearings as part of Florida Power & Light Company's Petition for Increase in Rates 
before the Commission. Enclosed is FPL's report on those service hearings. Included in 
the report is a summary of customer service concerns expressed, FPL's responses to those 
concerns, and a summary of overall customer comments received. 

Sincerely, 

Scott A. Goorland 
Principal Attorney 
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cc: Counsel for parties of record (w/eneL) j-Sr' , 
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CERTIFICATE OF SERVICE 

I HEREBY CERTIFY that a true and correct copy of the foregoing has been furnished 
by U.S. Mail or hand delivery (*) on this 29th day of July, 2009, to the following: 

Lisa Bennett, Esquire 
Anna Williams, Esquire 
Martha Brown, Esquire 
Jean Hartman, Esquire 
*Office of the General Counsel 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-1400 
LBENNETT@PSC.STATE.FL.US 
ANWILLIA@PSC.STATE.FL.US 
mbrown@psc.state.fl .us 
JHARTMAN@PSC.STATE.FL.US 

lR. Kelly, Esquire 
Joseph A. McGlothlin, Esquire 
Office of Public Counsel 
c/o The Florida Legislature 
111 West Madison Street, Room 812 
Tallahassee, FL 32399-1400 
Attorneys for the Citizens of the State 
of Florida 
Kelly.jr@leg.state.fl.us 
mcglothlin. ioseph@leg.state.fl.us 

Kenneth 1. Wiseman, Esquire 
Mark F. Sundback, Esquire 
Jennifer 1. Spina, Esquire 
Lisa M. Purdy, Esquire 
Andrews Kurth LLP 
1350 I Street, NW, Suite 1100 
Washington, DC 20005 
Attorneys for South Florida Hospital and 
Healthcare Association ("SFHHA") 
kwiseman@andrewskurth.com 
msundback@andrewskurth.com 
jspina@andrewskurth.com 
lisapurdy@andrewskurth.com 

Robert A. Sugarman, Esquire 
D. Marcus Braswell, Jr., Esquire 
c/o Sugarman & Susskind, P.A. 
100 Miracle Mile, Suite 300 
Coral Gables, FL 33) 34 
Attorneys for I.B.E.W. System Council U-4 
sugarrnan@sugarmansusskind.com 
m braswell@sugarmansusskind.com 

Robert Scheffel Wright, Esquire 
John T. La Via, III, Esquire 
Young van Assenderp, P A. 
225 South Adams Street, Suite 200 
Tallahassee, Florida 32301 
Attorneys for the Florida Retail Federation 
swright@yvlaw.net 
jlavia@yvlaw.net 

Jon C. Moyle, Jr., Esquire 
Vicki Gordon Kaufman, Esquire 
Keefe Anchors Gordon & Moyle, P A 
118 North Gadsden Street 
Tallahassee, FL 3230 I 
Attorneys for The Florida Industrial Power 
Users Group (FIPUG) 
jmoyle@kagmlaw.com 
vkaufman@kagmlaw.com 
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John W. McWhirter, Jr., Esquire 
clo McWhirter Law Firm 
P.O. Box 3350 
Tampa, FL 33601 
Attorneys for The Florida Industrial Power 
Users Group (FIPUG) 
jmcwhirter@mac-law.com 

Thomas Saporito 
Saporito Energy Consultants, Inc. 
Post Office Box 8413 
Jupiter, FL 33468-8413 
Support@SaporitoEnergyConsultants.com 

Brian P. Armstrong, Esquire 
Marlene K. Stern, Esquire 
Nabors, Giblin & Nickerson, P.A. 
1500 Mahan Drive, Suite 200 
Tallahassee, FL 32308 
Attorneys for the City of South Daytona, 
Florida 
barmstrong@ngnlaw.com 
mstern@ngnlaw.com 

Cecilia Bradley 
Senior Assistant Attorney General 
Office of the Attorney General 
The Capitol - PLO I 
Tallahassee, FL 32399-1050 
ceci lia. bradley@myt1oridalegal.com 
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Background 

On Friday, June 19, 2009, the Florida Public Service Commission (Commission) began a series 
of nine customer service hearings held over five days throughout Florida Power & Light 
Company's service territory to hear customer comments on the rates and charges proposed in 
Docket No. 080677-EI Petition for a rate increase by Florida Power & Light Company (FPL). 
The purpose was to take testimony from the public on the quality and adequacy of FPL's service 
and other matters related to the company's petition for a rate increase. 

FPL notified customers of the hearings' purpose, dates, times and locations in four ways: 
1. 	 The company enclosed a bill insert in customers' May electric bill. 
2. 	 The company posted information about the hearings on its website . 
3. 	 The company placed advertisements in 11 newspaper publications of general circulation 

on Thursday, June 11 in the areas in which the hearings were held. The advertisement 
ran in both English and Spanish in the Miami area. 

4. 	 The company included a bill message for customers in Miami-Dade and Broward 

Counties noticing two additional hearings in their area. 


On June 26,2009, at the Plantation Service Hearing, FPL submitted to the PSC Staff, Notice of 
Newspaper Publication of FPL Customer Service Hearings and FPL's May Bill Insert noticing 
the FPL Customer Service Hearings. Staff has identified these documents as exhibit 23 and 24. 

In total, 418 customers* testified at the hearings. 243 customers, or 58 percent, made positive 
statements about FPL's quality of service, and 55 customers or 13 percent discussed a service 
issue. The remaining 120 or 29 percent addressed other topics but made no mention of FPL's 
quality of service. Of the 418 customers who spoke at the nine service hearings, 154 opposed 
the rate increase. 

FPL prepared this report to provide information to the Commission on the customer service­
related issues raised by customers during the quality of service hearings. It is meant to provide 
the Commission with information about the follow-up actions taken by FPL to resolve the issues. 
The subsequent sections of this report detail these actions. 

In addition to the specific actions that will be described in the balance of this report, Marlene 
Santos, Vice President of Customer Service, sent letters on June 30, 2009, to all customers 
who spoke at a hearing. The letters thanked customers for their participation and provided them 
with an FPL customer advocate's name and direct telephone number. 

* We have excluded the comments made by the same individuals at different hearing locations, 
and formal parties/interveners in this case as they will have an opportunity for full participation 
during the formal technical hearing. 
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Summary: Customers Who Expressed Service Issues at Hearings 

pg. Sarasota 
3. Val Gratias 
4. Ella Kennedy 
4. Sam Horton 
4. Mitch Mallett 

pg. Fort Myers 
5. Paul Andresen 
5. Richard Purcell 

pg. Daytona Beach 
6. Gregory Taylor 
6. Geneva Wynter 

pg. Melbourne 
7. Tony Farace 
8. Robert Scorah 
8. Peter Lewis 
9. Betty Moore 
9. Robert Reger 
9. Thomas Swindal 
10. Valerie Dietrich 
10. Richard Dutchik 

pg. West Palm Beach 
11. Mayor Charles Falcone 
11. William Andrews 
12. Barry Carson 

pg. Fort Lauderdale 
13. Steve Carbone 
14. Joe Roberto 
14. Bunny Brenneman 
15. Chris Chiari 
15. Joshua Otero 
15. Herbert Simpson 
15. Paul Renneisen 

pg. South Miami 
16. Patricia Schmidt 
17. Isabel Ramos 
17. Charles Ebert 
17. Councilman Bob Ross 
18. Councilwoman Nancy Harter 
18. Judy Hesskowitz 
18. Kathy Emery 
19. Edward Suddrell 

pg. Miami Gardens 
20. Linda Eaford 
20. Richard Mason 
21. Wendell James 
21. Pat Lig htfoot 
22. Peggy Finley 
22. Gladys Galimore 

pg. Plantation 
23. Mayor Richard Kaplan 
23. Joel Slotnick 
24. Diana Castillo 
24. Godwin Graham 
24. Stephanie Nagel 
25. Wesley Noll 
25. Linda Grant 
25. Jean Hansen 
25. Don Foster 
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Summary: The Sarasota hearing was held at 11 a.m. on Thursday, June 19,2009, in the Sarasota City Commission Chambers . Forty-seven customers spoke, including five elected officials; Rep. 
Holder, Rep. Fitzgerald , County Commissioner Thaxton, Sarasota Mayor Clapp and Vice-Mayor Kirschner. Twenty-nine customers (60 percent) made positive statements about FPL's quality of service and 4 
customers (9 percent) discussed a service issue. The remaining 14 customers (30 percent) made no mention of FPL's quality of service. 

Customer Service Concerns: 
Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Sarasota. Attached is a detailed list, by transcript page number and 
name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 

Exhibit A outlines all customers who spoke in Sarasota . 

Name 
Customer Comments 

92 
V I G f IThe customer stated she has no complaints with herservice beyond power flickers and surges, and as a result, she had to replace her washer and dryer. Additionally, she 

a ra las stated she had to pay a $400 deposit as a result of FPL's policy on late payments. 

Status: 
Customer Agreed Upon 

Plan of Action 

History: FPL records indicate in the past 12 months there have been 20 momentary power interruptions (June 30, 2008 through June 29, 2009). During this same timeframe, 
Ms. Gratias did not contact FPL regarding the matter. There is no record of a claim being filed by the customer. 

FPL records also reflect on November 3,2008 the customer's deposit was adjusted to $406, after her prior 12-month billing history indicated she had paid late five times and 
had been issued two final notices. All bills and final notices prior to the deposit adjustment included a notice about late payment and deposit adjustments. At the time of the 
deposit adjustment the customer was offered an automatic deposit waiver if they enrolled in Automatic Sill Payment (ASP). On December 9, 2008, Ms. Gratias contacted the 
FPSC regarding the deposit adjustment. She chose to be transferred to FPL via the telephone transfer-connect system and spoke with a Corporate Resolution Specialist. 
Although the customer did not enroll in ASP, as a courtesy, on December 9, 2008, the deposit was cancelled to assist the customer. 

Resolution: On June 19, 2009, FPL discussed concerns about momentary power interruptions with the customer. Ms. Gratias stated she had not been experiencing voltage 
fluctuations; however, her lights have been going on and off about two times per week for several months. Ms. Gratias was advised that her concerns would be investigated. 
On June 22, 2009, FPL contacted Ms. Gratias to further discuss her concerns and a Restoration Specialist was dispatched to check the voltage and the service connections 
going into her home. Voltage was confirmed to be within standards and the condition of the connections was good. The Specialist also explained that FPL's Vegetation 
Management Department was in the process of performing line clearance on a near-by main line and, once completed, the number of momentary interruptions should be 
reduced. This line clearance is expected to be completed by July 24,2009, barring any unforeseen circumstances. The customer did not wish to pursue a damage claim . 

Also on June 19, 2009, FPL's deposit program and reason for the program were discussed with the customer. Since the deposit was cancelled in December, 2008, no further 
action was needed. 
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150 
Miss Ella Kennedy, an elementary school student, stated that the power to her parents' home went out for six hours during a party. She further stated this happens a lot in her 
neighborhood . 

Status: History: FPL records reflect five sustained outages and 15 momentary power interruptions within the last 12 months for this address. The first outage occurred on November 

Complete 7,2008, which was restored within 31 minutes by replacing a damaged switch . The second outage occurred on March 3,2009, and was restored within one hour and four 
after replacing a blown fuse. The third occurred on March 28, 2009, due to a blown lateral fuse. Restoration was delayed due to tree trimming on the lateral. Power 

restored six hours and forty-one minutes after the initial report, once trimming was completed. The most recent outage occurred on May 15, 2009, due to a damaged switch , 
took one hour and thirty-five minutes to restore. 

Resolution: FPL has contacted Ella Kennedy's mother, Ms. Kennedy, and explained the causes of the outages. In addition , FPL has completed line clearing on the lateral 
line serving Ms. Kennedy's home. Ms. Kennedy expressed her satisfaction with FPL's response. 

160 customer stated he is an amateur radio operator and that he gets interference from the FPL transmission lines. He has filed complaints with the FPSC, FCC, etc. 

History: Mr. Horton filed a complaint with the FPSC, No. 814425E, in December 2008 regarding radio frequency interference. 
In.Progress 

Resolution: The FPSC complaint No. 814425E is still open. FPL has developed a comprehensive action plan to address Mr. Horton's concerns regarding radio 
interference as well as other conditions identified. This action plan has been submitted to the FPSC Technical Staff. The plan includes line clearance, 

pole inspections, and patrolling the four feeders surrounding Mr. Horton's residence. All work and repairs are SCheduled to be completed by the end of 4th 
Quarter 2009. 

FPL's radio technician also continues to work with Mr. Horton to identify and resolve interference issues. FPL is also working with the American Radio and Relay 

This organization assists amateur radio operators in resolving interference problems, and often works directly with affected individuals, utility companies, muniCipalities, 
lequipment manufacturers and the Federal Communication Commission (FCC). Working through and with the ARRL, a field investigation, which includes investigating the inside 
of Mr. Horton's residence for potential interference issues, was agreed upon and scheduled for August 18, 2009. The investigation would be performed by an independent 
consultant recognized by the ARRL as a leading expert in this type of investigation. However, just recently, Mr. Horton provided some additional requirements and expectations 
that must be met before he will allow the scheduled August 18th investigation to take place. FPL is currently reviewing these requirements, which could possibly include the 
need for legal documents to be developed and/or utilized. Resolution of these additional requirements could potentially delay the currently scheduled August 18th investigation. 

M't h M II tt IThe customer was concerned his meter was replaced last year and he received a credit for one month only. He felt entitled to an additional credit for two additional summer 
173 

I cae months. Mr. Mallett also stated his deposit had been adjusted. 

Status: IHistory: FPL records reflect on September 3, 2008 a high bill investigation was completed and no problems were detected with the meter. However, the Energy Management 
Complete Consultant (EMC) observed an apparent problem with the air conditioner and the customer's breaker panel was rusting. The EMC discussed the findings with the customer and 

also recommended the customer not touch the breaker panel due to safety issues. However, the customer continued to touch the breaker panel and sparks came out and blew 
the breaker. The EMC advised the customer to have repairs completed and FPL would also test the meter. 

On September 22, 2008 the customer was informed that the meter had tested accurately with a weighted average of 99.39 percent. The meter test results indicated there were 
no errors in FPL's billing, and the meter accuracy was in compliance with FAC. 25-6.052. 

On November 14, 2008 the customer contacted FPL once again regarding his high bill concern. As a courtesy, due to the customer's malfunctioning air conditioning unit, the 
August bill was adjusted, resulting in a $194.89 credit. The customer appeared to be satisfied and no further customer contact was received . 

Resolution: On June 19, 2009, the customer was advised his request would be investigated. On June 26, 2009, as a courtesy, the customer's July and September 2008 bills 
were adjusted, resulting in an additional $298.41 credit. As a courtesy, to further assist the customer, the account was removed from "Cash Only" status . The customer was 
informed and is satisfied. 
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Fort Myers Summary: The Fort Myers hearing was held at 6 p.m. on Thursday, June 19, 2009 in the Lee County Public Education Center Board Room. Forty customers spoke. Twenty-four customers (60 
percent) made positive statements about FPL's quality of service and 5 customers (13 percent) discussed a service issue, two of which were actionable. The remaining 11 customers (28 percent) made no 
mention of FPL's quality of service. 

ustomer Service Concerns: 
Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Fort Myers. Attached is a detailed list, by transcript page number and 
name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 

Customer Comments 

141 
Paul 

Andresen 

Status: 
Complete 

reflect Mr. Andresen started a new account with FPL on February 2, 2009. At that time, Equifax, a third-party credit vendor, was 
Iwhpthpr a deposit was needed. Based on Equifax's recommendation, a $100 initial deposit was requested and paid. 

e 

152 

Status: 

Resolution: As a courtesy, on June 19, 2009, the $100 initial deposit was cancelled, credited to the account and applied toward June's bill. In addition, Mr. Andresen was 
provided a Customer Assistance Options packet (see Exhibit C) which contains information on FPL programs. Mr. Andresen indicated he was interested in FPL's On Call 
Program. On July 6, 2009 Mr. Andresen's account was enrolled in On Call and the equipment was installed on July 9, 2009. The program will provide an annual savings of 
$49 to the customer. 

he contacted FPL prior to Hurricane Charley and asked FPL to trim trees. Nothing was done, and the trees took out the transformer. He was without 
power for six days. He was satisfied with the restoration time, but stated that since then, he has asked FPL to trim the trees, but they haven't done it. 

History: There is no record of any prior tree trimming requests. In May 2009, FPL mailed notification to Mr. Purcell, and other customers on his feeder, of plans to trim the 
Customer Agreed Upon trees in his area. 

Plan of Action 
Resolution: The trimming in the area had commenced prior to the hearing, and trimming on Mr. Purcell's lateral was completed during the week ending June 26, 2009. 
Completion of the trimming on the feeder is scheduled to be completed by July 31, 2009, barring any unforeseen circumstances. Mr. Purcell has been advised of the 
completed work on his lateral, as well as the scheduled work on the remainder of the feeder. 
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Daytona Beach Summary: The Daytona Beach hearing was held at 4 p.m. on Tuesday, June 23 , 2009, in the Daytona Beach City Commission Chambers. Thirty-three customers spoke, including one 

elected official , Rep. Taylor. 19 customers (58 percent) made positive statements about FPL's quality of service and three customers (9 percent) discussed a service issue, two of which were actionable. The 

remaining 11 customers (33 percent) made no mention of FPL's quality of service. 


Customer Service Concerns: 

Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Daytona Beach. Attached is a detailed list, by transcript page number 

and name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 


Exhibit A outlines all customers who spoke in Daytona Beach. 


60 

Status: 

Customer Agreed Upon 


Plan of Action 


68 

Pending Response From 

Customer 


customer stated that the capaCitor banks along Ridgewood Avenue were unplugged. 

History: The customer had not previously reported this issue to FPL. 

Resolution: An FPL Delivery Assurance Designer contacted the customer and advised him that his concerns regarding the capacitor banks would be investigated during the 
of July 6, 2009. The customer was assured that any capacitor banks found to be off-line would be diagnosed and repaired as needed. The customer was satisfied, and 

indicated he did not desire any further follow-up regarding the matter. 

FPL's follow-up resulted in three work orders for repairs to three capacitor banks. This work will be completed by August 6, 2009, barring any unforeseen circumstances. 

customer stated her bills are high, despite utilizing energy conservation tips and installing new windows in her home. 

History: FPL records indicate a Phone Energy Survey was performed on October 13, 2008. The customer was satisfied and no further contact was made by the customer. 

Resolution: On June 23, 2009, a High Bill Investigation (HBI) was offered and accepted by the customer. In an effort to further assist the customer, the Budget Bill ing 
Program was explained and the customer enrolled. 

From June 24, 2009 to June 29, 2009 several messages were left for Ms. Wynter by an FPL dispatcher requesting contact to have the HBI scheduled, but no response was 
received . On June 29, 2009, a letter was mailed to the customer requesting contact to schedule an appointment. On July 6, 2009 another message was left for the customer. 
On July 14, 2009 an FPL Advocate spoke with Ms. Wynter who indicated she appreciated the follow-up . At this time, however, she could not schedule an energy survey and 

contact the Advocate when she is available . 
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Melbourne Summary: The Melbourne hearing was held at 9 a.m. on Wednesday, June 24, 2009, in the Brevard County Governmental Center. Forty-eight customers spoke. 29 customers (60 percent) made 
positive statements about FPL's quality of service and 10 customers (21 percent) discussed a service issue, eight of which were actionable . The remaining nine customers (19 percent) made no mention of 
FPL's quality of service . 

ustomer Service Concerns: 
Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Melbourne. Attached is a detailed list, by transcript page number and 
name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 

77 

Customer Comments 

T F IThe customer stated he had a concern about poles at his prior address. He was also concerned about a deposit adjustmeni in the amount of $600 and vegetation management 
ony arace at his current address. 

Status: 
Complete 

History: There is no record of any calls from the customer regarding the poles at his previous address. 

FPL records reflect during the past 10 months of billing history, the account was paid late 10 times, was issued 10 final notices and disconnected once for non-payment. All 
and final notices included a notice about late payments and deposit adjustments. FPL has also provided four payment extensions to the customer during 2009; all four 
extensions defaulted due to non-payment. 

Mr. Farace had several deposit billings in the past year, all associated with slow payment. On June 30, 2008 the account was billed a $583 deposit. On July 18, 2008, the 
customer contacted the FPSC regarding the deposit and chose to be transferred to FPL via the telephone transfer-connect system. The Corporate Resolution Specialist he 
spoke with removed the full deposit as a courtesy, with the understanding future bills would be paid on time. In addition, the Specialist enrolled the account on FPL's 62Plus 
program, allowing 31 days to pay each month, rather than 21 days. However, the account became past due again and on February 2, 2009, a deposit was billed in the amount 
of $543. Mr. Farace contacted the FPSC on February 5, 2009 regarding the deposit and chose to be transferred to FPL via the telephone transfer-connect system. The 
Specialist he spoke with agreed to assist him by reducing the deposit in half to $272 and provided a four-month extension; however, the payment extension defaulted. On April 
30, 2009, the customer's deposit was adjusted again from $272 to $549. Each deposit adjustment brought the total deposit to an average two month's billing at the time the 
adjustment was made. 

Regarding tree trimming at his current address, records reflect Mr. Farace contacted FPL in 2007 requesting tree trimming . The Work Request was entered, and completed, 
including debris removal. 

I ~esolutlon : Mr. Farace was advised that the area where he previously resided is scheduled for pole inspections beginning the first quarter of 2011 . FPL requested the 
~lJ!':tom~r contact us regarding any specific pole(s) he thought needed immediate attention. 

June 24, 2009, as a courtesy, the $277 adjusted deposit was canceled. In an effort to further assist the customer, collection charges totalling $79.38 were also cancelled. A 
ent extension was also granted to pay his $245.49 bill, which was due June 22 (62Plus extended due date), by July 10. Mr. Farace was provided the number for his local 

agency for help paying his bill. The customer appreCiated FPL's efforts . 

June 24, 2009, FPL patrolled the customer's area for any tree conditions needing attention. Several locations were identified, and the customer was advised the trimming 
be completed within two weeks. On July 8,2009, FPL met with the customer again, at which time he expressed complete satisfaction with the trimming that was 

completed on July 7, 2009. He also commended the crew for the excellent job they did. 
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Transcript 
No. 

Customer Customer Comments 

92 
Robert 
Scorah 

The customer was concerned with reliability at his home, stating he has replaced five refrigerators , and his power went off five times on June 22, 2009. He also indicated he 
has complained about trimming lines since the last hurricane. 

Status: 
Customer Agreed Upon 

Plan of Action 

History: FPL records reflect 41 momentary power interruptions (MPls) from July 1,2008, through July 1,2009. On June 4,2009, FPL explained that recent MPls were caused 
by severe weather and tree conditions in the area. Mr. Scorah was satisfied at that time. He contacted FPL again on June 8, 2009, to report tree conditions near FPL facilities. 

June 23, 2009, the customer contacted FPL once again to report MPls. The customer was advised that a tree trimming investigation was pending. 

Resolution: On June 24, 2009, an FPL representative spoke with Mr. Scorah at the Melbourne FPSC hearing site. The representative offered to file a claim for the 
refrigerators that he indicated were replaced, however, the customer indicated he did not wish to pursue a damage claim. 

June 26, 2009, FPL advised the customer that tree trimming along the lateral lines was scheduled to be completed by July 30, 2009, barring any unforeseen circumstances , 
will help minimize MPls. Mr. Scorah was satisfied with FPL's action plan. 

127 I Peter Lewis IThe customer was concerned about his bills being high and a $600 deposit. 

Status: 
Complete 

History: FPL records indicate no previous contact was received regarding high bills. FPL records also reflect that Mr. Lewis has no deposit with FPL and was not billed an 
additional deposit of $600 or any amount. 

Resolution: On June 24, 2009 the following FPL programs were reviewed with Mr. Lewis: Budget Billing, On Call, Energy Survey, 62Plus, Friendly Reminder and Automatic 
Bill Pay. The account was enrolled on FPL's 62Plus program and a high bill investigation was scheduled. Mr. Lewis stated he was interested in enrolling in the On Call program. 

a courtesy, a payment arrangement was established to pay $238.95 by July 15, 2009 and a $4.06 late payment charge was credited. The customer was provided the 
Customer Assistance Options brochure packet (see Exhibit C). 

The Energy Management Consultant (EMC) visited the location on June 26, 2009. No problems were detected with the meter. However, the air conditioner thermostat was off 
by 2-4 degrees; the water heater temperature was set at 145 and the EMC adjusted it to 120. A meter test was offered and accepted. The customer was informed the meter 
tested accurately with a weighted average of 99.83 percent. The meter test results indicated there was no error in FPL's billing, and the meter accuracy was in compliance with 
FAC.25-6.052. 

On Call device was installed on July 7, 2009 in Mr. Lewis' home. The annual savings will be $49. Mr, Lewis expressed his satisfaction with FPL and indicated he would 
his air conditioner serviced and will try to take better control over his energy usage. 
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156 I Betty Moore IThe customer was concerned about frequent power surges. 

Status: 
Complete 

162 

Customer Agreed Upon 
Plan of Action 

174 

Complete 

History: FPL records reflect the customer has experienced 19 momentary power interruptions (MPls) during the past 12 months. During this same timeframe, the customer 
did not contact FPL regarding the matter. 

Resolution: An FPL representative spoke with Ms. Moore at the Melbourne FPSC hearing site, at which time she indicated she was concerned with momentary power 
interruptions (MPls). She was advised that the matter would be investigated, and that someone would get back with her. 

On June 25, 2009, the Delivery Assurance Lead discussed MPls with the customer, and explained how they often prevent long outages when something interferes with the 
The customer agreed that the system was performing well at this time , and she indicated she would contact the Delivery Assurance Lead should she experience any 

Inrnklpm<:. in the future. 

withouf power tfiree times he's had to replace 

History: FPL records reflect two sustained outages during the past 12 months. The first outage occurred on January 28, 2009, due to temporary disconnection of the reciosure 
switch, and the power was restored in two minutes. The second outage occurred on April 14, 2009, which was an unplanned outage for five minutes to make emergency 
repairs. FPL records reflect 22 momentary power interruptions (MPls) during the past 12 months. The customer did not contact FPL regarding these matters during the past 

Resolution: On June 25, 2009, a Delivery Assurance Lead contacted the customer to discuss the outage history. The customer was mainly concerned with momentary power 
interruptions (MPls). The Lead explained how MPls often prevent long outages when something interferes with the lines. He further stated that in an effort to reduce the number 
of MPls affecting the customer, FPL will be performing line clearance on the main feeder line serving the customer's area by the end of the year, barring any unforeseen 
circumstances. Mr. Reger was satisfied with the information received, and agreed to contact the Delivery Assurance Lead should he experience any further problems. 

The customer was concerned that when he initially established service in 1997, his bills averaged $100 and he desired to reduce his energy consumption. 

History: FPL records indicate the account is enrolled on FPL' s On Call Program and, since enrollment, the customer has saved approximately $571 . The account is also 
enrolled on FPL's Budget Billing Program. During the past five years FPL has paid a total of $1 ,245 in Watt Saver Incentives for energy efficient air conditioning and insulation 
measures installed in the home. During this same timeframe, Mr. Swindal reduced his average annual kWh consumption from 1,783 to 1,237 and he reduced his average bill 
from $163.08 to $142.03, despite a rise in the pass-through price of fuel. 

Resolution: Mr. Swindal did not speak with any FPL on-site representatives on June 24, 2009. However, an FPL Advocate contacted Mr. Swindal on July 6, 2009 and 
discussed FPL's bill management programs. A free home energy survey was offered , however, the customer declined to participate at this time. 
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customer was concerned with frequent momentary power interruptions. She stated she has had to replace her answering machine three or four times, and indicated that 
her house almost blew up when a transformer exploded. She believes the power pole caused the problem. 

Status: FPL records reflect 81 momentary power interruptions (MPls) from July 1,2008, through June 30, 2009,41 of which occurred during July and August 2008, and 21 
Customer Agreed Upon In~~lIrr.,rt during May and June 2009. These 62 MPls are attributed mainly to lightning and adverse weather along with tree conditions. On June 5, 2008, FPL was notified by the 

Plan of Action at the Palm Bay Fire Department of a fire at the customer's address. The responding FPL crew found a pole fire due to trees. In October 2008, the customer 
lcontacted FPL regarding MPls, and the cause of the recent MPls she had inquired about were explained. The customer had not previously reported any damaged equipment. 

Richard 
Dutchik 

Status: 

Customer Agreed Upon 


Plan of Action 


Resolution: On June 24, 2009, an FPL representative at the Melbourne FPSC hearing site spoke with Ms. Dietrich regarding her concerns, and assured the customer an 
investigation would be conducted. On July 1,2009, a claim request was issued to address the damaged answering machines. That same day, an FPL Delivery Assurance 
Lead advised the customer that FPL had been working to reduce the MPls that had been caused by tree conditions. As a result, 50 percent of the line clearance along the m 

lines had already been completed. The remainder is scheduled to be completed by October 2009, barring any unforeseen circumstances . A claim settlement has been 
reached, and the customer is satisfied. 

The customer was concerned about a fire due to an external source box, and indicated he has had three outages in the past five weeks . 

History: FPL records reflect four sustained outages within the last 12 months. The first outage occurred on January 29, 2009, was transmission related and the power was 
restored in 56 minutes. The second outage occurred on June 8, 2009, was restored 14 hours and 12 minutes later after a new padmount switch cabinet was installed. The third 
outage occurred on June 21, 2009, was due to bad weather in the area, and the power was restored four hours and 45 minutes later after a transformer was refused. The fourth 
outage occurred on June 22, 2009, and the power was restored seven hours and 52 minutes after a transformer was replaced. Mr. Dutchik had reported the previous outages 
through FPL's Voice Response Unit (VRU), and spoke with a representative on June 22, 2009, to request a frequent outage investigation . 

Resolution : On June 25, 2009, the area's Delivery Assurance Lead (DAL) contacted Mr. Dutchik and discussed the recent outages. Mr. Dutchik expressed a concern about 
the maintenance of the equipment in his area, specifically the switch cabinets . The DAL advised the customer that a recent visual inspection of the switch cabinets serving his 
area was recently completed and did not identify any improvement opportunities . The DAL further advised that a Thermovision inspection of the switch cabinets is scheduled to 
be completed by August 15, 2009, barring any unforeseen circumstances . Mr. Dutchik expressed satisfaction with this action plan . 
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West Palm Beach Summary: The West Palm Beach hearing was held at 4 p.m. on Wednesday, June 24, 2009 in the Palm Beach County Governmental Center. Fifty-nine customers spoke, including two 
elected officials; Jupiter Inlet Colony Vice-Mayor Comerford and Jupiter Island Mayor Falcone. Thirty-nine customers (66 percent) made positive statements about FPL's quality of service and three 
customers (5 percent) discussed a service issue. The remaining 17 customers (29 percent) made no mention of FPL's quality of service. 

Customer Service Concerns : 
the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in West Palm Beach. Attached is a detailed list, by transcript page 

and name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 

A outlines all customers who spoke in West Palm Beach. 

Mayor 
51 Charles 

Falcone 

Status: 
In-Progress 

133 

Status: 

William 
Andrews 

Customer Agreed Upon 
Plan of Action 

Mayor Falcone commented on the undergrounding of Jupiter Island, and the progress taking place to improve reliability. He expressed concern about the portion of the 
leading to the island. 

History: FPL has been working with JOpiter Island to complete the undergrounding of facilities on the island. 

Resolution: FPL continues to work with the Town of Jupiter Island, and is currently coordinating the preparation of a cost estimate for converting the north end of the island. 
This work will include replacement of the existing submarine cable leading to the island. 

The customer indicated his power goes out once per week, sometimes three to four times per week. He also stated LED lighting could save on energy. The customer also 
his prior energy survey could have been done better. 

History: FPL records reflect 62 momentary power interruptions (MPls) during the past 12 months, two of which occurred in 2009 (June). There were two sustained outages 
during the past year; one on September 17, 2008, for two minutes, and the other on December 24, 2008, for 23 minutes. There is no record of the customer contacting FPL 
regarding any concerns about service reliability . 

On April 7, 2009, Mr. Andrews contacted the FPSC regarding LED lighting. He chose to be transferred to FPL via the telephone transfer-connect system and spoke with a 
Corporate Resolution Specialist. Mr. Andrews was put in contact with the Lighting Program Sales Manager, who discussed his concerns and ideas. Mr. Andrews expressed 
interest in selling his LED products to FPL customers who could receive a rebate. The Sales Manager reviewed FPL's current program and offered him the opportunity to 
become an FPL Participating Contractor, however, he declined . He was provided with the Business Lighting Program Manager's name and direct telephone number to 
discuss his ideas further, however, Mr. Andrews did not follow-up. 

Resolution: An FPL Delivery Assurance Lead (DAL) spoke with the customer on June 30, 2009, to address his concerns . The DAL explained that the MPls on his main line 
had been greatly reduced from 2008 as a result of work already completed. Since the customer may be affected by MPls on neighboring feeders , the DAL also discussed 
work pending completion in 2009 on those feeders , which includes line clearance that will commence in the 3rd quarter of 2009. In addition , a Thermovision inspection has 
been done, and improvement opportunities identified will be completed in 2009, barring any unforeseen circumstances . The customer was satisfied with the action plan 
provided, and understands he will be kept appraised of any further actions to be taken . 

July 13, 2009, Mr. Andrews was contacted by FPL's Business Lighting Program Manager. They discussed LED lighting and future changes to FPL's existing program. 
Mr. Andrews will send information on the lighting products that he represents. The Program Manager appreciated Mr. Andrews' suggestions, and stated that they will be 

ken into consideration for any future program changes. 

FPL Customer Advocate contacted Mr. Andrews on July 6,2009 and offered him a free home or business survey, however, Mr. Andrews declined. He inquired , however, 
about peak demand charges . The Advocate explained how demand charges are calculated and Mr. Andrews indicated he was satisfied . 
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159 

Status: 
Pending Response from 

Customer 

customer stated he was on fixed income, his electric bill is $210 per month and , while he did not oppose the increase, he needed help managing the bill . 

: FPL records reflect the customer has not made contact with FPL previously to request assistance with his bills or FPL's bill management programs. FPL records 
reflect during the past 12 months , the average kWh consumption was 1,596 and the average bill was $201 . All bills were paid by the regular due date and the customer's 

deposit was previously returned as a result of prompt payment. 

Resolution : 

June 24, 2009, an FPL Customer Advocate provided Mr. Carson with a Customer Assistance Options package (Exh ibit C) and reviewed FPL's various bill management 


Iprograms. On July 2, 2009, Mr. Carson was contacted again , and a free home energy survey was offered and accepted. The customer indicated he would not be available fo 
the next 10 days. Mr. Carson indicated he would call the Advocate back once he was available to have the survey scheduled. Mr. Carson appreciated FPL's follow-up. On 
July 13, 2009, the Advocate spoke with Mr. Carson who stated he still could not commit to an appointment at this time. Mr. Carson advised he would call back as soon as he 

able to arrange an energy survey. 
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Fort Lauderdale Summary: The Fort Lauderdale hearing was held at 9 a.m. on Thursday, June 25, 2009, in the Broward County Main Library Auditorium. Fifty-four customers spoke, including four elected 

officials , Rep. Sands, Hallandale Beach Mayor Cooper, Rep. Clarke-Reed and Sunrise Deputy Mayor Rosen . Twenty-two customers (41 percent) made positive statements about FPL's quality of service and 

eight customers (15 percent) discussed a service issue. The remaining 24 customers (44 percent) made no mention of FPL's quality of service. 


Customer Service Concerns: 

Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Fort Lauderdale. Attached is a detailed list, by transcript page number 

and name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 


Exhibit A outlines all customers who spoke in Fort Lauderdale. 


Customer Commems 

Steve 
He indicated he experienced two outages on June 23, 2009, when a storm came through his area. 

Carbone 

• On October 10, 2008, FPL's Power Quality department issued a work request to further investigate a voltage problem the customer reported. The results of the Power 
Complete 

Status: 
investigation identified that the customer was experiencing an internal problem, not FPL related. The customer was advised. FPL's records further reflect five sustained 

loutages and 33 momentary power interruptions within the last 12 months. The first outage occurred on July 25, 2008, which was restored within three hours and 18 minutes 
repairing a downed power line. The second outage occurred on October 11 , 2008, and was restored within two hours and 33 minutes by replacing a switch on the lateral 

line. The third outage occurred on June 22,2009, and lasted four minutes due to an unknown cause. 

On June 23, 2009, the customer experienced two outages. The first outage, lasting three hours and 42 minutes, was due to a damaged switch. The second outage was caused 
by a wire down due to trees. The power was restored within 10 hours and 55 minutes after repairing the downed power line. Severe weather conditions in the area resulted in 

customer experiencing outages longer than expected on this date. 

Resolution: After conducting an investigation, on July 10, 2009, an FPL representative contacted Mr. Carbone and informed him that, in efforts to improve service reliability, 
tree trimming would be performed. The tree t rimming was completed the same day. In a voicemail message left for Mr. CarbOne, he was advised of the completed tree 
trimming, and was provided with an FPL representatives name and contact number should he have any further concerns. In addition, the representative's name and contact 
number was provided in a letter sent to the customer by Ms. Santos. 
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110 

Status: 
Complete 

147 

Complete 

Customer Comments 

The customer stated the power to his home and office goes out weekly due to momentary power interruptions (MPls). He also expressed a concern about line clearance . 

ry: Business outage history: FPL's records reflect one sustained outage and 45 MPls within the last 12 months. The outage occurred on March 23, 2009, and was due to 
the installation of a new jumper and the power was restored in nine minutes. 

IHome outage history: FPL's records reflect seven sustained outages and 29 MPls within the last 12 months. The first outage occurred on January 27,2008, due to a 
malfunctioning arrester, and power was restored in seven minutes. The second outage occurred on October 29, 2008, and was restored two hours and 21 minutes later after 
tree trimming was done and the transformer was refused. The third outage occurred on January 22 , 2009, due to a wire down, and was restored three hours and 33 minutes 
later when the conductor was put back up. The fourth outage occurred on March 17, 2009, due to a damaged fuse switch , and was restored 37 minutes later when the switch 

replaced. The fifth outage occurred on April 7, 2009, and was restored one hour and 35 minutes later after tree trimming was done and the transformer was refused . 

The sixth outage occurred on April 21,2009, due to a damaged wire, and was restored six hours and 14 minutes later when the wire was replaced. The seventh 
outage, which was a planned outage, occurred on May 20, 2009, during which FPL's facilities were transferred to a new pole. 

The customer had filed FPSC inquiries regarding service reliability for both his home and business addresses. FPL received FPSC #79704E on September 16, 2008 (for the 
business) , #85134E on April 23, 2009 (for the residence), and FPSC #855042E on May 14, 2009 (for the business). On each occasion, FPL took steps to improve the 
reliability. These steps included a pole installation to achieve greater separation of phases, line clearance , and replacement of a pole and transfomer. In May 2009, a final report 
was submitted to the FPSC for the business location , and the customer was satisfied with the results. Prior to the FPSC Quality of Service hearings, the FPSC inquiry for the 
customer's residence remained open. 

Resolution: On June 29, 2009, a final report was issued in response to FPSC #85134E for the customer's home address, which indicated a palm tree affecting the customer's 
lateral had been cleared on June 23, 2009. 

On July 8, 2009, the Area Distribution Manager and the Engineering Lead met with Mr. Roberto to discuss, in detail, FPL's electrical system design, as well as FPL's reliability 
programs and technology. The customer was satisfied. The area management will continue to monitor the performance of the facilities serving the customer's premises . 

a member of the Fort Lauderdale Utility Advisory Committee, indicated customers were not 
about FPL's hardening program. 

: FPL's External Affairs Department has participated on the Fort Lauderdale Utility Advisory Committee (UAC) for many years, On April 28, 2009, two FPL Directors 
a presentation before the UAC on system reliability, infrastructure strengthening. and maintenance. 

Resolution: On June 25, 2009, at the FPSC hearing. an FPL representative spoke with Ms. Brenneman in an attempt to obtain specifics regarding any outstanding reliability 
issues. Ms. Brenneman indicated there were no issues that required follow-up. FPL will continue to participate on the UAC and address any future concerns as needed. 
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176 

152 

Status: 
Complete 

Mr. Chiari , a member of the Fort Lauderdale Utility Avisory Committee, spoke of past outages that have already been addressed with an FPL representative 

ry: FPL's External Affairs Department has participated on the Fort Lauderdale Utility Advisory Committee (UAC) for many years . On April 28, 2009, two FPL Directors 
e a presentation before the UAC on system reliability, infrastructure strengthening, and maintenance. 

Complete 

History: FPL serves Memorial Regional Hospital in Hollywood. This hospital does not produce its own power. The hospital recently completed an upgrade to its electrical 
system, including code-mandated backup generation. In conjunction with that upgrade, FPL built a new vault to serve the hospital's current and future power needs. The FPL 

ities in the vault include a new transformer and new switching equipment. The new vault is served by a preferred, express underground feeder (main line), and three 
lemeraencv feeders as back-up. 

Note: At the Ft. Lauderdale Quality of Service Hearing, Mr. Otero signed-in with an address of "2541 Flamingo Lane 33312", however, a search of FPL records, as well as an 
internet property search, did not reflect that to be a valid address. The search located a similar address of 2542 Flamingo Lane, Ft. Lauderdale, FL 33312 where the property is 
owned by Madelene Otero. The FPL account at that address is in the name of Madelene Figueira. FPL does not have any record of an account in the area in the name of 
Joshua Otero. 

Resolution: On July 6 , 2009, an FPL Customer Advocate left a telephone message for Mr. Otero requesting him to call the Advocate back. The Advocate explained she 
to offer a free home energy survey and other FPL programs that may benefit him. On July 7, 2009, the Advocate mailed Mr. Otero a letter requesting contact, along with 

Assistance Ootions package (see Exhibit C). To date there has been no response from Mr. Otero. 

The customer expressed a desire for the lights to stay on when a storm comes through his neighborhood . 

History: The customer has not contacted FPL regarding service interruptions during the past year. There is one interruption on record from January 1, 2008, through July 7, 
2009, that occurred on February 11 , 2008. The outage lasted one minute, and was taken to remove a hazard. There have been 8 momentary power interruptions (MPI's) during 
the past year. 

Resolution: Our efforts to contact Mr. Simpson by telephone have been unsuccessful. A letter was mailed to the customer on July 8, 2009, asking the customer to contact us 
to discuss his concerns further . 

•• F 

do 

There is no record to indicate the leaking transformer was reported to FPL by either Mr. Renneisen, or an unknown crew he stated he reported it to. 

Resolution: On June 25, 2009, an FPL representative at the FPSC hearing spoke with the customer and assured him that his concerns about the leaking transformer would 
investigated and resolved. That same day, a crew was dispatched to the location. and the transformer was replaced. An environmental crew was also on site to clean up the 

On June 3D, 2009, FPL confirmed that Mr. Renneisen was satisfied with the work that was completed on June 2 5, 2009. 
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Resolution: FPL's Externa l Affairs Department will continue to participate on the UAC and address any future concerns as needed . 

Joshua IMr. Otero indicated his employer, Memorial Regional Hospital, constructed its own power plant. He also stated he had an energy audit and felt the representative sent to his 
Otero home could not help him save energy. 

Status: 

Pending Response From 


Customer 


180 .* 
Status: 


Pending Response From 

Customer 
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South Miami Summary: The South Miami hearing was held at 4 p.m. on Thursday, June 25, 2009, in the Miami Science Museum. Fifty-six customers spoke, including five elected officials , Rep. Garcia, Rep. 
Canterra, City Commisisoner Sorenson , Town of Cutler Bay Councilman Sochin, and Village of Pinecrest Councilman Ross. Thirty-three customers (59 percent) made positive statements about FPL's quality 
of service and 10 customers (18 percent) discussed a service issue, eight of which were actionable. The remaining 13 customers (23 percent) made no mention of FPL's quality of service. 

Customer Service Concerns : 
'nce the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in South Miami. Attached is a detailed list, by transcript page number and 

with additional information regarding the concerns raised by the customer and the actions taken by FPL. 

61 

Status: 

Patricia 
Schmidt 

Complete 

Customer Comments 

speaker stated she represented a disabled person on fIXed income who received a deposit adjustment and could not afford it. 

History: On June 5, 2009, the customer, Bobby Hogan, received an adjusted deposit in the amount of $82. The deposit was adjusted from $120 to $202 due to 
slow payment record. The service was started on January 8, 2009 and during the six month history the account was paid late four times and was issued four 

notices. All bills and final notices prior to the deposit adjustment included a notice about late payment and deposit adjustments. Also on June 5, 2009, the 
received an offer to enroll on Autom~tic Bill Payment in lieu of paying the deposit, however, the offer was not accepted. On June 19, 2009 FPL enrolled 

account on the 62Plus Program, providing 31 days to pay the bill each month. 

June 25, 2009, as a courtesy, the adjusted deposit was cancelled, credited, and applied to the account's balance. In addition a $1.49 late payment charge was 
removed. The FPL Advocate provided the customer with a referral for financial assistance. 

free Home Energy Survey was offered and accepted by the customer. The customer was provided a Customer Assistance Options packet (Exhibit C), which 
includes energy conservation tips . An Energy Management Consultant (EMC) visited the location on June 26, 2009 and completed an energy survey. No 
problems were detected with the meter, The customer indicated they requested the survey for information on insulation; however, the location did not have an 

and the EMC was unable to provide an incentive rebate for insulation. The EMC discussed FPL's Budget Billing Program with the customer and enrolled the 
unt in the program, with the customer's agreement. 

On July 1, 2009, a financial commitment was received from an agency in the amount of $200.62. The Advocate followed-up with Ms. Schmidt, who indicated she 
satisfied with the help FPL has provided. 



105 

83 

Status: 

Isabel 
Ramos 

Complete 

102 

Status: 
Customer Agreed Upon 

Plan of Action 

Customer Comments 

customer stated FPL did not previously respond to her multiple requests for On Call and missed an appointment. 

History: FPL records do not reflect any previous customer reques ts for OnCall Program or any scheduled or missed appointments . 

Resolution: On June 25, 2009, a free Home Energy Survey was offered and accepted by the customer. In addition, the customer was advised an appointment would be 
scheduled with a contractor to have OnCall installed. 

n July 1, 2009, an Energ y Management Consultant (EMC) visited the location and performed an Energy Survey. No problems were detected with the meter; however, it was 
determined that there was a leak in the air conditioner and a recommendation was made to have a digital thermostat installed to better track the temperature in the home. In 
addition , the EMC reduced the temperature on the water heater. On June 29, 2009 FPL installed the On Call equ ipment, which will provide an annual credit of $101 . On July 7, 
2009, FPL followed up with Ms. Ramos and confirmed she was satisfied with the field visit and the installation of the On Call device at her home. FPL also provided Ms. Ramos 
financial assistance referral information on July 13, 2009. A $182.21 Assist commitment was received on July 21 , 2009. 

customer discussed FPL's air conditioning energy conservation recommendations. He also stated a tree was in the lines, and instead of FPL coming out to trim the trees, it 
resulted in a tree crew and a repair crew, which was at a higher cost. 

History: FPL records do not reflect any energy survey request or customer inquiry. However, FPL paid $293 toward a high energy efficiency air conditioning on December 9, 
2004. FPL records also reflect Mr Ebert is enrolled in FPL's Budget Billing Program. 

FPL records also reflect the customer contacted FPL on August 21, 2008, to request line clearance. At the time, the FPL arborist determined that no clearance was necessary. 
An outage occurred on October 28, 2008, and "hot spot" trimming was completed at that time. On May 26, 2009, another outage occurred due to a wire down caused by trees. 

Resolution: On July 9, 2009 an FPL Customer Advocate contacted Mr. Ebert and discussed his energy efficiency concerns . The Advocate reviewed FPL's recommendations 
regarding Using less air conditioning, as follows: thermostats may be adjusted to 78-80 degrees while home during the day and 80-82 degrees while sleeping. The Advocate 
clarified that FPL has never provided recommendations to cool at 70 degrees, day or night. The Advocate offered a free home energy survey, however, Mr. Ebert declined. 

FPL also followed-up with Mr. Ebert regarding his line clearing concerns. Mr. Ebert confirmed that the trees were cleared in May 2009, but he expressed a concern about some 
branches touching the neutral line. The representative agreed to further investigate to determine if any further action is needed. Mr. Ebert was satisfied, and will be notified of 
the results of the investigation scheduled for completion by July 24, 2009, barring any unforeseen circumstances. 

Councilman IThe Councilman expressed concern over the routing of the new transmission Jines in his area, and the effect it would have on the trees planted by the Village of Pinecrest 
Bob Ross 

Status: 
Complete 

and/or volunteers . 

History: FPL's External Affa irs , and Governmental Account Manager, have provided information to Councilman Ross on numerous occasions regarding the new transmission 
line route. Counci lman Ross has also attended FPL "Open House" sessions that were held regarding this matter. 

Resolution: The Governmental Account Manager and External Affairs Manager will continue to address any concerns raised by Councilman Ross and/or the citizens of the 
Village of Pinecrest. 
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108 	 Ms. Harter stated she previously had an energy survey at her home but her bill did not reflect any reductions. 

History: FPL records reflect a free home energy survey was conducted at Ms. Harter's residence on July 27,1999. At that time, three air conditioning incentive 
Complete 	 rebates were issued. On November 16, 1999, FPL paid $992 toward the customer's new energy efficient air conditioners. FPL provided further help when $120 


was paid on February 5,2004 toward another energy efficient air conditioner. FPL records do not reflect any recent inquiries from Ms. Harter regarding energy 

conservation or the amount of her bills. 


Resolution: On June 25, 2009 FPL Customer Advocate Supervisor approached Ms. Harter and asked if she would like another energy survey for her home and/or business. 
She said she has a home that was built in the 1950s with three air conditioners. The way the home is set up it is very difficult to install any energy conservation measures. 
is no ceiling insulation and it cannot be installed in the home, however, insulation has been installed under the roof tiles as a remedy. Ms. Harter declined another home energy 
survey, but will contact the supervisor later should she decide to have one completed for her home and/or business. The supervisor provided Ms. Harter with her business card 
and direct telephone number. 

156 JUkdY ·tz IThe customer stated she had a pole with a wire that prevents her from driving into her driveway. 
Hess OWl 

Status: History: There is no record of any prior contact from the customer regarding this matter. 
In-Progress 

Resolution: The customer spoke with an FPL representative that was on-site at the South Miami FPSC hearing. The representative assured the customer that her concerns 
regarding the guy wire would be investigated, and she would be contacted with the results. FPL's field investigation revealed that the guy wire is located in the right-of-way, not 
on the customer's property. The guy wire would not interfere with entering the customer's driveway as it is located a minimum of 15 to 20 feet from her driveway. On July 16, 
2009, an FPL representative contacted the customer and advised her of the results of our investigation . The customer questioned what alternative she would have should she 

to install a circular driveway. The representative advised the customer that he would have the Service Center further investigate available alternatives, and get back with 
her. 

K th E IThe customer was concerned that on June 23, 2009, she experienced an outage and property damage. When she contacted FPL about the problem, her account was 
162 a y mery "inactive". She was also concerned about backbilling at that address as well as another address. 

Status: History: FPL records indicate the account at 1051 N.E. 90 Street was in the name of Alvin Combs and was disconnected for non-payment of $2,088.06 on March 11, 2009. 
Complete 	 that time, Ms. Emery requested the account be established in her name. However, the final bill was unpaid (the property is jointly owned) and the order was cancelled, thus 

resulting in an "inactive" account. On June 23, 2009 FPL disconnected the meter for unauthorized usage. On June 24, 2009 Ms. Emery spoke to FPL and an account was 
established in her name; the meter was reconnected the same day. 

the same address, the disconnection on March 11, 2009 was the result of non payment of a backbilling issued for a defective meter which also had evidence of prior meter 
tampering. On August 25, 2008 the account was backbilled $3,387.87 for the billing period ending August 20, 2007-July 21, 2008. As a courtesy, payment arrangements were 
established twice, each for 24 months. Both arrangements defaulted due to late payment, resulting In the disconnection. FPL records also reflect on August 28, 2008 the 
customer stated a concern with the amount of the backbilling since the property was vacant for part of the 12-month period. FPL requested water bills to reflect the time the 
house was vacant, however, the bills were not provided. 

FPL records also reflect that an account in the name of Alvin Combs at 1260 N.E. 91 Street was backbilled $1,070.81 on December 9, 2008 due to a defective meter. Based on 
information provided by the customer, as a courtesy, the backbilling was cancelled on March 13, 2009. 

Resolution: On July 2, 2009 Ms. Emery explained she found a tripped breaker and re-checked her appliances. There was no damage and no need to file any property 
1t1~mage claim. As a courtesy, on June 26,2009 FPL agreed to remove six months of the backbilling for 1051 N.E. 90 Street, resulting in an adjustment of $1 ,974.24, reducing 

back billed amount to $1 ,413.63. FPL also confirmed with the customer the backbilling issued at 1260 N.E. 91 Street had been removed in March. Ms. Emery stated she 
pleased with FPL's response and is satisfied. 
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Transcript 
Page No. 

180 

Customer 

Edward 
Suddrell 

Customer Comments 

The customer stated he had a concern with FPL's billing practices or double billing practices. 

Status: 
Pending Response from 

Customer 

History: FPL records show in the past FPL has provided energy efficiency assistance to the entire building Mr. Suddrelilives in by installing ceiling insulation and testing the 
air conditioning duct system . Mr. Suddrell is enrolled in FPL's Budget Billing and 62Plus Programs. FPL records also reflect on December 18,2008, the customer contacted 
FPL with a high bill concern . A phone energy survey was completed and the customer was satisfied at that time. On May 15, 2009 Mr. Suddrell contacted FPL again about the 
amount of his bill . The customer indicated he felt someone was tapping into his meter. Mr. Suddrell spoke with an FPL Account Supervisor, who assisted the customer perform 
a breaker test. The test confirmed the meter was only registering his usage and no one else's . In addition, on May 15, 2009, FPL provided a financial assistance referral to Mr. 
Suddrell so he could receive help with his electric bill . 

Resolution: From June 25 through June 29, 2009, several unsuccessful attempts were made to contact the customer. On June 29, 2009, a letter mailed via overnight delivery 
requested contact with an FPL Advocate and offered a Home Energy Survey. As a courtesy. a payment extension was also established. To date, the customer has not 
responded . 
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Miami Gardens Summary: The Miami Gardens hearing was held at 10:30 a.m. on Friday, June 26, 2009, in the North Dade Regional Library. Thirty-five customers spoke, including one elected official , Rep. 

Bush. Eighteen customers (51 percent) made positive statements about FPL's quality of service and five customers (14 percent) discussed a service issue. The remaining 12 customers (34 percent) made 

no mention of FPL's quality of service. 


Customer Service Concerns: 

Since the service hearing, the company has worked with all of the customers who appeared and expressed service-related concerns in Miami Gardens. Attached is a detailed list, by transcript page number 

and name, with additional information regarding the concerns raised by the customer and the actions taken by FPL. 


Exhibit A outlines all customers who spoke in Miami Gardens. 


Customer. Comments 

L. d E f rd 'v., "'''' the customer made positive comments about FPL's service, she expressed an interest in knowing how many Miami-Dade county residents are employed by FPL. In 

,pleased to learn about the many families who have been helped as a result of this program. A 2008 Customer Assistance Annual Report (Exhibit D) was also mailed to Ms. 
Eaford, as well as a Customer Assistance Options packet (see Exhibit C). Ms. Eaford will contact the Advocate should she wish to enroll in any FPL programs. 

Richard IThe customer expressed a concern that in Miami Shores, a community located in the central area of northeast Miami-Dade County, calls were made to trim trees before the 
Mason hurricane, but the trees were not trimmed. 

Status: History: FPL records do not reflect any prior contact from the customer regarding tree trimming. 

Complete 
Resolution: On July 1, 2009, an FPL representative contacted Mr. Mason, at which time he informed the representative that he did not express any concerns regarding line 
clearance. No further action required . 
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In a a 0 

Status: 
Complete 

addition, the customer inquired about how much money FPL has collected from customers who have contributed to FPL via a separate section on their electric bill . 

History: FPL currently employs approximately 3,983 individuals in Miami-Dade County. 

While there is no option on the bill statement to provide monetary gifts to FPL, FPL's Care to Share program is located on the bill statement. This allows customers to make 
donations to others who are in a crisis situation. 

Care To Share was created in 1994 to provide emergency assistance to customers in crisis who are unable to pay their electric bills. Since that time, the program has helped 
approximately 55,000 Florida families. Voluntary contributions have totaled more than $11.4 million through 2008. These funds come from FPL customers, FPL employees and 
FPL corporate contributions. In 2009, for the fourth straight year, FPL Group's shareholders are contributing $1 million to Care To Share. All contributions are used to help 
families in need, and are administered through nonprofit organizations. 

Resolution: Several telephone calls and voice mail messages were left for the customer, as well as a letter sent requesting contact and providing the FPL Advocate's name 
direct telephone number. On July 14, 2009 an FPL Advocate spoke with Ms. Eaford and diSCUssed the bill statement and FPL's Care to Share Program. Ms. Eaford was 



117 
Wendell 
James 

customer was concerned with street lights, and trees growing into the transformers. 

Status: History: The customer did not contact FPL regarding these issues. 
Complete 

Resolution: On June 29, 2009, a Production Lead spoke with Mr. James regarding his street light concern. The light was operative, but was being fed from a temporary 
source. The Lead advised the customer that the street light repairs would be completed by July 13, 2009, barring any unforeseen circumstances. The work was completed on 
July 10, 2009. On June 30,2009, an FPL arborist contacted the customer to discuss his line clearance concerns. The customer was advised that the trees had been inspected, 
and line clearance would be completed by July 31 , 2009. On July 16, 2009, the tree trimming was completed. An FPL arborist advised Mr. James, and confirmed he is satisfied. 

130 I Pat Lightfoot IThe customer states she was concerned with outages, deposits, and high bills. 

Status: History: During the past 12 months, the customer has experienced one sustained service interruption, and 12 momentary power interruptions (MPls). The outage occurred on 
Complete October 31,2008, due to a wire down. Service was restored within four hours and 13 minutes after tree trimming was completed. FPL records also reflect that a Thermovision 

inspection and line clearance was completed on the main lines serving the customer's area. 

FPL records also reflect on April 30, 2008 the customer's deposit was adjusted to $271 after several late payments had been received on the account. At that time, the 
customer was offered a deposit waiver if the account was enrolled in Automatic Bill Payment (ABP). All bills and final notices prior to the deposit adjustment included a notice 
about late payment and deposit adjustments. On June 6, 2008, Ms. Lightfoot contacted the FPSC regarding the adjusted deposit and complaint 781495E was filed. Also on that 
day, Ms. Lightfoot enrolled in FPL's ABP program and the deposit was cancelled. The matter was resolved in three days under the Customer Complaints rule. 

On May 14, 2007 a free home energy survey was completed and a ceiling insulation Watt Saver certificate was issued. On May 30,2007 FPL paid $300 toward the customer's 
ceiling insulation. Prior to that, in 1998 FPL paid a total of $302 toward duct repairs and ceiling insulation. Ms. Lightfoot's account is currently enrolled in On Call; to date she 
saved $482. The monthly electric bills over the past 12 months have ranged from $256 to $513; the average bill amount was $359. 

Resolution: On June 26,2009, FPL spoke with the customer about line clearance in her area. On June 30, 2009, an FPL arborist advised the customer that the trees had 
been inspected, and line clearance in the rear of her residence would be completed by the end of July 2009. On July 16, 2009, the tree trimming was completed. An FPL 
arborist advised the customer, and confirmed that the customer is satisfied. 

Also on June 26, 2009, the customer was offered the option of having the ABP discontinued without having to pay the deposit. However, the customer indicated she wanted to 
remain on ABP. In addition, a High Bill Investigation (HBI) was offered and accepted by the customer. 

On July 1,2009, an Energy Management Consultant (EMC) visited the location and competed a home energy survey and HBI. No problems were found with the meter; 
however, the customer indicated they have the air conditioner set at 74 degrees all day and a spa which runs continuously. The EMC provided tips on the air conditioner 
thermostat setting and recommended turning off the spa when not in use. A meter test was offered and declined by the customer. Energy conservation tips were discussed and 
the customer appreciated FPL's help. 
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135 customer was concerned with poles, momentary power interruptions, and trees interfering with the lines. 

Status: 

Customer Agreed Upon 


Plan of Action 


FPL records do not reflect contact from the customer regarding tree trimming or service reliability in her area. In addition, FPL records do not reflect any sustained 
I outages during the past 12 months. There were five momentary power interruptions (MPls) within the last 12 months, one of which was caused by lightning. 

Resolution: An FPL representative at the Miami Gardens hearing spoke with the customer on site. She was concerned with MPls which she felt were being caused by trees, 
one pole in her area. stating facilities needed to be transferred to a new pole so the old pole could be removed. On July 8, 2009, an FPL arborist met with the customer and 

Iconducted a visual inspection of the tree conditions in the area. The customer was advised tree trimming along the power lines has been scheduled to be completed by July 17, 
barring any unforeseen circumstances. 

July 10, 2009, an FPL representative contacted the customer and advised her that an inspection of the pole in question has been scheduled to be completed by July 15, 

2009. The customer is satisfied with FPL's response and the action plan provided. 


Gladys 
137 Maloy 

Galimore 

Status: 
Customer Agreed Upon 

Plan of Action 

The customer was concerned about outages, a solar water heating system she previously had at her home, and energy efficiency. 

History: FPL's records reflect seven sustained outages within the last 12 months. The first outage occurred on August 15. 2008, due to an animal making contact with the 
line. The power was restored by refusing the lateral in one hour and 25 minutes. The second, third and fourth outages occurred on August 15, August 16 and August 23, 2008, 
and those outages were restored when the lateral line was refused. The power was out for a total of six hours and nine minutes. The fifth outage occurred on January 21, 2009. 
and was restored four hours and 21 minutes later by replacing a damaged jumper. The sixth outage occurred on May 23, 2009, and was restored in 53 minutes after the lateral 
was refused. The seventh outage occurred on June 23, 2009, was restored in 41 minutes after a branch was cleared from the feeder. 

FPL records do not reflect any previous contact regarding energy efficiency or a request for a home energy survey. However, the account is enrolled in FPL's Budget Billing 
program and the customer's current average bill is $249. 

Resolution: The customer's feeder is scheduled for trimming by year-end 2009, barring any unforeseen circumstances. In July 2009, a patrol of the customer's lateral was 
completed . The lines were clear of vegetation , and no equipment deficiencies were identified. The customer resides at the end of a long lateral line, and in an effort to lessen 
the interruptions she experiences and eliminate future fuse sizing issues, a work order has been generated to shift the load of three transformers at the beginning of the lateral 
to an alternate phase on the feeder. This work is scheduled to be completed by September 25, 2009, barring any unforeseen circumstances. On July 13, 2009, the customer 
was advised of FPL's action plan, and she is satisfied. 

June 26, 2009 the customer advised FPL the solar water panels did not involve FPL and was done independently and she had no further need to dicuss the matter. A free 
home energy survey was offered and an appointment was arranged. On July 8,2009 an Energy Management Consultant (EMC) visited the location and performed an energy 
survey. A load test was conducted and no problems were found with the meter or the customer's equipment. However, it was determined that the customer had no inSUlation in 
the attic and a rebate incentive was issued for $300, along with a list of Participating Contractors. On July 13, 2009 the FPL Advocate left a message for the customer to follow­
up on the insulation and confirm her satisfaction . 
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Exhibit A - Summary of Speakers at the Hearings 

2009 Quality of Service Hearings - SARASOTA 

Order # First Name Last Name Tone on Quality of Service 
1 Doug Holder No comment 
2 Keith Fitzgerald No comment 
3 Commissioner Thaxton No comment 
4 Dick Clapp No comment 

Sheila Jerrom Positive 
6 Helen Keller Positive 
7 Steven Block Positive 
8 Mara Routh Positive 
9 John Roseboom Positive 

Monica Kennedy No comment 
11 Jim Johnson Positive 
12 Doug Heinlen Positive 
13 Carol Lang Positive 
14 Gayle Reynolds No comment 

George McGonagili Positive 
16 Jim Lampl No comment 
17 Val Gratias Negative 
18 Daniel Blankenship Positive 
19 Erin McLeod No comment 

Wayne Sallade Positive 
21 Kelly Kirschner Positive 
22 Max Clark Positive 
23 Gary Nelson No comment 
24 Tom Houser No comment 

Mel Klein Positive 
26 Ann Willcox Positive 
27 Dave Rossin Positive 
28 David Bailey Positive 
29 Mel Thomas Positive 

William Christie Positive 
31 Dan Logan Positive 
32 Leanne Chung Positive 
33 Ella Kennedy Negative 
34 Charles Looney No comment 

Bryan St. Laurent Positive 
36 Paul Hartman Positive 
37 Mike Evans Positive 
38 Sam Horton Negative 
*39 Russ Martin No comment 

John Hendricks No comment 
41 Mary Sheppard No comment 
42 Jerry Koontz Positive 
43 Mitch Mallett Negative 
44 Mandy Hines Positive 

Marsha Oldinski No comment 
46 Brian Hall Positive 
47 Cecy Glenn Positive 
48 Betsy Banak Positive 

* See Background Section Page 1 of 9 



Exhibit A - Summary of Speakers at the Hearings 

2009 Quality of Service Hearings - FT. MYERS 

Order # First Name Last Name Tone on Quality of Service 
1 Dan BerQstresser Positive 
2 John Keifer Positive 
3 Bobbi Stage Positive 
4 Jim Delony No comment 
5 Molly Bundy Positive 
6 Karen Childress Positive 
7 Frank and Don Balogh and MorQan No comment 
8 Tracy Whirls No comment 
9 Wendell . Taylor Positive 
10 Mat / Steve Holiday / Nice Positive 
11 Mel Fisher Positive 
12 Myra Walters No comment 
13 Lou Pontius Positive 
14 Clark Hill Positive 
15 Andrea Rousseau Positive 
16 Susan Mcmanus No comment 
17 Jim Collier Positive 
18 Cheryl Anderson No comment 
19 Martha Kebhart Positive 
20 Jack Pointer Positive 
21 Peter Dys Positive 
22 Jeffrey Holbrook Positive 
23 George Brondsema Positive 
24 Clark Dahlgren No comment 
*25 Jack Wilson No comment 
26 Re~gie Snell Positive 
27 Terry Elder No comment 
28 Carol Dunekirchen No comment 
29 Erik Leitzes Positive 
30 Steve Tirey Positive 
31 Francine Stevens Negative 
32 Jim Stevens No comment 
33 Joyce Gardener No comment 
34 Dorlene Little Positive 
35 Paul Andresen Negative 
36 Bob Krasowski No comment 
37 Jane Krasowski Negative 
38 Helen Hicks - Wiley Positive 
39 Richard Purcell Negative 
40 Victor Anthony Luna No comment 
41 Elizabeth Tetreault Positive 

*See Background Section Page 2 of 9 
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Exhibit A - Summary of Speakers at the Hearings 

2009 Quality of Service Hearings - DAYTONA BEACH 

Order# First Name Last Name Tone on Quality of Service 
1 Joseph Yarbrough No comment 
2 John J. Nicholson No comment 
3 Lowell H. Wynn Positive 
4 Colette Valles Positive 

Doug Littleton No comment 
6 Gregory Taylor Negative 
7 Karen Card Positive 
8 Sue Thompson Positive 
9 Geneva Wynter Negative 

Thomas Brown No comment 
11 Frank Spalla No comment 
12 Harley Hoffman No comment 
13 Tony Welch Positive 
14 Liz Taylor Positive 

Bill Ternent Positive 
16 Ron Nowviskie Positive 
17 Nick Sacia Positive 
18 Shannon Hay Positive 
19 Bernard McRay No comment 

Robert Rickets No comment 
21 Betty Browning No comment 
22 Charlie Craig Positive 
23 Kevin Kilian Positive 
24 Jane Fifer Positive 

Karen Jans Positive 
26 Nadine Anderson Positive 
27 Jim Tobin Positive 
28 Betty Powers No comment 
29 Jim Petrock Positive 

Sherry Hudson Positive 
31 Norma Jean Guida No comment 
32 Gwen Azama-Edwards Positive 
33 Ben Meek No comment 

Page 3 of9 



Exhibit A - Summary of Speakers at the Hearings 

·See Background Section Page 4 of 9 




"'See Background Section Page 5 of 9 



Exhibit A - Summary of Speakers at the Hearings 

Page 6 of 9 




Page 7 of 9 




Exhibit A - Summary of Speakers at the Hearings 

Page 8 of 9 




Exhibit A - Summary of Speakers at the Hearings 

d 

no comment 

Negative 

Brenneman (*2nd 
Negative*50 Bunnie 

Testimo 

*See Background Section Page 9 of 9 



Exhibit B 



Exhibit B - List ofElected Officials Who Attended the Service Hearings 

Name Title Governing Body Address/Phone Number 
Doug Holder Representative Florida House of 

Representatives 
8486 S. Tamiami Trail 
Sarasota, FL 34238 
941-918-4028 

Keith Fitzgerald Representative Florida House of 
Representatives 

1660 Ringling Blvd., Suite 310 
Sarasota, FL 34236 
941-955-8077 

Jon Thaxton Chairman Sarasota County 
Commission 

1660 Ringling Blvd 
Sarasota, FL 34236 
941-861-5344 

Dick Clapp Mayor City of Sarasota 1565 1 st Street, Rm 101 
Sarasota, FL 34236 
941-954-4115 

Kelly Kirschner Vice Mayor City of Sarasota 1565 1 st Street, Rm 101 
Sarasota, FL 34236 
941-954-4115 

Dwayne Taylor Representative Florida House of 
Representatives 

732 Orange Avenue 
Daytona Beach, FL 32114 
(386) 239-6202 

Evelyn Lynn Senator Florida Senate 536 N. Halifax Ave., Suite 101 
Daytona Beach. FL 32118 
(386) 238-3180 

Edith Miller On behalf of 
Representative 
Dorothy Hukill 

Florida House of 
Representatives 

1398 Dunlawton Ave., Suite 1-A 
Port Orange, FL 32127 
(386) 322-5111 

Daniel 
Comerford 

Vice Mayor Town of Jupiter Inlet Colony 1 Colony Rd. 
Jupiter Inlet Colony, FL 33469 
561-746-3787 

Charles Falcone Mayor Town of Jupiter Island 2 SE Bridge Rd. 
Hobe Sound, FL 33455 
772-545-0100 

Franklin Sands Representative Florida House of 
Representatives 

IMACS Office Center 
7487 NW 4th St. 
Plantation, FL 33317 
(954) 424-6800 

Gwendolyn 
Clarke Reed 

Representative Florida House of 
Representatives 

Pompano Beach City Hall 
100 W. Atlantic Blvd. 
Pompano Beach, FL 33060-6099 
954-786-4848 

Joy Cooper Mayor City of Hallandale Beach 400 S. Federal Highway 
Hallandale Beach, FL 33009 
954-457-1318 

Donald Rosen Deputy Mayor City of Sunrise 10770 W. Oakland Park Blvd. 
Sunrise, FL 33351 
954-746-3250 
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Exhibit B - List ofElected Officials Who Attended the Service Hearings 

Name Title Governing Body Address/Phone Number 

Carlos Lopez-
Cantera 

Representative Florida House of 
Representatives 

2300 Coral Way 
Suite 111 
Miami, FL 33145 
305-442-6877 

Ernest Sochin Councilmember Town of Cutler Bay 10720 Caribbean Blvd. 
Suite 105 
Cutler Bay, FL 33189 
305-234-4262 

Katy Sorenson County 
Commissioner 

Miami-Dade County Stephen P. Clark Center 
111 N.W. 1st Street, Suite 220 
Miami, Florida 33128 
(305) 375-5218 

Bob Ross Councilman Pinecrest Village 12645 Pinecrest Parkway 
Pinecrest, FL 33156 
305-234-2121 

James Bush Representative Florida House of 
Representatives 

Regions Bank Bldg. 
3550 Biscayne Blvd. 
Suite 309 
Miami, FL 33137 
305-571-2100 

Richard Kaplan Mayor City of Lauderhill City Hall 
3800 Inverrary Blvd., #301 
Lauderhill, FL 33319 
954-730-3016 

Howard Berger City 
Commissioner 

City of Lauderhill City Hall 
3800 Inverrary Blvd. 
Lauderhill, FL 33319 
954-730-2976 

Page 2 of2 



Exhibit C 



Exhibit C - Customer Assistance Options 

Customer Assistance Options 
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Exhibit C - Customer Assistance Options 

To maximize control over your electric bill, follow the tips in bolt!. 
These are especially Iiseful when summer heat arrives, because 
air conditioning usage is a large part of what drives up your bill. 
Because every little bit helps, other useful tips are provided that 
can also help you reduce your energy usage. 

To use Jess air conditioning 
• 	Adjust your thermostat: 


- Set the thermostat at 78°_ BO° while you are home. 

- Set the thermostat to 80°- 82° while you are slee~llIg. 


• 	If you have acentral air conditioner, use a programmable 

thermostat to adjust temperature automatically .alld 

maximize your energy savings. 


• 	Turn off your air conditioner: 

- When you leave your home for the entire day. 

- When afan is enough to make you comfortable. 

- On acool day when you can ollen the windows. 


• 	Perform basic ma intenaoce: 
- Clean or replace air conditioning filters monthly. 
- Clean the coil on an outdoor air conditioning unit every year. 
- Caulk, weatherstrip or block gaps around doors and windows 

to stop air lenlls. 

Otller major energy savers 
• 	Turn fans off whenever you leave II room or when you are 

not home. 

• 	Clean the lint filter on your dryer before every load. 

• 	Use the auto sensor function on your dryer, If II has one, 
to avoid over-drying your clothes. 

• 	If you have apool, limit the time you rUIl your 11001 pump: 
- Summer: no more than six hours a day. 
- Winter: no more than four hours aday. 

• 	SIlO! down your computer and turn off the monitor when your 
session is over. 

• 	Use vent fans in your kitchen and bathroom only when necessary. 
• 	Fill open space in freezer with water jugs or bags of ice, so the 

refrigerator doesn't have to worll as hard. 

• 	Many electronic devices continue to draw power even when they 
are not In use. So, consider either plugging these devices into a 
power strip with an on/off button, or unplugging items when not 
in use. This includes: 
-	 TVs (Larger and plasma TVs use 1110re electricity and produce 

more heat, which makes your NC operate 1Il0re.) 

- Stereos 

- DVD and DVR systems 

- Chargers for celJ phones and portable electronics 


Caution: shutting some items off may require reprogramming. 

To IJse less hot water 
• 	Do not pre-rinse dishes before you place them in tho 


dishwasher. 


• 	Wash laundry In cold water and adjust the water lavel to 

match the size of the load. 


• 	Take sllort showers rather than baths. 
. 	 : l 

,; .Fix any leaky faucets. 

• 	Reduce the temperature on your water heater to 120°. 

To reduce lighting costs 
• 	Replace old light bulbs in your home which burn out most 

frequently with screw-in com pact fluorescent bulbs. 

• 	Turn lights out whenever you leave a room. 

To reduce cooking costs 
• 	Use amicrowave, toaster oven or barbecue grill instead of a 

regular oven when possible. They use less electricity and add 
less heat to your kitchen, which reduces the impact on your NC. 

• 	Cover the pot when you boil water; it will boil more quickly. 
• 	Use your oven's self-cleaning cycle only for major clearling. 

Start the cleaning cycle immediately after coolling, while the 
oven is still hot. 

Visit www.FPL.com/SavingsToolkit to take afree Online Home 
Energy Survey and to learn about more programs and tools to help 
manage energy use. 

Page 2 of8 
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Exhibit C - Customer Assistance Options 

Bill Amount Depends On: 
• The weather. That's because heating and cooling your home takes more 

electricity than anything else. 
• The size, age and type of your home. 
• The number of people that live in your home. 
• The number of appliances and electronic devices you have. 

Home Energy Survey 
• 	Whether you rent or emn, the Home Energy Survey is an easy and convenient 

way to get expert analysis of your home's energy use along with specific Ylays 
to save. 

• Call 1-800-342-5375 to schedule afree home energy survey. 
• Additional survey options include: 

- Phone Energy Survey, call 1-800-347-3132 
- Online Home Energy Survey (in English and Spanish) at FPL.cDm/ohes. 

• Call 1-800-342-5375 to schedule afree home energy survey.· 

Duct System Test And Repair 
• Two-thirds of all homes have leaky ducts. . 
• leakyducts can cause your electric bill to go up. 
• M FPl representative can visit your home and test lor leaky duels: 

- For single family detached homes, the diagnostic test costs $30 
- For attached, manulaclured and mobile homes, the visual test is free. 

• 	FPl offers arebate to help cover the cost of repailS: 
- For single 'ami~ detached homes, each unit can Qualify for up to a$154 incenlive 
- For a"ached. manufactured and mobile homes, each unit can Quality for up 

to a$60 incentive. 

Air Conditioning 
• FPL provides $25 (administered through social service agendes) toward the 

purchase of ahigh-efficiency room air conditioner. 
• 	If you need to replace your central ai, conditioning unit, FPl offers an incentive 

for the installation of energy-efficient units. For smaller units, the incentive 
may range from $125 to $545. The contlactorwilf automatical~ deduct the 
incentive lrom the final cost 01 the air cooditioning unil 

• 	For the installation, FPL provides alisl of FPl participating independent 
contractors who have received good revi~s from OUI customers. 

Ceiling Insulation 
• Adding insulation to your home can reduce heating and cooling 
· .costs, especial~ if YOUI home was built before 1982. 
• When you upgrade to R-19 insulatioo, FPl provides up to a$300 incentive. 
• Call 1-800-342-5375 for more information. 

:' '';: '.0', '',.': :':':~ . ::', "· : · ~)~. ·:t·. :.· , .:r!:·;I;'(!.~''>. , .. ; .. ,(1.,'. FPL.. -
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Exhibit C - Customer Assistance Options 

Understanding Your Bm 
• fPL reads your meter every month. 
• If FPlcan't accessyour meter,fPI. issues an estimated b~1. The next time fPI. 

obtains an actual meter reading, the bill is adjusted eijher up or down. 
• 	fPl bills}(>u lor the amount of electricity you use, general~cmra 

3(}-day period. 
• 	 '(00 have 21 dar.>, or three weeks, to pay)'Our bill. unless you're on the 

fPl62P1us program. 
• If the bill Is not paid by the due date, FPI. mails}OO afinal notice 

'Mill at least seven additiooal dal'S to pay.----..-.~--. -" ~ , . --_. ­
Did you

kn ow? Customers receive a20 percent savings on 
th eir first 1,000 kilowatt-hours of electricity used. This 
rewards customers with smaller households and also those 
who conserve energy. 

'---------~------------.-----.-------.-----# 

Understanding Your Deposit 
• 	86;ause electricity Is used before customers pay I()( it, Florida law states that 


util~ies can assess atwo-month deposIT. 

• 	Deposits are similar to asecurity deposrt for rental housing. 
• 	If bills are not paid on time. customers may be bille<l an additional deposrt. 
• 	Util~ies may charge additional deposits when: 


- The customer's bill payment is lale and 


- The customets depos~ Is less than the a\\'fage IIIIl mooths usage based on their 
OM) eI1e1gy coosumption. 

Didln~~? D:a~rururned In IU;I~I::-J 

Bpercent Interest .after 23~D.~~ of p~~Ptpa~e~-.J 

Guarantee/Guarantor Program 
• The Guarantw'Guarantur Program is available as an alternative to a 

cash deposit 
• Acustomer requesting this deposit a~emaWe is referred to as the guarantee. 
• 	To ensure deposij coverage, the guarantee may enlist afami~ member (J( 

friend koown as the guarantor, someone who agrees to provide payment 
security it the guarantee should default in payment. 

• The guaranlor must meet certain criteria. including signing acontract 
along with the guarantee. 

• 	Contact fPL Customer Care Center at 1-800-226-3545 to learn mora about 
the Guarantw'Guarantor Program. 

Did you
know? Over 450,000 FPL customers now receive 

their bills online. If you have an active e-mail address you 
can make the switch too by enrolling In FPL E-Mail BilfI!. 
You get the same bill detail and monthly newsletter you 
now receive by mail. Plus, you will receive e-mail due data 
reminders and have 24fl access to your account To learn 
more and enroll today, visit FPLconv'eblll----..~----------~--.---' 

-
!::'~"'." Xi,,~·:,}."H Iff", S' I~}.'·O .'c ;!~.;(M,r :!fl.~i; {ol ,';r:','/,'.)fL.F ... ~J ,ll;Y ti~·\, ...; /U;r.:)-' .1.' :J.',l 
i ~ I'):' .~:I~tll1'll.r "::(':Ji;·f.I.. ·~·f:.'!. l/I} ':t:(".~·!:~·;,; ',', ,I.':r;o :./I~' i.1 1I1 !=t1 ,',I,r!;1,( I=PL. 
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If you need to pay your FPL bill right 
away choose: 

FPl Pay By Phone" 
• lVhen)mJ pay~r bill by phone, thet'e is no charge and yOll can rest 


assured that the payment from your checking account is processed 

on time through our secure connection. 


• To use this free selVice, call in your FPl payment 24-hours aday for instant 
posting to your FPL account Call 1·800·226-5885. 

FPl Pay Online~ 
• wnen you pay your bill online,there is no charge and you can rest 

assured that the payment from your checking account is processed 
on time through our secure connection. 

• For more information, visit FPLcomlpayment. 

CreditIDebit Card Payment 
• Pay your bill with acredtt card or debit card by using Wesrem Union\\) Speedpaf. 
• Your payment will be posted within minutes,confirmation is immediate and 

all of your personal information is safe and secure. 
• Call Western Union toll-free at 1-800·979-3961 orvisit FPL.comfpaycard. 
• Afee will app~. 

Pay In Person 
• To locate the nearest pay agent, call 1·800-226·5885. 
• Afee may app~. 

FPL offers many other convenient ways to 
pay your bill: 

FPl Automatic Bill Pat 
• 	Your electIic bill is paid automatical~ fNery month; that's because your 

payment is withdrawn on time from your bank account according to the 
schedule you select. 

• You still receive amonthly statement for rfNiew and record keeping. 
• You save time, postage and check writing. 
• For mOle information, visit FPl.com/autopayorcaII1-80D-226-5885. 

Mail 
• YOII can mail acheck or money order. Please include your FPL account number. 
• Mail your payment to: 

FPl 
General Mail Facility 
Miami,Fl33188·QOOI 

• Please allow time for postal delivery by the due date. 

:.: j!r:':i::,~;i' !;·IL\: ! ·;t.:- ~ :'~ ·' t." ~ " ., r~ • . ::,}: .'~ ': .:.'. I,il ,,!. FPL.. -
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FPl On CaW 
• On Call is an easy way to lower your electnc bill. 
• 	By going "On Call," you let FPL occasional~ cycle off select major appliances 

for short periods of time, only when absolutely necessal}'. 
• 	You receive acredit on your electric bill evel}' month (save more than $100 

ayear) even it the program is never activated. 
• To find out more,call 1-800-342-5315. 

fPl Budget Bii hn~f 
• Most of us use more energy to keep cool in the summer and that Impacts 

your bill. 
• 	To prevent large month-to-mooth fluctuations in your bill, you can sign up for 

the FPl Budget Billing'!' program. 
• Budget Billing evens out your energy costs throughout the year, so you pay 

about the same amount each month. 
• While it is not asavings plan, Budget Billing makes it is easier to manage 

your monthly expenses because you'll have asteady bill payment 
year-round. 

• For more information, visit FPL.com/resbb, or call 1-800-342-5375. 

:,.r..:' .~ ': ;'!.'J':;!, ':' ::,:' '-(I' "' ,i'i ',! ::' ::""i:!!' .1.';• .'.' :i'- r:/ :,.' c}!'!:',·.: .'. ,· It : !;,!.: i1 :".'~ : . :~ :·:,i,",·: 
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fPl fJ2Plus 
• 	FPL 62Plus Is for residential customers receiving Social Security, disability 

or government payments and receipt of these payments doesn't line up with 
the FPl bill due date. 

• 	FPL 62P1us aUows one full month to pay after the bill is issued, regardless 
of when the benefit check is received. 

• 	For more information, vistt FPl.comlS2plus, or call 1-800-342-5375. 

FPl Friendly Heminder" 
• 	FPl. Friendly Reminder is afree service for customers who live alone 

or have alanguage or read ing difficulty. 
• 	FPl Friendly Reminder creates abuddy system to help remind acustomer 

that their electric bill payment is past due. 
• 	The customer's buddy can be arelative, friend, caregiver, neighbor, 

clergyman, social worller or trustee. 
• 	The customer can designate the buddy to receive notification of any final 

notices that result from past due bills. 
• The buddy is not responsible for pa~ng the bill, just for reminding 

you to pay your bill. 
• 	For more information, vistt FPl.com/remind, or call 1-800-342-5375. 

fj 
FPL. 

tl allt R I~CllOjAY. [ \' P(TH[Ff IMIl TOUOii"i'OW.­
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Exhibit C - Customer Assistance Options 

FPl Care To Share~ 
• Helps customers in need avoid losing their electric sesvice. 
• 	Funds come from voluntary cootributions from FPL customers, shareholders 

and emplet,'eeS as well as corporate contributions from FPL. 
• 	One hundred percent of the funds collected are used by FPL partner agencies 

to prwide energy assistance for customers in need. 
• 	Provides assistance for electric service once in a12-month period 

per household. 
• Online, visit FPl.comlc2s, then click on FPl partner agencies,or call the 

number on ~ur electric bill. 

ASSIST 
• 	Offers emergency payment assistance to eligible customers from our agency 

paltners, including state government, community action agencies, non-profits 
and other social seNice organizations. 

• 	Customers receive assistance toward their electric bill if they meet qua tOying 
criteria. Criteria may vary by agenc.y and we of funding available. 

• Call the number on your electric bill for more informalion. 

-,,": _ . • • • "" 0 ,.

Quick " < ..·· " : ..... . ~: . >:; : '. ' 

.	.....:. 1ip: ~Istance resources may be/imned, unavailable on . 
occasion and vary from county to county. Agencies may require 
proof of/neoms and other Information. . . 

AWARE (Always Watching 
for At-Risk Elders) 
• 	If ~u or someone you know is an elder suffering from physical, emotional 

and mental distress, there is help. 
• 	FPt. has trained fts field empl~ to identify elders shawing Signs of being 

at-risk. 
• FPt. field emp/o,oees refer at-risk persons to human seNice agencies that may 

provide the help they need. 

-
I':,: :-".' "'-.~ '.!:.:,' ,'!: ' . ': ",':",: Ii" ! . . , '.!, .'., .,.'!~'-: -;' ·;,.'t-:',."i,' r!:',,: ':: •.'!.~ ii:: ·; I':?,':··,,! ':"{'.': 
" , ;, ',-.'J;.: ::!~ '. ':, : " : :::.:' ,':' ': .;r.~ 'i:" ". j.';" '; ,. : Fl.' ',':',:.':",,: ';'i ,,·:,1 1,',1 " FPL. 
0¥4 " , . • ..••••~L) ""',", "." 
'­
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E~hibit C- Customer Assistance Options 

Helpful Programs
From FPL 
Medical Insurance Record Booklet 
• Keep track of \oor medical bills and insurance payments with this han(}j 

bookJet 
• Cootains an easy-to-use mlksheet to track: 

- MeCical seNiccs and pnMders 
- MeCicareM.edicaid claims or payments 
- other insurance claims or payments. 

• Call 1-800-342-5375 for\IJur free copy. 

Hurricane Guide For Seniors 
• ff \lJU or a loved one is asenior citilel1, this guide is ahelpful tool to eflSure 

successfu Iplanning, preparation and safety during this hullicane season. 
• 	It provides helpful hints on caring for seniors with s~ial needs, offers a 

hurricane planning checklist and mOl'e. 
• Call 1-800-342-5315 or visit FPL.com/stonn and click on "For 
~rhome." 

Medical Essential Services Program 
• H\lJU have special medical needs and depend on electricity to 

prevent serious complicatiOlls, fPl may be able to assist~. 
• Ouardying customers receive: 

- Umlted payment eIIIensioos 
- Anotice from FPl befOOl the scheduled toss of electric ptM-er 
- Arefeml to human service agencies for more assistance 

• 	Fa- more infoonation, visit FPl.com/mesp Of call \he numbef on 
J\lur electric bill. 

Quick
lip: Every year. adoctor must certify that you qualify 

for this program. 

Special Communications Services 
• 	Ifyou are hearing or speech impaired, call our (flY-IDOl number: 

1-800 432-6554 (toll-free in F1oridal. 

• ~':: \,' '" ,:", ' . I J" \ , , ' , '. • 
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for GUstolllers with special needs 

Dear Valued Customer: 

As part of our commitment to you and the communities we serve, Florida Power & 
Light Company strives to be a good neighbor and acaring corporate citizen, This 
is especially true when It comes to serving our most vulnerable customers - the 
elderly, low-Income, unemployed and Infirm. 

As this report illustrates, our efforts on behalf of families and Individuals in need 
are concentrated in three areas: 

Advocacy: FPL continues to be astrong advocate for Increasing financial assistance for 
at-risk customers. Working closely with partner agencies and other utilities, we have been 
successful in helping to Increase federal and state support for customers who need help 
the most. 

Financial Support: Together with our employees, FPL has contributed millions of dollars in 
financial support for customers in need, which Is made available through organizations such 
as the United Way, The Salvation Army and community-based nonprofit agencies. 

Energy Efficiency Solutrons: FPL offers awide variety of programs to help customers 
understand and gain more control over their energy usage so they can spend less to meet 
their energy needs. 

We wish to recognize the many charitable organizations and government agencies who partner with us to 
support our customers In need of assistance. We appreciate their commitment and the extraordinary efforts 
they have devoted to at-risk Floridians. 

Our goal Is to make energy more affordable for customers with special needs who are experiencing difficulty 
paying their electric bills . We will continue to work for all of our customers and to identify multiple, sustainable 
and integrated solutions to help them. 

Marlene Santos 
Vice President, Customer Service 
Florida Power & Light Company 
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few custo /Tlers ill neeel 
FPL's advocacy efforts in 2008 resulted in mora assistance funding for 
at-risk customers. 

In 2008, FPL and other allies, including the Coalition for Affordable 
Energy lor All, advocated to Influence the lederal government to allocate 
$5,1 billion In 2009 for the Low Income Home Energy Assistance Program 
(LiHEAP), the federal government's primary program to help qualified 
low-Income households and senior citizens pay their energy bills, This 
represents an increase of $2,5 billion over 2008.As a result, Florida will 
receive nearly $102 million In 2009, up from $30 million In 20081

, 

For FPL customers, this translates into an to increase of nearly 250 percent, 
from $12 million In home energy assistance in 2008 to as much as $40 
million in 2009, 

In 2008, the U.S. Department of Health and Human Services estimated 
thai roughly 2 million Florida households were at or below 150 percent of 
the poverty level and therefore eligible for LlHEAP help in Florida. 

Historically, Florida provides assistance to around 75-80,000 households 
per year. The number of Floridians receiving assistance Is expected to 
Increase because of the additional LlHEAP lundlng. 

r PL Hfld ~;talt~ (,looney 110!p inC(fw:;e airl 
Since 2006, FPL has worked closely with the Florida Department of 
Community Affairs on the Florida LlHfAP Leveraging Initiative, which 
helps to ensure that addit ional energy assistance reaches thosa In need, 

Under this Initiative, the federal government awards Incentive funds to 
states that use their own or other non-federal resources to supplement 
- or "leverage" - federal LlHEAP dollars. Over the past three years, the 
initiative has provided Florida with an additional $750,000, which helped 
apprOximately 3,500 moro families, 

To help Florida families In need, FPL started the Florida Energy 
Affordability Coalition (FLEAC) in partnership with the Florida Department 

,. FPL Special Consumer Specialist Dave Lynn. second from right. was part of 8 team 
that met wUh legislators In Tallahassee, Fla " about the need to support programs 
for the elderly, Pictured Vlith Dave are (from leN) National Strategies Inc, President 
Robart Beck, Florida Assoclatlon of Aging Services Providers President Terri Barton and 
Florida Rep. Juan Zapata, 

of Community Affairs, other state agencies, charitable organizations and 
other electric utltilies In Florida, 

Since Its formal/on In 2006, FLEAC has searched to find new sources of 
assistance funding, advocated on behalf of increasing federal assistance 
dollars to Florida and worked to find other ways to make energy more 
af(ordable for low-income and senior households In Florida, 

In 2008, FLEAC developed aseries of recommendations on energy 
at/ordabllity.These recommendations were presented to the Governor's 
Energy Commission in January 2009, 

In 2008, FPL substanHally Increased financial assistance to low­
Income and elderly customers. 

FPL's Gare To Share program provides emergency assistance funds to 
customers who are In acrisis situation and unable to pay their electric bills. 

For three years In a row, FPL has donated $1 million and will make 
another $1 million contribution to Care To Share In 2009. 

In 2008, more than 1,100 employees pledged nearly $50,000 through 
FPL Care To Share program payroll deductions, more than doubling 
employee contributions made In 2007, FPL also started W\W-I,FPL.com/ 
c2sdonate, a new donation channel for customers, 

Contributions from the company as well as tram FPL employees and 
customers reached the needy through FPL's partnerships with hundreds 
of human services agencies, 

Since It was tounded In 1994, Care To Share has raised more than $11.4 
million and has provided assistance to more than 55,000 families. 

FPL's ASSIST Program helps eligible customers by facll~a\ing emergency 
payment assistance through state government agenCies, community action 
agencies, nonprofits and social service organizations, FPL ASSIST works 
with anelwllrk at more than 700 low-Income/elderly service organizations 
throughout Florida, 

In 2008, FPL's ASSIST group, along with Its payment processing center, 
processed more than 83,000 commitments from network partners, yielding 
nearly $16 million for low-Income tam Il les. 

To quality customers for assistance in amore efficient manner, FPL launched 
aweb-based portal for the ASSIST program, More than 150 social service 
agencies use the portal- www-FPL,comlassist - to qualify customers more 
quickly, This web portal project was recognized as runner-up in the 2008 
Chartwell, Inc,best practices competition lor electric util~ies, 

FPL programs address avariety of concerns about energy and other 
basic needs, 

Page 2 of5 

http:W\W-I,FPL.com


Exhibit D - Customer Assistance Annual Report 

.a. FPL employee Installs 811 air filler as part of ahome energy makeover. 

• 	FPL accommodates acute medical cases 
FPL olfers special assistance to customers who need an 
uninterrupted supply of electricity for medical reasons. 

Under FPL's Medically Essential Service Program (MESP), ellgible 
customers - residential customers whose electric service Is deemed 
medically necessary by a licensed Florida physician - receive a 
limited extension of time to pay their bills, special notices belore 
electrical service is disconnected for non-payment and relerrals to 
social service agencies that provide financial assistance. 

Because 01 this program, customers In special circumstances have 
time to secure funds or make other arrangements. 

• 	Assistance available In storm emergencies 
To supplement the Medically Essential Service Program, FPL 
has In place the EASE program, or Easing Assistance with Storm 
Emergencies Program. EASE provides pre- and post-storm support 
for MESP customers, including supplying them with ·Storm 
Care Coo ler Kits' containing emergency staples.The company 
also provides a$100 rebate to MESP customers lor emergency 
generators. 

• 	Employees lead AWARE program 
Under the AWAAE program,FPL fieldemployees have been specially­
trained 10 Identity and refer potentially at-risk elders to social sorvice 
organizations. Since the AWARE program began, hundreds 01 seniors 
- who otherwise might have been missed - have received payment 
assistance and other human services lrom FPl's agency partners. 

• 	FPL has extreme-temperature-no-shut-otf po licy 


The company maintains an "extreme-temperature-no-shut-ofl' 

policy. In times 01 extremely high or low temperatures, FPL 

suspends service disconnection activity, providing relief lor low­
Income and elderly customers who are most at risk. 

iJroqr;lril:; i iI.)tp CW;UHY,Cf:-i tii (ln;qn f.Hb !'q}1 !Jill;; 
Besides oltering special programs and services for low-Income and 
at-risk customers, FPL has several ways for customers to better manage 
their electric bills: 

• 	~PL Budget Billing~ - Thisprogram gives customers more pre­
dictable electric bills by smoothing out energy costs over the year 
so they pay about the same amount each month. 

• 	FPL Automatic Bill Pa~ - This is an automatic bil l payment 
method allowing customers to pay their bill on time every month 
using their bank account. 

• 	FPL 62 Plus - This program gives customers who rely on IIxed­
income payments one lull month to make a payment alter a bill Is 
Issued, regardless of when they receive their Income. 

..,·....·. ·,.',. , . . . .' (> ...... /,-J \(,..·.~.·..•. ~...'~. t v " "\ ,.,-"'" ,,~·I,.! (""'- :~ ' .~,l... t.[1 ,~ \ . ".l
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In 2008, FPL continued to offer energy-efficiency programs and InIlialives 
for low-Income and special needs customers. Specifically, FPL has: 

• 	Co-sponsored energy education seminars In Miami-Dade and 
Broward counties, In partnership with the Association of Community 

T FPL employee installs energy-saving lights as part of ahome energymakeover. 
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Organizations for Reform Now (ACORN) and other agencies, where 
Interested parties learned about home energy efficiency and energy­
saving products. They also could make appointments to determine 
if they qualify for energy payment aSSistance. In 2009, FPL plans to 
partner with other low-Income advocacy agencies to deliver more 
energy education seminars to low-Income and at-risk customers 
throughout the FPL service area. 

• 	Supported home energy makeovers in Miami and FI. Pierce to Install 
tree energy-efficiency home Improvements In low-Income house· 
holds. Since 2006 FPL has provided free energy-efficIency home 
improvements to more than 250 low-income households throughout 
our service territory. 

• 	Incorporated our BulidSma~ energy-efficiency features Into 166 
Habitat for Humanity homes, helping families In need save on their 
energy bills. FPL employees often volunteer to help construct these 
BulldSmart homes, working on the proJecls alongside the low­
Income homebuyers. 

• 	Continued to support Incentive programs for low-income energy· 
efficiency installations for weatherization Improvements, including 
air conditioning, weatherstripping and more. 

• 	Maintained a reduced energy rate of 20 percent for Ihe first 
1,000 kilowatt hours used. 

I i .... fl t; ~,;'; 1"1 Ji~[I~ 
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'" Patrick Richmond, Salvation Army West Palm Beach Area Commander Captain, 
Major Fernando Martinez, Salvation Army Miami AIUa Commander and Pamela 
Rauch, VIce President of Ex1ernai Mairs for FPL. 

In 2008, FPL contributed more than $1 million to sponsor the Basic 
Needs Initiative In partnership with The Salvation Army. This program 
provides at-risk customers with financial or other non-energy 
assistance during apersonal crisis. 

The company also partnered with the Florida Council on Aging and 
MRP to help the two groups with their advocacy efforts on behalf 
of Community Care for Ihe Elderly (CCE) programs. CCE provides 
community-based services to assist qualifying seniors age 60 and 
over to remain In their homes or the home of acaregiver rather than 
relocating them to assisted living facilities. 

FP~s community support in 200B extended to many other groups, 
Including: 

'" 	An FPL energy management consultant provides a cuslomer with an evaluation 
at her home's energy usage. 

• 211 Information and Referral Services 

» Alzheimer's ASSOCiations 

» Meals on Wheels 

» Coalitions for the Homeless 

• Senior Resource Alliance 

» Area Agencies on Aging 

» Community Action Agencies 


In addition, FPL In 2008 donated $500,000 to camillus House, 
ahomeless shelter in Miami. The money is designated for anew 
welcome center that will serve as the access point for basic human and 
emergency services, Including clothing, shelter and bus tokens. 

'" FPL executives present a$500,000 check 10 Camillus House officials to help the 
homeless shelter build awetcome center. 
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FPL will continue to work to identify, create and support viable 
solutions, programs, products and services that will enable 

our low-income customers to improve the quality and dignity 
of their lives through affordable and reliable energy. 

T fPl employees I'()luntear to help build Habitat for Humanity homes that also Include anergy-savtng features from FPL's BulldSmart program. 
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Exhibit E - Miami Gardens Reliability Data as Requested by Commissioner Skop 

Below are the reliability data for Miami Gardens as requested by Commissioner Skop during the Miami Gardens Quality of Service 

Hearing. 


Reliability Data 
M. Gardens 

YE2006 

FPL 

YE 2006 

. . 

M. Gardens 

YE 2007 

FPL 

YE 2097 

M. Gardens 

YE 2008 . . 

FPL 

YE2008 

SAlOl 142.7 74.3 82.8 73.2 88.2 67.2 
SAIFI 1.84 1.29 0.92 1.21 1.09 1.07 
CAIDI 77.7 57.8 90 60.3 81 62.9 

MAl Fie 13.9 11.1 13.3 11.4 10.1 10.5 
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