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NON-STANDARD METER RIDER — NSMR
(OPTIONAL)

RIDER: NSMR

AVAILABLE:
In all territory served to all customers.

APPLICATION:

This Rider is available to eustomers who elect non-standard non-communicating meter service in lieu of the standard communicating smart
meter service (“Opt-Out Customer™), This is an optional Rider availuble to customers served under a standard or optional rate schedule for
which a communicating smart meter is the standard meter service. Customers who fail to provide reasonable access o premises. or otherwise
prevent replacement of the non-standard non-communicating meter with a standard communicating smart meter shall be deemed to have
elected to take service under Rider NSMR. provided they are nol prohibited from doing so pursuant to the “Limitation of Service™ provision
of this NSMR. Service under this schedule shall be provided with a nen-communicating meter of the Company’s choice,

SERVICE;
The same as that specified in the Opt-Out Customer’s otherwise applicable rate schedule.

LIMITATION OF SERVICE: RESERVEDFOR PUHRE LS

This Rider is available to customers whao have nol tampered with the clectrie meter service or used service ina frandulent or unauthorized

manner.

CHARGES

All charges and provisions of the Opt-Out Customer’s otherwise g i ale sl shy . In addition. customers who elect
service under this Rider will be charged an Forollment Fee and a recurring Monthly Surcharge. The Enrollment Fee consists of an initial
lump sum pavment.

Enrollment Fee: $105.00
Monthly Surcharge: $16.00

TERM OF SERVICE:
Not less than one (1) billing period.

SPECIAL PROVISIONS:

Customers othenwvise gligible at premises where FPL has intended to deplov smart meters who have not received a smart meter and have (a)
actively enrolled in the NSMR program during the enrollment period or (b) not actively enrolled in the NSMR program during the enrollment
period and have been deemed (o have elected to take the non-standard service under the optional rate. will have a grace period of 45 days
following the initial billing of NSMR charges to contact FP'L requesting cancellation of service under NSMR and accept installation of a
stundard communicating meter. NSMR charges that have been hilled (Enrollment Fee and Monthlv Surcharge) will be waived after
installation of the standerd communicating meter,

A replacement for a non-standard meter may not be readily available should one require maintenance. Serviee under this Rider may require
the temporary installation of'a standard communicating meter in order to maintain electrie service 1o the premise. All charges for NSMR shail
continue to apply in this case,

Customers taking servi red to request new
service under the Rider ineluding pavment ol the Enrollment Fee at the new premise. Customers who cancel service under this Rider and then
later re-enroll for this service at any location would also be required Lo submit another Enrollment Fee.

RULES AND REGULATIONS:

Service under this Rider is subject to orders of povermmental bodies having jurisdiction and to the currently effective "General Rules and
Regulations for Electric Service" on file with the Florida Public Service Commission. [n case of conflict between anv provision of this
schedule and said "General Rules and Regulations for Electrie Serviee" 1the provision of this schedule shall apply.
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& | EnergyNews

EPL. FOR YOUR HOME & FAMILY

Have you

tried yg

See how much energy you're using, find
new ways to save

Families, like yours, are using their personalized online Energy Dashboard to make real changes

in how they use energy. It's paying off for Kevin Linn. His family’s bill is now $100 lower per month
than some of his neighbors. “When | could see our actual usage per hour, that’s when | altered my
behavior,” said Linn. At first, he needed to urge his wife and kids to turn lights off and make other
changes. But now they’re on board. The family also swapped out light bulbs, upgraded the air
conditioner and replaced the pool pump. See how much energy you're using and find new ways to
save, just like the Linn family: » FPL.com/energydashboard

Kevin Linn, South Florida

D%

Your online bill upgrade is almost here

Soon you'll be able to navigate among payment options, account history, energy-use comparisons
and more all from a new, more helpful online bill. Get a sneak peek: »» FPL.com/upgrade

[ )

@

ENERGY NEWS | MAY 2014 CHANGING THE CURRENT.. FPL.
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Protecting
Florida’s natural treasures

When manatees migrate to Florida’s warmer waters during the winter
months, they particularly love the warm-water outflows from our power
plants. Our newest clean energy center in Riviera Beach will continue to
provide this winter safe haven. Plus, we'll also ensure future generations
can learn about these endangered species through a new manatee
education center scheduled to open to the public by the end of 2015.
Learn more: »» FPL.com/riviera

Evacuation help
for customers
in need

When a severe storm threatens,
help is available to ensure those
with special needs stay safe.
Your local government can help
assist with evacuations. Make
sure to register with your local
emergency management office
by checking your phone directory
under “county government.”

We offer a choice of meter

Smart meters provide important customer benefits, and that’s why
they’re now the standard meter for FPL customers. However, eligible
customers who prefer not to have the smart meter can choose to use
a non-standard meter (the older technology replaced by the smart
meter). Through a new tariff*, customers must pay an enroliment fee
of $95 and a monthly surcharge of $13 to cover the cost of the non-
standard service. Learn more:

» FPL.com/meteroption
*The tariff has been approved but is under review by the Florida Public Service Commission.

Ask the
Energy
Expert

What can | do to save

money on my bill?
- Loris S. from Margate

Enrolling in our On Call®

program is one of the
easiest ways to save. Learn
more about how you can get
money back on your electric bill:

FPLblog.com/oncall

Did you know?

We use mostly American-
produced clean fuel sources to
generate the electricity you use
to power your home.

Fuel mix
& purchased
power

Nuclear
2310%

Os(?slﬁ/rgj ——Purchased
0% i \—[:oal hower

017% 5.08%

6.93%

Sources of electricity generation for the
12 months that ended on Feb. 28, 2014

Safety
check
your
home

Electrical codes change over the
years. Itis important to have your
home’s electrical system inspected
by a licensed electrician every

20 years to ensure that it's safe,
running properly and up to code.
Also, remember to keep a certified
and operable fire extinguisher on
hand. Get more safety tips:

» FPL.com/homesafety

Connect with us Facebook.com/FPLconnect FPLblog.com
f€B Twitter.com/insideFPL YouTube.com/FPL
FPL Energy News is published by ( j’ MIX
Florida Power & Light Company From responsible 0
P.0. Box 14000, Juno Beach, FL 33408 Ew%gq FSC® C019491

ENERGY NEWS | MAY 2014 CHANGING THE CURRENT.. FPL.
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Terry Deason®

Special Consultant (Non-Lawyer)*
Phone: (850) 425-6654

Fax: (850) 425-6694

E-Mail:  tdeason@radeylaw.com

Practice Areas:
e Energy, Telecommunications, Water and Wastewater and Public Utilities

Education:

e United States Military Academy at West Point, 1972

e Florida State University, B.S., 1975, Accounting, summa cum laude
o Florida State University, Master of Accounting, 1989

Professional Experiences:

e Radey Thomas Yon & Clark, P.A., Special Consultant, 2007 - Present

e Florida Public Service Commission, Commissioner, 1991 - 2007

o Florida Public Service Commission, Chairman, 1993 - 1995, 2000 - 2001

e Office of the Public Counsel, Chief Regulatory Analyst, 1987 - 1991

e Florida Public Service Commission, Executive Assistant to the Commissioner,
1981 - 1987

o  Office of the Public Counsel, Legislative Analyst Il and III, 1979 - 1981

e Ben Johnson Associates, Inc., Research Analyst, 1978 - 1979

e Office of the Public Counsel, Legislative Analyst I, 1977 - 1978

e  Quincy State Bank Trust Department, Staff Accountant and Trust Assistant,
1976 - 1977

Professional Associations and Memberships:
e National Association of Regulatory Utility Commissioners NARUC), 1993 - 1998,

Member, Executive Committee

¢ National Association of Regulatory Utility Commissioners NARUC), 1999 - 2006,
Board of Directors

d
RADEY

ATTORNEYS & COUNSELORS at LAW
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Terry Deason®

National Association of Regulatory Utility Commissioners (NARUC), 2005-2006,
Member, Committee on Electricity

National Association of Regulatory Utility Commissioners (NARUC), 2004 - 2005,
Member, Committee on Telecommunications

National Association of Regulatory Utility Commissioners (NARUC), 1991 - 2004,
Member, Committee on Finance and Technology

National Association of Regulatory Utility Commissioners (NARUC), 1995 - 1998,
Member, Committee on Ultility Association Quersight

National Association of Regulatory Utility Commissioners (NARUC) 2002 Member,
Rights-of-Way Study

Nuclear Waste Strategy Coalition, 2000 - 2006, Board Member

Federal Energy Regulatory Commission (FERC) South Joint Board on Security
Constrained Economic Dispatch, 2005 - 2006, Member

Southeastern Association of Regulatory Utility Commissioners, 1991 - 2006, Member

Florida Energy 20/20 Study Commission, 2000 - 2001, Member

FCC Federal/State Joint Conference on Accounting, 2003 - 2005, Member

Joint NARUC/Department of Energy Study Commission on Tax and Rate
Treatment of Renewable Energy Projects, 1993, Member

Bonbright Utilities Center at the University of Georgia, 2001, Bonbright Distinguished Service
Award Recipient

Eastern NARUC Ultility Rate School - Faculty Member

d
RADEY

ATTORNEYS & COUNSELORS at LAW
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MARILYNNE MARTIN, CPA
420 Cerromar Ct. #162 (941) 244-0783 Home
Venice, FL 34293 mmartin59@comcast.net

SENIOR FINANCIAL EXECUTIVE / CFO/ CONTROLLER

Results oriented SENIOR LEVEL FINANCIAL EXECUTIVE recognized as a leader who successfully initiates,
evaluates and implements operational improvements to realize strategic and financial objectives. Hands on
professional with solid technical skills and proven global management experience in both corporate and divisional
controllership roles for operations ranging in size from $20M to $13B. Diverse industry experience includes
consumer products manufacturing, telecommunications, and directory publishing/advertising.

Self-motivated, operationally-oriented with a passion for excellence who has demonstrated ability to quickly learn
the business operations, add value, and gain the confidence and respect of others. Strong analytical skills with a
fine attention to detail. Significant experience in providing accurate and timely financial reports, establishing
financial policies and controls, implementing financial and operational systems and initiating process changes to
produce cost and productivity improvements. Maintains a high level of professional ethics and integrity at all times.

Areas of Expertise

e SEC and Management Reporting e Cost Reductions/Process Improvements

e Financial Accounting (GAAP) e Financial Policies and Procedures

e Financial Planning and Analysis e Organizational Analysis and Design

e Financial Systems Implementation e Acquisitions /Business Integration

e Sarbanes-Oxley (SOX)/Internal Controls e Strategic and Business Planning
PROFESSIONAL EXPERIENCE
ESTEE LAUDER COMPANIES INC. - Long Island, New York 1997 - 2006

($6 billion multi-national cosmetics manufacturer and marketer)

Corporate Vice President - Finance, 2002 - 2006
Promoted to assume overall authority for the leadership of financial governance including Sarbanes-Oxley compliance,
financial policies and procedures, and financial systems strategies and development. Reported to the CFO.

e Successfully led global multi-disciplined senior management team to document and assess internal controls for
compliance with SOX 404. Coordinated efforts with external auditors. Regularly presented updates to audit
committee.

Established quarterly review program to facilitate compliance with SOX 302.

Wrote Global Financial Policies & Procedures Manual to ensure compliance with GAAP among reporting entities.
Analyzed the financial closing process. Recommendations reduced the days to close by 25%.

Directed cross-functional team which identified and corrected $60M inventory accounting and control issues.
Designed process which enhanced accountability for financial system development and improved
communications between user and information systems groups.

Vice President - Corporate Controller, 2000 - 2002
Promoted to oversee the global consolidated financial reporting and analysis, SEC filings, accounting, budgeting, A/P,
A/R, payroll, acquisition analysis and cost accounting functions. Reported to CFO and supervised dept of 250.
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e Created objective-based incentive program for financial staff to provide motivation for achievement of company
and department goals as well as attract and retain talent. Program was later implemented by other dept.’s.

e Consolidated Canadian financial operations creating shared service center and reducing headcount.

e Initiated review of finance reporting structure and recommended reorganization to achieve greater control and

accountability. Recommendations were implemented by CFO.

Implemented JD Edwards financial systems and standardized chart of accounts in European Plants.

Integrated financial operations of several new acquisitions onto corporate Oracle systems.

Staff Vice President - Corporate Financial Planning and Special Projects 1998 - 2000

Executive Director - Corporate Financial Planning 1997 - 1998

Brought onboard to upgrade the financial planning processes. Promoted within a year to assume additional
responsibility of acquisition analysis. Directed the annual budget process and monthly forecasts, monitored actual
monthly performance to plan, managed the corporate department’s accounting functions and provided financial
analysis and guidance on acquisitions. Supervised a staff of 12.

e Migrated monthly forecasting process from Excel to Hyperion which improved timeliness and accuracy of
consolidation and provided enhanced reporting and analysis for monitoring brand and regional performance.

o Developed and issued formal planning guidelines along with Operating Expense Targets for brands.

o Revamped Corporate and Shared Service Allocation methodologies improving accuracy of business unit’s
financial results and greater accountability for overhead costs.

e Designed and implemented the financial review process for use in evaluating potential acquisitions.

CABLEVISION - LIGHTPATH - Long Island, New York 1996 - 1997
Director of Business Planning & Finance

Recruited to develop business and financial plans for new markets and services. Created financial plans and models
for new residential telephone business. Developed business plans to launch commercial telephone service in a new
geographic market.

CONSULTANT 1995 - 1996
Provided consulting services in accounting, financial systems, internal controls and business planning. Developed
accounting policies and procedures for Great Plains accounting systems, established inventory controls and created
business plans to diversify product lines and sales channels for a silver jewelry importer.

NYNEX CORPORATION (currently known as Verizon Communications Inc) 1983 - 1994

Chief Financial Officer — Manhattan Market Area, 1994

New York Telephone - New York, NY

Oversaw divisional financial reporting and analysis, capital planning, budgeting and asset management. Established
profitability criteria for existing capital program and new product development focusing on improving capital utilization.
Managed staff of 15 reporting to both the Corporate CFO and Division President for this $1.5 billion business unit.

Director - Finance and Accounting, 1992 - 1994

Telesector Resources Group - White Plains, NY ($1.2B subsidiary of NY and New England Telephone)
Brought in to resolve control issues identified by external auditors. Directed controllership functions which included
financial reporting and analysis, budgeting and planning, inventory control, accounts payable, billing, regulatory
accounting and audit support. Managed department of 90.
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Created integrated budget system that prioritized projects and identified opportunities for cost efficiencies.
Directed teams that developed cost reduction goals. Decreased year over year expenditures by $60 million and
exceeded financial targets by $90 million.

Identified and corrected control deficiencies in fixed assets and inventory. Conducted self-assessment programs
of internal controls throughout the company and implemented plans to correct problem areas. Reported progress
to audit committee and senior management.

Designed and facilitated an upper management seminar on critical issues affecting the telecommunications
industry. Trained over 500 managers. The program heightened employee awareness of competitive market
conditions and gained their commitment to changes necessary to achieve newly established strategic goals.

Vice President - Finance and Administration, 1988 - 1992

United Publishers Corporation - Los Angeles, CA ($18 million Yellow Page directory subsidiary)
Re-engineered company from manual to totally automated systems requiring major cultural changes. Reporting to the
President, assumed full responsibility for all financial, administrative, human resources, information systems, sales
recruitment and training, and customer service functions. Managed department of 35.

Installed financial systems that improved controls and reduced accounting staff by 40%.

Revised collection department procedures improving cash flow by reducing bad debts by 33%.

Designed and implemented production and sales systems. Computerized customer advertising profiles, providing
sales personnel with the tools to better manage their territories and plan customer programs. Improved sales
productivity while reducing number of customer contacts by 25%.

Analyzed human resource needs and developed recruiting strategy that upgraded the skill set of the organization
and reduced sales employee turnover by 160%. Developed intensive sales training program.

Developed and implemented reorganization plan. Consolidated 3 regional offices into one operation and reduced
staff and associated overhead costs by 10%.

Created customer service policies which improved the overall quality of the directories and reduced the average
complaint resolution time from 60 to 10 days.

Congressional Assistant - Senate Environment and Public Works Committee, 1987-1988
Congressional Assistant Program - Washington, D.C.

Nominated by CEO to be the NYNEX representative in the Congressional Assistant Program sponsored by the
Conference Board. The program is designed to give business executives a working knowledge of the legislative
process.

Assistant Controller, 1985-1987

NYNEX Information Resources Co. - Boston, MA ($700M Yellow Page directory subsidiary)

Promoted within 18 months to assume full responsibility for divisional controller functions which included financial
reporting, consolidation, tax, budgets, payroll, accounts payable, customer billing, credit and collections, cost
accounting and quality. Managed dept. of 55.

Installed G/L, AP, billing and A/R systems which significantly improved controls and financial analysis.
Centralized collection units. Improved cash flow by reducing over 90-day receivables by 30%.
Designed and developed a cost accounting system to assist sales and marketing in measuring product
profitability by market.

Developed strategic and financial responses to regulatory inquiries from the FCC and state PUC's.

Staff Manager - Accounting Principles, 1984-1985
Assistant Staff Manager- Accounting Principles, 1983-1984
NYNEX Corporate - New York, NY
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Established the initial accounting records for corporate and the new subsidiaries formed as a result of divestiture from
AT&T. Developed the financial sections for NYNEX's first 10Q, 10K and annual report. Provided technical advice and
guidance on the implementation of FASB pronouncements.

PricewaterhouseCoopers, New York, N.Y. 1981 — 1983
THE BANK OF NEW YORK, Long Island, N.Y. 1976 — 1981
EDUCATION

BBA, Accounting, 1980
Hofstra University, Long Island, NY

Certified Public Accountant, State of New York
Member AICPA, New York State Society of CPA’s
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Docket No. 130223-El
Testimony of Marilynne Martin Exhibit MM-2
AVOIDED PROJECT COSTS

FP&L's Tariff (1)

Cumulative Net Book Value of Up-Front System and Communication Costs(1)
Projected Non-Standard Meter Customers

Total Upfront System and Communication Costs Per Customer

Scenerio 1 (Including both Postpone List and Unable to Contact)

Cumulative Net Book Value of Up-Front System and Communication Costs (1)
Projected Non-Standard Meter Customers

Total Upfront System and Communication Costs Per Customer

Scenerio 2 (Including Postpone List Only)

Cumulative Net Book Value of Up-Front System and Communication Costs (1)
Projected Non-Standard Meter Customers

Total Upfront System and Communication Costs Per Customer

Capital Cost Avoidance of Not Installing Smart Meter
AMI Project Smart Meter Capital (2)

# of Meters projected to be Installed

Cost Per Meter

AMI Project Costs to Retire Old Meters
Cost of Retirement/Disposal (3)

# of Meters projected to be Installed
Cost Per Meter

Potential Expense Avoidance of Not Installing Smart Meter (4)
AMI Project Expenses (2)

# of Meters projected to be Installed

Cost Per Meter

Source:

(1) - FP&L's Reply to Staff Data Request No. 9, Tab 1 of 2; Docket No. 130223-El

(2) - FP&L O&M project costs submitted in Docket No. 120015-El, OPC interrogatory #173
(3) - Docket No. 080677-El, Order No 10-0153-FOPF-EI, page 25

(4) - Nlustrative only. Unknown how much of total expenses are unit based expenses.

3,352,312.00
12,000

279.36

3,352,312.00
36,000

93.12

3,352,312.00
24,000

139.68

643,800,000.00
4,429,000

145.36

101,081,858.00
4,429,000

22.82

61,688,000.00
4,429,000

13.93
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NATIONAL ACTION PLAN
COMMUNICATIONS UMBRELLA

HOW TO USE THE ACTION GUIDE

The Implementation Proposal for the
National Action Plan on Demand
Response released on July 5, 2011
indicates that “Support materials should
be designed to be ‘plug and play’ so that
local entities can either use all available
messages and materials or choose which
elements to use.” The proposal directs the
coalition to “develop a message
framework with persuasive, adaptable
messages aimed at various audience
segments, all of which could be tailored
by interested local stakeholders.”

This action guide is intended as such a reference to be used on

an as-needed basis. It seeks to help communications specialists

and program managers at utilities, consumer advocacy groups,

public service commissions, technology companies and service

programs, consultants, and trade groups involved in co-creating

a sustainable energy future with consumers.

Action Guide — Part 1

The guide includes fundamental processes recommended
as part of every communications and energy literacy
program, such as working with and through trusted
community-based organizations.

There are other elements that must be tailored to the
priorities and social norms of the region. One area’s most
“obvious” vision driver, such as responding to climate change,
might be a political hot potato in another place where energy
independence is a more persuasive rationale for grid
modernization. Creative teams are encouraged to draw from
menus of options provided, assemble and localize their
approaches, and test prototypes with target audiences.

This guide describes how specific messages resonate with
different customer segments and energy worldviews. One
person’s compelling motivator will be another person’s turn-
off. That is why targeted communication channels and
vehicles that permit the consumer to self-select are so
important.

Note of caution: We have found that people often project
their personal energy worldview onto others. Teams should
be conscious of their own perspectives when designing for
varied communities who might not share their viewpoint.

July 7, 2011 © 2011 To the Point, All rights reserved Page 2
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? What is a communications umbrella? A A strategic plan and road map that synthesizes existing
research, best practices to date, and new ideas to create
concepts, models, and language likely to be effective.

COMMUNICATIONS UMBRELLA

The National Action Plan calls for the development of a
Communications Umbrella. This includes:

* The conceptual interpretation of foundational
research (much of which was not available when
the original plan was written);

* The structure of the message framework (i.e.
how messages should be organized);

* Adaptable messages and positioning;

* How DR should be positioned in the broader
context of smart energy and smart grid;

* The definition of a toolkit that includes creative
briefs, examples, and recommendations on
how the materials can be used.

Initially, we are focusing on residential consumers rather
than large commercial and industrial customers. Case

. . . National Action Plan on Demand Response, page 36, Strategies and Activities
studies are being developed in a parallel effort.

Research and field experience support that improving Simple actions like buying CFLs or power strips to reduce vampire load
energy literacy will be a multi-tiered effort—a series are initial steps in developing a new set of behaviors. Encouraging people
of conversations rather than a commercial. to invest time in deferred consumption, or active monitoring of usage and

money in home automation and small-scale generation is complex. The
To achieve our goal of a sustainable energy Action Guide examines how one encourages changes of behavior among
future we need to turn the foundational research multiple people and generations in the home by engaging them in the
into actionable strategies, tactics, and materials. process.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 3



? Who is behind this document? A The National Action Plan Coalition is made up of organizations with
a stake in demand response and smart grid. Each group represents
its members and constituents. They have contributed expertise and
knowledge from within their membership to work in a collaborative
effort to implement the NAP.

NATIONAL ACTION PLAN COALITION

Members of the National Action Plan Coalition Include:

Alliance to Save Energy (ASE), American Council for an Energy Efficient
Economy (ACEEE), American Public Power Association (APPA), Association
for Demand Response and Smart Grid (ADS), Demand Response and Smart
Grid Coalition (DRSG), Digital Energy Solutions Campaign (DESC), Edison
Electric Institute (EEI), Environmental Defense Fund (EDF), National
Association of Regulatory Utility Commissioners (NARUC), National
Association of State Energy Officials (NASEOQ), National Rural Electric
Cooperative Association (NRECA), OpenADR Alliance, Peak Load
Management Alliance (PLMA), Utilimetrics. The National Association of State
Utility Consumer Advocates (NASUCA) participates in an advisory capacity.

www.napcoalition.org

The project was underwritten by

This Action Guide was prepared by o e
Judith Schwartz, To the Point 4‘
with input from members of the Coalition "
po\NT
www.demandresponsesmartgrid.org www.tothept.com

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 4



? At most industry events, people talk about the need A There are enough effective and different examples and

to document best practices and to come up with research data out there to know that a single tagline,
meaningful value propositions and messaging. message, or value proposition will not be equally effective in
Why hasn’t this been done yet? every region for every consumer. That is why we

offer menus of “next practices” from which to .

choose identified with this green icon.

EXEC SUMMARY OF CONTENTS

Section 1: Conceptual Insights The "magic" of a great communications program is based on how one

Here are key foundation concepts we are using to inform interprets available data and then conceptualizes effective ways

the narratives, messages, and creative development. to express those core principles in order to engage people on an
emotional level. This guide includes the background "meta-

Pages 6 through 16 discussion" about what concepts are informing the creative thinking.

Section 2: Message Frameworks

High-level general concepts can be presented with specific Messages are phrases or sentences that describe particular aspects

messages targeted to each of the consumer segments. of the subject being communicated. It is expected that the program
and creative teams will adjust the exact wording, level of detail, voice,

Pages 17 through 25 and tone to suit the audience, context, and medium of delivery.

Section 3: Narratives and Stories The term “narrative” describes a story that is created in a constructive
Highlights of the upcoming Action Guide—Part 2 format (as a work of writing, speech, poetry, prose, pictures, song,
motion pictures, video games, theatre or dance) providing a sequence
of fictional or non-fictional events. The narrative puts the pieces
together so it draws the reader, student, or viewer in and creates a
desired overall impression or emotional reaction. We encourage
readers to send suggestions, feedback, and other examples.

Pages 26 through 27

Appendix Pages 28 through 29 Bibliography, author’s bio and other credits

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 5



? What are next practices? * A A willingness to admit that we may need to let go of some of
our sacred cows and try some new ways of doing business.

5 CHALLENGES TO GO BEYOND BEST PRACTICES

The utility industry has been around for 150 years and like TELL THE STORY FROM THE CUSTOMERS’ PERSPECTIVES
any mature field, it has established operating practices. Whether Thomas Edison would recognize today’s electrical grid is
We respectfully submit that the fundamental changes we irrelevant to most people. What matters is if the lights turn on when
are asking consumers to consider will require industry to they flip the switch. If a given distribution system is so old that it
modify business as usual especially for communication, cannot deliver reliable service anymore, that might be a reason for
regulatory, and customer service teams. consumers to want to learn about their infrastructure’s past.

TRUST TRUMPS TAGLINES

2 If the person or organization delivering a message or slogan is not
credible, it doesn’t matter how skillfully words are crafted or how
beautiful the production values. Ultilities who build trust by
partnering with regulators, advocates, and reliable community-
based organizations are ahead of the game.

A KILO WHAT?

3 Terms of art that may be very meaningful to industry insiders are
often obscure to the general public. People can be conscious and
careful energy consumers without understanding what a kilowatt is
just as they can be daily users of the Internet without knowing their
computer’s IP address.

YOU CAN’T LEARN A NEW LANGUAGE FROM A TAGLINE

4 Becoming energy literate requires a series of conversations, not a
great commercial. Two-way exchanges with trusted sources that
actively listen to concerns and issues will be far more effective at
delivering targeted information (and less costly than big campaigns).

SMART THIS, SMART THAT, WHO CAN TELL THEM APART?
5 Program silos may be easier to fund and manage internally but the
distinctions are confusing to most consumers. On top of that, it's

Are traditional silos getting in the way? very expensive to establish name recognition for multiple brands.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 6
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SECTION 1: CONCEPTUAL INSIGHTS

A. Smart energy adoption model

B. Motivational segmentation and consumer
adoption patterns

C. Utility adoption: regional and timing
variations

D. Menu of vision drivers

E. Consumer archetypes and personas

F. Value propositions

G. Cross-stakeholder conversations

Action Guide — Part 1 July 7, 2011

People, regions, and organizations accept new ideas at different rates. A
phased adoption mindset lets us target and deliver messages comfortably to
stakeholders at varied stages and approaches.

In developing educational materials and marketing programs, it is critical to know
one’s audience. Multiple research studies suggest that when it comes to being
receptive to a given message, the key distinction among consumers of all ages
and income levels begins with their motivations. It is reasonable that some
groups will be more receptive than others to changing their behaviors.

Not every utility or region of the country will progress the same way. This section
looks at what the likely drivers will be for adoption. A portfolio of tools will be
needed to support the various approaches.

There are multiple reasons to modernize the grid. A menu approach will allow
utilities to choose which reasons to emphasize in their vision statements,
integrated vision stories for their constituents, and various outreach materials.

The use of a representative example and description of distinct customer types
will help keep the discussions grounded in human reality and make it easier for
creative teams to keep the range of constituents in mind.

Messages are best absorbed if the recipients understand why the idea being put
forth is meaningful and valuable to them. The reasons why consumers will see
value in demand response and smart grid will vary.

Successful adoption of other disruptive technologies like PCs or the Internet
have shown all stakeholder groups and key influencers need to be part of the
discussion.

© 2011 To the Point, All rights reserved Page 8



? What is a technology adoption A In 1962,.sociologist Everett Roger derived the “diffusion of
model? innovations” theory introducing the concept of ‘early

adopters’ to refer to the group of consumers who try
something that an entire population later embraces.

1A. SMART ENERGY ADOPTION MODEL

Early adopters will pay more, tolerate inconvenience,
and participate in getting the kinks out. Business
strategist and author, Geoff Moore added the idea of
“the chasm” to Roger’s model to describe those
situations where the later adopters never materialize.

Moore posits visionaries and pragmatists have very
different expectations. Central to successfully crossing
“the chasm," includes choosing the right target markets
to start, understanding the whole product concept,
positioning the product, building a marketing strategy,
and choosing the most appropriate distribution channel
and pricing. We believe this model applies directly to
consumer participation in the smart energy vision.

The model applies to stakeholders as well as
customers. Those groups that are innovators will
need different tools and messages than those who
are not ready to embrace this transformation.

Utilities have the added challenge of serving late adopter customers as
well as innovators. Exchanges need to address those portions of the
population from their own perspectives and legitimate concerns so

Creators of today’s smart energy programs owe a debt consumers don’t become opponents of needed grid modernization.

to the designers of large industrial and commercial
demand response and energy efficiency programs. Our
common goal is to inspire more conscious energy
consumers who—through either self-discipline or
technology—use less energy or delay tasks to off-peak
hours.

On the following pages, we will make the connection between this model
and the consumer segments that have been identified by multiple studies
as well as how it applies to the utilities’ perspectives. That understanding
provides the foundation for a message framework and structure that
stakeholders can apply to their constituents.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 9



CROSSING THE CHASM REQUIRES SOLVING AN URGENT PROBLEM

In Geoffrey Moore’s keynote address at the 2011
ConnectivityWeek, he challenged the audience to think
differently if we are to cross the chasm to mainstream
adoption of a smart energy culture. Referencing his
new book, Escape Velocity, Moore described the
transition from a project-based (i.e. pilot) approach that
tests selected ideas to a solutions-oriented
approach where various products and services are
assembled and integrated to meet the pressing
needs of specific audience segments.

Who feels the sense of urgency in 20117

Foundational research indicates people ready
to act today as smart energy champions or
advisors fall into one of three categories:

* Those who believe the planet and human
society are in danger. They are motivated to
respond to climate disruption and proactively
deal with extreme climate events.

* Those committed to making their homes,
institutions, and business locations more
efficient as green buildings either because
they feel it is strategically the right thing to do or
because the cost savings are so compelling
to them.

* Large industrial, commercial businesses, and
aggregators that have benefited financially from
demand response programs and are eager to
identify new revenue opportunities.

Action Guide — Part 1 July 7, 2011

From Geoffrey Moore’s presentation “Escape Velocity: Free the Smart Grid’s
Future from the Pull of the Past,” May 23, 2011, ConnectivityWeek, Santa Clara, CA

Holy Name High School in Worcester, MA raised $1.5M to install this wind turbine to
offset their rising electricity bills and be “stewards of the earth” (photo by Fox O’Rien)

© 2011 To the Point, All rights reserved Page 10



? What is an energy worldview? A The dominant.motivational perspective of an individulal'with
respect to their energy usage. These are more predictive of

attitude than traditional demographics. Moving to action also
requires a belief that personal effort can make a difference.

1B. MOTIVATIONS AND ENERGY WORLDVIEWS

There are different variations of consumer segmentation
that have been identified by leading research
organizations. The common findings suggest personas
of consumers who fit into each of these quadrants. This
breakdown explains why a single motto or campaign will
not successfully reach all audiences.

When the segments are mapped to the technology
adoption model, we can anticipate trends and trigger
points. In the near term, tech enthusiasts will embrace
early incarnations of feedback devices, HEMS, and
micro generation. Green altruists will invest in chasm-
crossing green buildings (weatherization, lighting, etc.)

Cost conscious consumers will require more intuitive
feedback interfaces coupled with price incentives before
mainstream adoption can be achieved. Comfort lovers
will likely wait for automation to advance and match their
budgets before participating. Indifferents and resisters
will rarely come on board until the social norms in their
communities of influence align with active engagement.

Pockets of the country will embrace these technologies
rapidly. However, broad national adoption is likely to be
spread across a 10-20 year cycle.

Measure size and percentage mix of segments
. within a given service area to understand your
local audience’s priorities. The likely sequence and trigger points needed to reach widespread deployment.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 11



? What is a utility adoption profile? A The I?kely interest of a uf[ility in embracing smart energy
practices and technologies. A new IEE study* quantified the

net benefits of smart grid deployment and found that benefits
can exceed the costs of AMI deployment for all profile types.

1C. TIMING VARIATIONS: UTILITY ADOPTION

The technology adoption model applies to utilities as well
as consumers. These profiles are based on a
combination of regulatory mindset, social norms around
climate issues, mix of consumer attitudes in the area,
and suitability for local renewable generation. However,
leadership vision and commitment to smart grid by
regulators and utility execs trumps other drivers.

Regulatory mandates are the controlling factor for most
of the investor owned utilities. Public perception and
regional political attitudes will have a major impact on
how quickly utilities embrace the smart energy story.

A range of tools and narratives will be needed for Similar prototype designations are analyzed in the Institute of Electric Efficiency
use by utilities in various states of adoption. Whitepaper: Cost and Benefits of Smart Meters* (to be published July 2011)
Pioneer Committed Exploratory Cautious
* Leadership vision * Regulatory mandates * Regulatory uncertainty * Regulatory resistance
shared by regulators * Social norm: climate * Social norm: mixed * Coal, nuclear, natural gas
and utility CEO change is an urgent perceptions on climate generation owned by utility
* May have invested in problem change * Social norm: climate change
earlier enhancements * Leadership vision * Cost conscious consumers skepticism
like AMR * Renewables are widely dominant in region * Cost is dominant driver
* Limited ownership of deployed in region * Limited penetration of * Many indifferents and resisters
centralized generation » Concentrations of green renewable generation * Limited local interest in
resources and tech enthusiasts renewable generation

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 12



? What are vision drivers?

The compelling reasons for a given region to make the
investment in modernizing their electrical grid.

1D. MENU OF VISION DRIVERS

Not everyone agrees on the reasons to modernize the
grid. A menu approach allows utilities to choose which
reasons to emphasize in their vision statements,
integrated vision narratives for their constituents, and
emphasize in their outreach materials.

It is NOT recommended that every utility
communicate every driver in their narrative of their
vision, nor will they prioritize them in the same
order.

It should be noted that it is easier to justify Advanced
Meter Infrastructure (AMI) expenditures or adoption of
demand response (DR) practices if the reasons for doing
so are based on shared imperatives (like sustainability,
energy independence, or improving the local economy).

community-based organizations will allow
stakeholders to listen to concerns and issues
expressed by consumers. Rather than working from
a blank page, we recommend allowing people to
react to a list or view prototypes of other narratives
and discuss which points resonate with them.

' Town hall meetings and venues provided by

This is one of those situations where a combination of
quantitative and qualitative research will be most
instructive. While surveys can measure the relative the
priorities in a given area, human-centered research will
provide greater insights into the nuances of belief and
reaction.

Action Guide — Part 1 July 7, 2011

MENU of reasons to modernize the grid

a)
b)
c)
d)
e)
f)

g9)
h)
i)

j)

k)

© 2011 To the Point, All rights reserved

Energy independence and security

Climate change and carbon footprint reduction
Population growth

Proliferation of consumer electronics

Competitive, sustainable energy economy

Green jobs and manufacturing

More precise and efficient use of limited resources
Empowering customers to be part of cost mitigation
Make it easier for individuals to control their bills
Infrastructure is aging to the point of unreliability

Concern for future generations

Page 13



? What is a persona? A A symbolic identi.ty or archetype that helps program, syst.erp
and creative designers associate recognizable characteristics
to an audience segment.

1E. CONSUMER ARCHETYPES AND PERSONAS

The key to successful consumer education is the ability to speak directly to the
individual’s pressing concerns. The use of representative examples helps
keep the planning discussions based in human reality rather than becoming
mired in abstract or unlikely scenarios. This approach has proven effective in
designing marketing programs, systems, and online learning tools.

Personas are used to draw out what the members or homes of each defined
consumer segment cares about. These are often independent of income
level, education, or ethnicity. Written descriptions, photographs and video
clips can help creative teams construct targeted campaigns. The descriptive
information can be seen as “"Human Business Cases.”

Historically, utility programs have primarily been single-issue .
mass media campaigns. In the new paradigm, campaigns will In the case of Comfort lovers it may be more

. . . helpful to focus on their residences to illustrate
need to target the range of individuals who make up the audience. opportunities for energy savings.

Fixed income & Cost conscious Tech enthusiast Indifferents Green altruists

medically frail
Photos by Marshall Cetlin. Additional funding will need to be identified to produce images that can be shared among the stakeholders.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 14



?

: What is a value proposition?

A statement that explains why a person would be interested in
making an investment or purchase. A compelling value
proposition should answer the question “What'’s in it for me?”

1F. VALUE PROPOSITIONS

Messages are best absorbed if the recipients understand why the idea
being put forth is meaningful and valuable to THEM. Not everyone will
see value in smart energy practices or technology for the same reasons.
For example, a lower price for a product or service is not the only
compelling rationale for a value proposition. Others include:

* Unanticipated benefits
* Enhanced services
* New functionality

* Value may be in eye of beholder

If taxpayers and ratepayers are asked to invest or pay more, then the
perceived value of grid modernization must be made apparent from

their range of perspectives. Dynamic pricing and cost recovery models will

need to be explained to the public as consumers become partners.

Consumers today willingly pay more for smart
phones than they did for rotary dial phones
because they perceive a greater value.

Medically-frail

Cost-conscious

Tech enthusiast

Indifferent

Green altruist

Comfort lover

New technology will
enable quicker
responses and fewer
outages in extreme
weather, faster
restoration of service
for at-risk residents
(after first responders),
and pro-active contact
with loved ones and
EMT response teams.

Digital technology on
the grid will allow you
to know your current
balance, get pricing
feedback to allow
simple actions and
automation to keep
your bills as low as
possible. Frugal use
of electricity will be
rewarded financially.

The smart grid
platform will allow you
to know how your
home is using energy
and control usage
anywhere from the
device of your
choosing. New and
innovative tools and
apps are hitting the
market all the time.

Whether you choose
to take any action or
not, you will receive
system-wide benefits
including faster repairs
and better customer
service. You will be
able to control who
sees your usage
information.

The smart grid will
make it possible to
support more varied
renewable generation,
electric vehicles, and
energy-saving devices
and appliances. Your
smart energy choices
will reduce the need to
build new power
plants.

You'll stay comfortable
with set and forget
automation. You won'’t
even be aware that
your home energy
management system
is adjusting your AC,
pool pump, and smart
appliances to keep
your bills manageable.

Action Guide — Part 1

July 7, 2011
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? What is the most important recommendation A Encouraging respectful dialog in as many forums
of a national communications plan’? as possible with as many individuals as possible.

1G. CROSS-STAKEHOLDER CONVERSATIONS

To effectively raise consumer awareness and achieve a
sustainable transformation, it is important to engage key
influencers and stakeholders. This goes beyond well-designed
PR campaigns that distribute information targeted to all layers of
the information infrastructure illustrated at right.

* The ideal model for effective progress is consistent
across regions and jurisdictions. Respectful
exchanges among interested parties are critical for any
consumer engagement program to succeed. These should
be a combination of formal and informal meetings. While online
forums can support the process, face-to-face interaction is
needed.

Several cross-stakeholder groups including the National Action
Plan Coalition of Coalitions; the Critical Issues Forums held by
EEI, NARUC, NASUCA; and the Smart Grid Consumer
Collaborative are actively fostering these conversations on a
national level. The same activities should be encouraged at
regional and local levels as well.

CW11 Consumer Symposium, Santa Clara, California Appreciative Inquiry Summit in Cleveland, Ohio

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 16



SECTION 2: MESSAGING
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SECTION 2: MESSAGE FRAMEWORKS

A. Who are we asking to do what?

B. DR in larger context

C. Explaining concepts around DR

D. Motivation and message matrix

E. Addressing advocate concerns

F. Self-selection and choices

Action Guide — Part 1

July 7, 2011

While motivational mix appears across both genders and all age groups and
income levels, there are other patterns related to gender, generation, and
responsibility. Direct conversations yield clear insights though few publicly
available studies detail the variances. These distinctions are important when
choosing which message and communication vehicle to use.

In the context of the national communications program, the NAP suggests DR
be positioned as one element in an integrated smart energy story that will be
better understood and more compelling to the public.

Rather than use the industry-centric term of DR with the public, it will be more
effective to explain concepts in accessible language.

Consumer segments can be aligned with the appropriate messages.

Making sure that the concerns of consumer advocacy community are
addressed is fundamental to protecting vulnerable populations as well as
moving the discussion forward for everyone.

Anticipating what a given person will respond to is very difficult outside of the
context of a personal exchange. For outbound communications, it is much
more effective for people to choose the path meaningful to them from labels and
names that are obvious.

© 2011 To the Point, All rights reserved Page 18



2A. WHO WE ARE ASKING TO DO WHAT?

What are we
asking?

Respond to DR
events or other
emergencies in real
time or with one-day
advance notification

Allow utility to react to
DR events and other
emergencies by
adjusting consumer
AC, pool pumps, etc.

Consciously use less
at peak times and
delay tasks

Research and
purchase a home
energy management
system or network

Pay attention to
nudges like usage
feedback or pricing to
defer or reduce use

Buy EE consumables
(CFLs, LEDs, filters)

Buy Energy Star
appliances
Weatherize home

Purchase an EV

Add solar, cool roof

Action Guide — Part 1

Frequency

~10x/year,
random

10 - 25x/year,
random or 24
hour advance
plan

Hot afternoons
or very cold
mornings/nights

One time or
occasionally as
new items/apps
come on market

Intermittent
(daily, weekly, or
monthly when
bill arrives)

Quarterly?
Once every 5-15
years

Occasional
projects

Once every 2-10
years

15 year cycle

Communication implications

Because weather reports are not infallible, a pre-arranged
communication channel (text, phone call, email) must be triggered
either in real time or the day before with a subset of willing
participants. “Please pitch in” will appeal to few people’s sense of
community but broader adoption will require financial incentives.

Remote control capability is given to the utility (or aggregator) in
advance, in exchange for some agreed upon benefit. Consumers can
be invited to participate as part of new service or other outreach efforts
and thereafter do not have to think about it.

It may actually be easier to get consumers into a habit or routine for
deferred energy use. Framing requests in terms of heat wave or cold
snap pricing or time of day/season is easier to understand.

Affected by utility smart meter deployment schedule and personal
motivations if the utility is not providing a solution. Encouraging use of
available options ahead of AMI deployment builds audience for more
robust applications.

Gadget person may not be the same as key user or bill payer. PR and
educational outreach cannot overcome need for more accessible
interface design. Word-of-mouth, influence by kids learning at school,
targeted outreach will be most effective.

Gateway activity. Advise/drive to links to product info and available
rebates from DOE, utility, or manufacturers

Provide links to product info and make available rebates visible either
from DOE, utility, or manufacturers

Encourage energy audits, access to reputable service providers
Only a few can afford electric vehicles now but entire neighborhood is
affected by need for extra transformers, etc.

Major investments usually part of a broader green building mindset.

July 7, 2011 © 2011 To the Point, All rights reserved

Who is likely decision
maker or person affected?

Homemakers*, elderly, self- and
un-employed likely to be home
in afternoon. Are they willing or
able to be interrupted or change
their plans a day in advance?

Bill payer* or could be a family
group decision

* high proportion are women

Person* who does laundry,
dishes, cooks dinner, kicks kids
off computer to play outside.

Gadget person for now. In

future, “green digital natives”
will perceive as the new normal.

Bill payer* is obvious driver but
enthusiasm can come from
energy champions or other
family members.

Person* who attends
community events

Homeowner, appliance user*
and purchase advisor

Homeowners, renters, landlords
In the short term, affluent/green
car buyers

Homeowner, landlords
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? What aren’t we focusing sole'y on DR in A As the plan itself suggests and the foundational

: . ) research supports, consumers see electricity as a
the communications umbrella’ service without the distinctions insiders understand.

2B. DEMAND RESPONSE (DR) IN CONTEXT

If DR were to be treated as a standalone concept—something not
recommended for the purposes of consumer education—then a
different name would be needed. As research from EcoAlign
illustrates (at left), most people don’t have any understanding of
what the term means and the associations are negative. We
recommend talking about postponing tasks and reducing use of
electricity as well as adopting price and other incentives to
encourage people to voluntarily make those adjustments. When
the request is explained, most people easily grasp that less
EcoPinion 6: Green Gap Redux: Green Words Gone Wrong, EcoAlign, page 6 electrical generation can meet our CO||eCtIV€‘. needs and We. Ca.n
' ' ‘ ‘ reduce the environmental impact of generation and transmission.
Descriptive copy might include concepts such as: “Smart
Meters are not important in themselves, but rather
components necessary to achieve the larger societal imperatives.
Meters are more like a TV cable box or Internet router and firewall.

”

Or “we can expand DR with direct load control devices but cannot
manage widespread distributed generation of renewables without
the digital components of the smart grid, nor can we provide time
of use price nudges.” Therefore, this argument will carry different
weight in different places and with different audiences.

Alternative approaches to grid modernization may be more
desirable in regions where integration of renewables and dynamic
pricing will not be needed or possible in the foreseeable future.

When DR is positioned as part of the bigger picture, Focusing on increased reliability and faster response in extreme
the case for investment in enabling technology weather or other emergencies will likely be a more compelling
platforms becomes more compelling. justification for investment.

Action Guide — Part 1 July 7, 2011 © 2011 To the Point, All rights reserved Page 20



2C. EXPLAINING DR CONCEPTS

While some consumers are familiar with the
concept of peak times for other services, the
related terms are not universally understood.

“Critical Peak Pricing,” “Peak Time Rebates,” and
“Clip the peak” might be re-phrased as “heat wave
pricing,” no-risk rebates,” and “deferred” use.

Action Guide — Part 1 July 7, 2011

Images can be used to illustrate night vs morning vs a scorching

afternoon. What are needed are more stories that feel like real life

(with kids, dogs and dirty dishes to be washed) rather than portraying
a sleek, futuristic world that would only be available to the very wealthy.
Stakeholders are encouraged to consider long-term audience
development (school children or church groups) to encourage early
adopters at the local level in regions that are slower to embrace smart
energy practices.
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?

- Why can’t we use the same

messages for everyone?

A One person’s compelling reason is another’s turn off.
Keep in mind the goal is to have people either be more

conscious and careful in how or when they use energy, or leverage
technology they can afford to automate efficient use of resources

2C. MOTIVATIONS & TOP LEVEL MESSAGES

Tech Enthusiasts

Green Altruists

Cost Conscious

Comfort Lovers

Indifferents

Resisters

The latest gadgets
will allow you to
control your energy
use and get the best
from dynamic
pricing programs

Make a conscious
effort for the cause
of saving the
environment by
minimizing need for
more power plants

You have the
opportunity to
save money on
your personal bill by
postponing certain
tasks to cheaper
times of day

An automated smart
house is the latest
status symbol. You
won’t even notice
the minor
adjustments to your
AC or pool pump

A sustainable energy
supply lets you keep
your home secure
and your country
energy independent

It's unfair if frugal
subsidize energy
wasters who
overuse AC and
pool pumps during
heat waves.

Are you game to
compete with your
neighbors?

Cooperate with your friends and neighbors
to reduce demand for energy and offset
system-wide cost increases

Why worry about
cost and availability
of future energy
supplies?

You decide who
sees your detailed
usage data

Smart grid enables
the latest personal
energy technology
like EVs and solar

panels

Smart grid enables
integration of
renewable energy
and electric vehicles
within your
neighborhood

We can'’t afford to

do nothing and let
the current system
decay. We will be

forced to build far

more costly power
plants.

Smart appliances fit
your lifestyle

Smart grid helps you
determine
acceptable terms
with your utility

The research shows that consumers do see benefits in distribution automation when framed as providing better service and lower
operating costs for everyone. Many utilities have been reluctant to discuss those benefits. Greater transparency around these issues,
including profitability benefits for investor-owned utilities will help build trust.

As creative teams work with this matrix, they should suggest specific language and imagery based on the regional priorities
and the goals and brand identity of the utilities or organizations that are the clients.

Action Guide — Part 1

July 7, 2011
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? Is it better to simply avoid the hot
button issues?

addressed is fundamental to protecting vulnerable

No. Making sure concerns of consumer advocates are '
populations and moving the discussion forward.

2E. ADDRESSING CONSUMER CONCERNS

Concerns expressed

Communication implications

Maintain existing
consumer protections

Much of the turmoil centers around a reasonable fear that protections that exist today will be eliminated with
the deployment of AMI. As part of introductory materials and meetings, utilities would do well to confirm that
their existing policies (including disconnection criteria) will remain in effect or new ones added if necessary.

Dangers of remote
disconnect

The benefits of remote connection should be emphasized as positive features in all communication
materials so the public can be reassured. Switching account responsibility immediately when one moves and
not having to wait to get the power turned on in the new location is especially positive for renters. Restrictions
on shutting off people’s power at night, on weekends, or in the dead of winter should reflect common sense.

Impact of dynamic
pricing on low-income
residents

Even though there is significant empirical evidence that dynamic pricing favors low-income consumers who
typically have flatter load profiles and no empirical evidence that these rates hurt them, this issue remains a
key sticking point. Examples in Part 2 of the Action Guide will show how low-income participants in pilots have
taken positive advantage of dynamic pricing and utility subsidy/discount programs.

Protecting vulnerable
populations

Utilities can promote positive ways to protect medically vulnerable residents who are dependent on special
equipment. Develop advance emergency alert systems for residents and their off-premise guardians. Making
proactive emergency/storm outage response and rapid recovery a key part of utility operations and the story is
a positive way to overcome objections and collaborate with consumer advocates.

Smart meter accuracy

This is important to all types of consumers. In rollout preparation one should demonstrate and communicate
how the utility is testing and verifying the new equipment is accurate. While it does not have to be the top
message, credible 3™ party validation should be readily accessible on the website, at community meetings,
and in the hands of people who are visiting customer premises or answering phones.

Proactive, interactive
consumer education

Energy literacy is needed to create engaged consumers and is especially effective with green altruists and
low-income communities who are most likely to become energy advocates themselves. All the research shows
the more opportunities for interaction with knowledgeable people, the smoother the introduction of new
technologies, and the more likely people will form positive relationships with the utility. Community-based
organizations are great partners and are proving more effective than expensive, mass media campaigns.

Action Guide — Part 1
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Individual control and
choice

Being able to offer consumers a true choice of programs and solutions that match their needs and budgets will
involve collaboration among the regulators, utilities, and consumer advocates. Choices should be clear and
simple so consumers are not overwhelmed. Language must be backed up by actual, desirable options. Hype
and overselling will fall flat and only reinforce distrust.

Shared risk and cost

If consumers are being asked to be partners and change behaviors to help utilities deliver what is a commodity
that is taken for granted, they are going to need more transparency and visibility into the financials. While not
everyone will want this information, utilities (especially IOUs) will need to adopt a different approach here than
has been standard practice if they want public support.

Value proposition of
AMI and cost benefits

Even if a utility wants to discuss DR in isolation, experience shows that the other issues will come to the front
of the discussion. One reason for recommending DR be placed in the broader context is that it is the only way
the numbers make sense. The isolated metric of individual households’ saving as much on their personal bill
through DR response programs to pay for the cost of the meter will not pencil out for everyone, nor should it.

Smart meters (AMI) vs
direct load control

If there is not community support for integration of renewables or dynamic pricing in a given jurisdiction and
they are not anticipated for the coming decade, then AMI may be difficult to justify in absence of some larger
societal goals. However, if this functionality is needed, then AMI is required for safe deployment.

Big Brother or criminal
hackers

Concerns around privacy are of greatest concern to resisters and those who generally distrust their local utility.
Align with policy and architecture decisions by the regulators and utilities. If utilities only gather the aggregated
household usage and allow the detailed usage data to remain on the premises, with the consumer determining
who has access to view that data, much of the problem is solved. This structure will also make it easier to
address matters of cybersecurity. The communications strategy should reflect actual implementation. With
respect to direct load control, indifferents and resisters are likely to respond negatively even if cash incentives
are offered. Allowing consumers to self-select their options based on their own priorities can avoid these
potential triggers for distrust and dissatisfaction.

Health concerns over
Radio Frequency
emissions

The science supports that smart meters are not a danger and emit less than mobile phones, baby monitors,
and microwave ovens. Links to 3" party studies, especially those conducted by health professionals,
confirming findings should be made available on utility websites. For customers who remain unconvinced, the
utilities would do well to provide alternatives such as relocation of the meter or “organic” meters without radio
transmitters. As these are likely to be a few customers with big voices, from a communications’ perspective, it
is better to recognize the fear is real and let them opt-out. Encourage groups focused on environmental justice
to write to local media and express their support for integration of renewables enabled by smart grid.

Prepay

Rather than using prepay as punishment for delinquent customers, position it as a one offering in a portfolio of
options to intelligently manage costs with minimal cash flow. For low-income groups, offer prepay combined
with energy literacy training, LIHEAP and fuel subsidies, weatherization, saver programs, etc.

Action Guide — Part 1
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? What if consumers could choose their
pricing program?

This is an invitation for innovation and creation of next
practices on a policy as well as communication level. It
can be validated in upcoming pilots and rollouts.

2F. SELF-SELECTION AND CHOICE

Despite the virtue of consumer choice being touted as one of
the main benefits of Smart Grid, most of the pilot programs to
date have assigned participants on a random basis. Self-
selection based on voluntary participation in pilots has been
used to criticize and question the validity of pilots.

* Given the nature of long-term technology adoption
and the clear pattern of disparate energy worldviews,
perhaps random selection is not the best way to truly
measure the potential power of consumer engagement?

Another opportunity exists by linking subsidies with energy literacy
and saver programs. Low-income consumers can become respected
energy leaders and champions in their communities.

Think of this program design challenge in terms of buying a car. If
the car dealership were to assign you to a given automobile at a set
price based on their perception of you, you wouldn’t be very happy
unless they happened to match you up with the right car at the right
price. The car industry has come a long way from black Model-A
Fords with a global market with different vehicles, at different price
points and features, with marketing messages and positioning
targeting appropriate audiences.

If consumers are to be active participants rather than a captive
audience, the same principles apply here. If consumers can
choose the energy plan that matches their worldview and financial
considerations, then they are far more likely to make it work for their
household. To allow this shift in practice will clearly require the
cooperation and collaboration of regulators, consumer
advocates, and utilities as well as the service and technology
providers that are part of the energy ecosystem.

From a communications perspective, if a consumer visiting a
website, reading a brochure, or talking to a customer service rep is
allowed to self-identify and choose the plan that makes sense
to them; the utility doesn’t have to guess what that household
would want. The consumer weighs the features and descriptions of
the different programs and then makes a voluntary selection.

Program labels don’t need to be clever and unique enough for
trademark protection as much as they need to be obvious to
the people doing the choosing.
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SECTION 3: NARRATIVES & STORIES

PPPPPP



NARRATIVES & STORIES: COMING IN PART 2

A. Video narratives

B. Images that tell stories

C. Consumer stories

D. Memorable vision statements

E. Information architectures

F. Creative briefs

G. Provide a frame

Action Guide — Part 1 July 7, 2011

Video is a particularly good medium for telling the story of the smart grid,
especially when used in the context of an interactive session where people
can ask questions and engage in conversation after a piece is shown.

Evocative imagery can give viewers a different perspective on the beauty of the
transmission system or the sense of pride that comes from a child, family, or
community contributing to the solution. The field personnel who work in the
utility industry and the advocacy groups often come from their local
communities and their commitment is beyond basic employment—there is
authenticity and heroism in their dedication.

The best voices to reassure skeptics that consumers value opportunities
presented by smart energy technologies and practices are the voices of real
people. Most people can instinctively hear the difference between promotional
creations and actual human beings expressing their true opinions.

These examples will show how to present the big picture in an integrated way
that supports local modification.

The way that audiences are allowed to self-select and drill down to more detail
has a big impact on how readily information is understood and absorbed.

Examples that can be modified for use with local creative teams or agencies.

As part of community events, organizers can provide a frame for a discussion
topic and allow residents and leaders to paint pictures of implementation paths.
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We encourage readers to look at the IDEO Human Centered Design Toolkit. http://www.ideo.com/work/human-centered-design-toolkit/
While this toolkit is focused on NGOs and not on the smart grid, it's an excellent resource for describing this type of innovative approach.

In the same vein, we encourage readers to learn more about the Appreciative Inquiry Process where human-centered design principles are being
applied to cross-stakeholder initiatives linking sustainability practices with economic development. http://appreciativeinquiry.case.edu/

The methodology is being applied to the design of a smart grid pilot with National Grid and the City of Worcester to be held in September 2011.
http://www.green2growth.com
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DESCRIPTION: FPL’s responses to Staff’s First Set of Interrogatories, Nos. 1-20 (See Hearing Exhibit CD for excel...


Florida Power & Light Company
Docket No, 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 1

Page 1 of 1

QUESTION

Please refer to the testimony of witness Onsgard at page 25, lines 6 and 7. It is inferred that the
Company’s 90-day NSMR enro nent period ended May 31, 2014. Please confirm that this is
the correct date for the conclusion of the enrollment period or, in the alternative, please provide
the correct dates for the beginning and the end of the 90-day enrollment period.

RESPONSE

The 90-day initial enroliment period ran from March 1, 2014 through May 31, 2014. This initial
enrollment period was focused on ensuring that all postponed and unable to complete (UTC)
customers had ample information and time to make an informed decision regarding their choice
of meter and to then notify FPL of their choice before billing began in June 2014.
Notwithstanding the conclusion of this initial enrollment period, FPL customers have the
continuing ability to enroll in the NSMR program.
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NSMR Active Enrollments 4,083 4,105
NSMR Auto Enrolled 3,658 2,578
Total 7,741 6,683
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 3

Page 1 of 1

QUESTION
Please refer to the Company’s response to OPC’s First Set of Interrogatories, Interrogatory No.
15, item (b). Please provide a comparison of what the Enrollment Fee and Monthly Surcharge
would be at NSMR program participation levels of 11,000, 10,000, and 9,000 customers,
respectively.

RESPONSE

Please see Attachment No. |, which depicts the requested comparison of NSMR charges
assuming NSMR enrollment levels of 9,000, 10,000 and 11,000 customers. Attachment No. |
also includes the charges already provided at 6,000, 12,000 and 18,000 NSMR enrolled
customers, along wi  charges assuming 7,000 and 8,000 NSMR enrolled customers. As
indicated on Attachment No. 1, the Enroliment Fee has been kept constant for purposes of this
response, with any changes reflected in the amount of the corresponding Monthly Surcharge.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrog  ies
Interrogatory No. 4

Page 1 of 1

QUESTION

Please refer to the testimony of witness Onsgard, Exhibit RAO-4, Page 4 of 15, lines 2, 3,4, 5, 6,
7,and 11. Please provide a ¢ )Harable exhibit showing actual expenditures as of the beginning
of the June 2014 NSMR billings. For spreadsheets provided, please ensure that all formulas are
intact and unlocked.

RESPONSE
Please see Attachment No. 1.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 6

Page 1 of 2

QUESTION
Please refer to the testimony of witness Onsgard at page 15, lines 11 through 21 and page 16,
lines | through 22.

a. Please elaborate in greater detail regarding the statement that it would not be “efficient or

practical” to have a separate charge for individual site visits to the premises of NSMR
customers.

b. Please elaborate in greater detail regarding the statement that the Company’s projection
of site visits “is actually conservative.”

c. Please clarify the statement that the Company *...will be required to test the majority of
the remaining non-standard meters...” by providing approximate percentage estimates of
the remaining non-standard meters for which testing will be necessary over the next three
years and next five years, respectively.

d. Regarding the “4,800 site visits to customers on the postpone list to set non-standard
meters,” please indicate how many of the 4,800 site visits represent return visits to
premises that already have received a NSMR program-related site visit.

RESP NSE

a.

Establishing a separate fee for individual site visits would not be efficient or practical for
several reasons. It would require FPL to make changes to its customer information systems
to establish and bill these new charges which would result in additional system
implementation costs to be borne by the NSMR population in these service charges. This
approach would require Commission approval of separate tariffed charges. Separate fees
would require NSMR customers to pay the site visit charge all at once instead of over the
five years as approved by the Commission.
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Florida Power & Light Company
Docket No. 130223-E1

Staff’s First Set of Interrogatories
Interrogatory No. 6

Page 2 of 2

b. FPL's estimate of an average of one field meter visit per NSMR customer is conservative
based on the nature of the field meter site visits that will be required. Site visits will be
required for non-standard meter installation, meter sampling for testing, outage restoration
and monitoring for current diversion. As fully described in responses to subparts (¢) & (d)
below, field visits for non-standard meter test sampling and meter installations will account
for more than one visit for each currently enrolled NSMR customer, and therefore FPL's
average of one field meter visit per NSMR customer estimate is conservative. ~ Meter
sampling for the enrolled NSMR customers over the next five years will require 5,495 visits.
In addition to those visits, FPL has already made 1,650 visits to install non-standard meters
for customers enrolled in the program. Together these two types of site visits represent 7,145
visits, which is already more than the total population of NSMR enrolled customers. This is
before accounting for site visits to NSMR customers due to the inability to “ping” NSMR
meters before leaving outage-restored areas to ensure they are connected, or site visits that
may be required for monitoring NSMR meters for current diversion.

c. Due to the large number of different non-standard meter types remaining in the field for
NSMR customers (approximately 100 different meter types), absent a change in Florida
Administrative Code requirements and/or FPL’s Commission approved Meter Sample Test
Plans, the required sample sizes for testing will result in most non-standard meters requiring
removal for testing or replacement over the next five years. Pursuant to Florida
Administrative Code requirements and FPL's Commission approved Meter Sample Test Plan
s, FPL will test or replace 65%, or 4,324 of the remaining non-standard meters in the NSMR
program over e next three years, and 83% or 5,495 of the remaining non-standard meters in
the NSMR program over the next five years. A copy of FPL's Commission-approved Meter
Sample Test Plan is provided in Attachment No. 1.

d. The 4,800 site visits referenced in witness Onsgard's direct testimony reflect the number of
postponed customer premises where FPL has installed non-standard meters since the
postpone list began. The 4,800 visits do not include any second visits. More importantly,
now that the initial 90-day enroliment period is over, FPL can report that for the
approximately 7,000 customers who had enrolled in the SMR program as of July 1, 2014,
FPL has already made 1,650 field meter site visits to these premises to install non-standard
meters. Now that the postpone and UTC lists have been resolved, future enrollments over
the next five years will almost certainly require site visits to install non-standard meters.
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Set of Interrogatories
Interrogatory No. 6

Attachment No. |

Page 1 of 36

Test 2rocedures
and Test Plans
For

Metering Devices

Florida Power & Light Co.

June 17, 2008
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Florida Power & Light Company

Docket No. 130223-E1

Staff's First Set of Interrogatories

Interrogatory No. 6

Attachment No. 1

Page 5 of 36 . .
# FPL Metering Device Test Procedures & Test Plans

TABLES AND FIGURES

Table 1 - New Meters Atti utes Plan ~ ample, Lot Sizes and Acceptance Numbers...... 18

Table 2 - New Meters Attributes Plan LTPD ... ..o 20
Table 3 - In-service Attributes Plan ample, Lot and Acceptance Numbers..................25
Figure 1 - OC Curve for New Meters Attributes Plan..................oo 20
Figure 2 - OC Curve for New Meters Variables Plan, Variance Known........................ 23
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 6

Attachment No. 1

Page7 f36 . °L Metering Device Test Procedures & Test Plans

F. Records - Historical performance records for each watthour meter or watthour
meter standardization system used as a basic reference standard are maintained

by FPL as follows:

1. Comparisons of FPL's basic reference standards with national standards.

2. Intercomparisons made with other FPL basic reference standards.
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Florida Power & Light Company
Docket No. 130223-E1
Staff's First Set of Interrogatories

Interrogatory No. 6

Attachment No. 1

Page 8 ol 36

A.

FF . Metering Device Test Procedures & Test Plans

ortal 2> Standards

General - FPL utilizes one or more watthour meters to be used as portable
standards, of capacity and voltage range adequate to test all watthour meters used
by FPL for billing purposes.

Accuracy - Watthour meters used as portable standards will not be in error by
more than + 0.1 % at 1.00 power factor or by more than = 0.2 % at 0.5 lagging
power factor, after the application of standard correction factors.

Comparison with Reference ~ andards - Each FPL watthour meter used as a
portable standard is compared with a basic reference standard at least once a
year.

cessive Variation - If excessive variation in the percent registration of a watthour
meter used as a portable standard is observed in the comparisons of C. above, the
source of the variation will be investigated. If the source of the variation cannot be
corrected, then the use of this watthour meter as a portable standard will be
discontinued.
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Florida Power & Light Company

Docket No. 130223-EI

Staff's First Set of Interrogatories

Interrogatory No. 6
Attachment No. 1
Page 20 of 36

PROC-2 FPL

FF' Metering Device 1 _ 5t Procedures & Test Plans

equal to this Probability of Acceptan:

e. Criteria - The null hypothesis is accepted if the number of defective meters
in the first samp is zero. If the number of defective meters is greater than
one, the null hypothesis is rejected. If the number of defective meters is
exactly one, a second sample is drawn. If no meters in the second sample
are defective, the null hypothesis is accepted. The null hypothesis is

_zcted if the number of defective meters is greater than one.

Meter Grou; - This attributes plan is applied to shipments of new meters
segregated by characteristics such as manufacturer, model, and methods of
construction likely to af :t the meter's performance.

Prior App ral - This approach to sampling by attributes is consistent with
FPL's previously approve ' plan. In addition, this approach applies more
conservative criterion with regard to tightening the AQL and clearly defining the
LTPD.

A high-level flow chart for this plan is attached in Appendix A.

PAGE 19 of 33 June 17, 2008
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Florida Power & I isht Company
Docket No. 130220 [

Staff's First Set of luterrogatories
Interrogatory No. 6
Attachment No, |
Page 31 of 36

FPL Metering Device Test Procedures & Test Plans

Figure 5 - Operating characteristic curve for In-service Variables plan, Variance Known

ability of Acceptance
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 6

Attachment No. 1

Page 35 0f 36 FPL Metering Device Test Procedures & Test Plans

Appendix A

High :vel Flow Chart for New Lc  Sample Plan
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 8

Page 1 of 1

QUESTION

Please refer to the testimony of witness Onsgard at page 5, lines 14 through 21. Please explain
whether or not FPL’s decision to defer analysis of the feasibility of an opt-out program until after
standard meter de] >yment was completed affected the costs associated with the NSMR
pre  am.

RESPONSE

No, it d not. = e incremental costs required to provide the non-standard meter service are
unique and specific to that service, and did not increase by waiting until deployment was
completed. In fact, waiting until the end of deployment saved opt-out customers up to four years
of non-standard service charges that would have been in effect if NSMR enrollment was
undertaken during smart meter deployment. Additionally, if NSMR enrollment had been
undertaken in conjunction with deployment, the opt-out charges would have been based on
significantly less accurate assumptions, as costs could not have been reasonably determined and
the opt-out population could not have been reasonably projected at that time.
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Florida Power & Light Company
Docket No, 130223-El

Staff's First Set of Interrogatories
Interrogatory No. 9

Page 1 of |

QUESTION

Please refer to the Company’s response to OPC’s First Set of Interrogatories, Interrogatory No.
8. In its response to the Interrogatory, FPL asserts that the Company “does not avoid any costs
associated with purchasing and installing a smart meter when an existing customer declines a
smart meter.” Please identify ¢ er AMI meter program costs besides purchase/installation of a
smart meter, if any, which potentially may be avoided if a customer does not accept a smart
meter.

RESPONSE

FPL has identified only one minor area where costs potentially may be avoided if a customer
does not accept a smart meter. This is for costs associated with smart meter communication
failures that were not reflected in FPL's incremental cost study. While both smart meters and
non-standard meters require costs to maintain, FPL has determined that the Company spends
approximately $0.07 more per month per meter for smart meter communication repairs.
However, the incremental non-standard meter costs associated with Customer Advocacy
described in FPL's response to Staff's First Set of Interrogatories No. 7 that were omitted from
FPL's NSMR tariff filing far outweigh the $.07 per month associated with the smart meter
communication failures.
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Set of Interrogatories
Interrogatory No. 10

Page 1 of 1

QUESTION

Please refer to the testimony of witness Onsgard, Exhibit RAO-4, Page 12 of 15. Please state
whether or not consideration was given to having separate charges for “Field Visits for
Collections™ and “Disconnect/Reconnect™ field visits such that only the NSMR customers who
required such services would pay the incremental costs rather than the entire body of NSMR
customers.

RESPONSE

FPL did consider separate service charges for “Field Visits for Collections™ and “Disconnect/
Reconnect™ field visits, but ultimately rejected this approach. Establishing separate fees in this
manner would have unnecessarily increased the cost of these services by requiring changes to
FPL's customer information systems. This approach would have also required Commission
approval of the two separate tariffed charges. Consistent with the Company's treatment of the
other incremental costs associated with this optional service, FPL instead projected the total
costs and allocated those costs to the projected population of NSMR customers.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 11

Page 1 of 1

QUESTION

I :ase refer to the testimony of intervenor Martin at page 7, lines 5 through 9. Please explain
why the Company fil  a separate petition for the NSMR tariff rather than handling it in the
context of a general rate proceeding.

RESPONSE

FPL filed a separate petition to timely offer customers the opportunity to choose to receive
electric service pursuant to a non-standard meter option. It would not have been appropriate to
wait to address this in a general rate proceeding. As stated in FPL witness Deason's rebuttal
testimony at page 8, line 19 through page 9 line 3, "... the timing of rate cases can be uncertain.
If efforts to control regulatory lag are successful and increases in uncontrollable costs are
minimal, the amount of time between rate cases can be several years. During this time, there
will be the need to introduce new services or make changes to existing services. Requiring rate
cases to address these tariff changes would be both inefficient and disruptive to meeting
customer needs in a timely manner. [t would also be difficult to meet changing regulatory
requirements, changing technologies, and changing economic conditions." In addition, waiting
until the next rate case to propose the NSMR tariff would result in unnecessary regulatory lag
and would unduly extend the time during which NSMR customers would not bear the expenses
associated with the non-standard meter service they have selected.
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 12

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 10. lines | through 4. Since the
Company has chosen to file a separate petition for a NSMR tariff outside of a general rate
proceeding, please explain why it would not be more appropriate to file a NSMR petition in
2015.

I__3PONSE

FPL filed the ™ MR tariff in August 2013 to timely offer customers the opportunity to choose to
receive electric service pursuant to a non-standard meter option. This action was taken by FPL
once the incremental costs of providing that non-standard meter service could reasonably be
determined and FPL could reasonably project the potential population of customers who would
take such service. In addition, waiting until 2015 to propose the NSMR tariff would result in
unnecessary regulatory lag, would unduly extend the time during which NSMR customers would
not bear the expenses associated with the non-standard meter service they have selected, and
would unnecessarily delay giving appropriate price signals.
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 13

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 21, lines 12 through 17, and Exhibit
MM-2. Please explain why the $145.36 presented as a potential avoided unit cost of not
installing a standard AMI meter should not be considered as an offset to the NSMR program
costs per customer.

RESPONSE

The $145.36 cited in witness Martin's Exhibit MM-2 was an estimate of the per meter capital
cost of the smart meter project from FPL's last base rate case, Docket No. 120015-El. As a cost
recovery principle, deployed capital is recovered from all customers over the useful life of the
asset through rates and charges for standard electric service. In Order No.
PSC-10-0153-FOF-EI, the Commission authorized the Company to recover the AMI meters
(Plant Account 370.10) using a 20-year life. The fact that NSMR customers have elected to take
non-standard service does not relieve FPL from the obligation to provide standard service to all
customers should they elect in the future. Therefore, witness Martin’s assertion that there were
avoided capital costs that could offset NSMR costs is not correct.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 14

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 21, lines 22-23, page 22, lines 1-3, and
Exhibit MM-2. Please explain why the $22.82 presented as a potential avoided unit cost of not
retiring the existing meter on NSMR customers’ premises should not be considered as an offset
to the NSMR program costs per customer.

RESPONSE

The calculation provided by Witness Martin in E:  ibit MM-2, “AMI Project Costs to Retire Old
Meters™ is not accurate. The $101 million relates to the net book value related to analog meters
(Plant Account 370) which was estimated during the last depreciation study prepared during
2008 and filed in Docket No. 090130-El. This amount was ordered to be offset against the
estimated reserve surplus reflected in Order No. PSC-10-0153-FOF-EI. The amortization was
completed prior to the last rate case for which current base rates are set. Amounts presented in
Docket No. 120015-El did not include any amount of amortization costs to offset incremental
NSMR costs. Therefore, there is no correlation between the two numbers and thus should not be
used to depict “Cost per Meter” avoided, or considered an offset to NSMR participants.

Additionally, regardless of the manner in which the amortization of legacy meters was accounted
for, FPL does not account for mass property, like meters, on a customer specific basis. It would
not be appropriate, nor currently possible, for FPL’s accounting systems to try to track mass
property on a customer specific basis.
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Florida Power & Light Company
Docket No. 130223-E{

Staff's First Set of Interrogatories
Interrogatory No. 15

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 22, lines 5-16. Please explain why
having a full inventory of standard AMI meters does not provide a benefit to the general body of
ratepayers.

RESPONSE

Having a full meter inventory does provide a benefit to the general body of customers, including
NSMR customers. As stated in witness Onsgard's rebuttal testimony at page 18, lines 3 through
8, "FPL’s inventory balance cost is borne by, and provides benefits to, our general body of
customers, including NSMR customers. FPL maintains inventories of smart meters to provide
required standard service within our service territory. The fact that NSMR customers have
elected to take non-standard service does not relieve FPL from the obligation to provide standard
service to all customers should they so elect at any time."
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 16

Page 1 of 2

QUESTION

Please refer to the testimony of intervenor Martin at page 24, lines 4 through 21. Please explain
why the identified potential avoided AMI meter-related variable costs of data resource
management, repairs to AMI meter communication components, Energy Dashboard assistance
calls, and depreciation impacts should not be considered as an offset to the costs of administering
the NSMR program to NSMR customers.

RESPONSE

As stated by FPL witness Onsgard in his rebuttal testimony at page 20, line 17 through page 22,
line 9, "FPL complett its comprehensive analysis of non-standard meter costs and savings, and
in the following areas determined there were no cost savings related to providing non-standard
service:

1. “Big Data” storage and software licensing: FPL incurs these costs on an enterprise-wide
basis. As stated for smart meter inventory, the fact that NSMR customers have elected to
take non-standard service today does not relieve FPL from the obligation to be ready to
provide standard service to all customers should they so elect at any time. Additionally,
FPL is not able to adjust this enterprise-wide, vendor-supplied storage capacity or
software licensing on an ad-hoc basis for the small population of non-standard customers.

2. Energy Dashboard savii : from reduced calls to the care center from non-standard
service customers because they do not have access to the dashboard: FPL performed a
review to determine if the Company actually received reduced calls to the care center due
to NSMR customers not calling about the energy dashboard. There are no savings;
having a smart meter vs. not having a smart meter did not change the care center call rate
between the two populations. The number of calls received asking general questions
about the energy dashboard or calls inquiring about high bills from both populations were
nearly identical.

3. Reduced workload because nc standard meter customers would not require customer
service r resentatives to activate their smart meter or enroll non-standard meter
customers 1n other smart meter services: There are no non-standard meter customer cost
savings related to these items. Customer service representatives do not spend any time
activating smart meters and there are no other smart meter services that require
enrollment. NSMR customers are actually a cost driver in the activation process since
they must be re-routed to non-activated routes.
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Set of Interrogatories
Interrogatory No. 16

Page 2 of 2

4. Depreciation savings from longer useful lives of non-communicating meters: There are
no depreciation savings from the NSMR program. In fact, non-standard meter customers
actually juire FPL to maintain inventories of non-standard meters for repairs, as well as
smart meters in case the non-standard service customer moves or requests standard smart
meter service.

FPL did identify costs associated with smart meter communication failures that were not
reflected in its incremental cost study that was completed prior to the filing of the Petition for
Approval of Optional Non-standard Meter Rider on August 21, 2013. While both smart meters
and non-standard meters require costs to maintain, FPL determined that the Company spends
approximately $0.07 more per month per meter for smart meter communication repairs.

The incremental non-standard meter costs associated with Customer Advocacy that were omitted
from FPL's NSMR tariff filing, as described in FPL's response to Staff's First Set of
Interrogatories No. 7, far outweigh the $.07 per month associated with the smart meter
communication failures.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 17

Page I of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 28, lines 1-4. Please explain why the
identified potential avoided OSHA-related costs of Company personnel conducting field work to
service AMI meters should not be considered as an offset to the costs of administering the
NSMR program to NSMR custom

RESPONSE

FPL will incur incremental O! A related costs due to field personnel continuing to be in the
field to service non-standard meters. As stated by witness Deason in his rebuttal testimony at
page 4, lines 11 through 15, "Under an incremental cost approach, it is only the incremental costs
of the optional service that are relevant and not the costs reflected in existing base rates." In this
instance, the OSHA-related costs referred to in witness Martin's testimony would not be incurred
but for the NSMR program, and such incremental costs should properly be borne by customers
electing the optional non-standard meter service.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 18

Page 1 of 2

QUESTION

Please refer to the testimony of intervenor Martin at page 29, lines 22-23, and page 30, lines |
through 4. Also, please refer to the testimony of witness Onsgard, Exhibit RAO-4, Page 14 of
15, and to the Company’s response to OPC’s First Request for Production of Documents, POD
3, filename 130223 — OPC’s POD 3 - 130223-E part 3 of 3.pdf”, FPL Bates stamp number
001618 NSMR. Please elaborate in greater detail regarding the prospective duties and
responsibilities of the NSMR project manager position subsequent to the completion of the
initial program enrollment period.

RESPONSE

The administration of this project is complex and the accounting oversight critical to the proper
billing and reporting of the project. Two things are important to note regarding the project
management cost. First, FPL has included one equivalent full-time position in the cost structure;
however, during the initial phase of this project, as FPL expected, substantially more than one
full-time position has been necessary. Second, and perhaps most significant, FPL should have
reflected the project management costs as a fixed cost in FPL’s petition, but they were included
as a variable cost. Project management cost will be essentially the same regardless of the
participation levels. The costs for project management will only be recovered at the 12,000
participant level originally projected. If current enrollment levels remain at approximately half
this projected participation level, FPL will only recover approximately half of the project
management cost.

The high-level duties and responsibilities of NSMR project management are:

Overall project management responsibilities of NSMR program

o Billings — Maintain and monitor controls over NSMR billings to ensure billings
are accurate

o Meter Change Orders — Maintain and monitor controls over meter char~~ orders
to ensure NSMR customers who enroll receive timely installation of non-standard
meters

o Systems Changes — Monitor other system changes that could affect NSMR billing

d support, including all interfaces to field work man-~~ment systems as well as

future system enhancement that smart meters may proviae

0 Process Management - Monitor related processes for change and improve as
needed

o On-Going Enrollments - Oversight of customers coming in and out of program
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 18

Page 2 of 2

Overall on-going cost accounting structure responsibilities to capture payroll and
non-payroll costs related to NSMR across many business units
Overall metrics and reporting responsibilities for NSMR Project Key Measures to be
used in monthly management reporting and annual reporting to Commission
o Total Billings, Capital and O&M Costs
Care Center Costs and Call Volumes
Field Meter Non-Standard Meter Costs and Site Visits
Meter Reading Costs and Number of Reads
Meter Sampling Costs and Site Visits
Non-Standard Meter Inventories
NSMR Billing Support Costs
Collection Costs and Site Visits
Connect and Disconnect Costs and Visits
Distribution Outage Costs and Field Visits
Storm Restoration Costs and Field Visits
Credits given customers through 45 Day Grace window
Customer Advocacy Costs
Delinquent Account Status
Track and report ™ VIR enrollment activity from:
§ Web Site
§ Tear Off Mailer
§ Call Center Calls

©C 0 0 0 O 0O 0 0O 0O O 0 0 O O

130223 Hearing Exhibits - 0059



Florida Power & Light Company
Docket No. 130223-EI

Staff's First Set of Interrogatories
Interrogatory No. 19

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 31, lines 7 through 16. Please explain
any disadvantages/ problems with offering NSMR customers an alternative to FPL manual
monthly meter readings such as the use of estimated readings or customer self-reads.

RESPONSE

There are both operational and procedural disadvantages with using estimated readings or
customer self-reads. Operationally these methods cannot be used in and of themselves for
accurate meter reading as they require Company meter readings to true up the accounts which
result in over/under billings that adversely impact either the customer or the Company. Also
many customers would not be willing or able to conduct self-reads.

As discussed in witness Onsgard's rebuttal testimony at page 13, lines 6 through 18: "Accurate
and timely meter reading is a fundamental responsibility for all utilities to properly bill
customers. FPL does not believe either self-reads or estimated bills are appropriate methods for
the primary controls over reading meters and billing customers. The Commission’s rules also
disfavor self-read and estimated bills. Rule 25-6.099, Florida Administrative Code, provides that
“meters shall be read at monthly intervals on the approximate corresponding day of each
meter-reading period” unless special circumstances warrant. Also, Rule 25-6.100(1) directs that
“bills shall be rendered monthly and as promptly as possible following the reading of meters,”
which expresses the Commission’s preference that bills be based on actual meter readings. More
to the point, Rule 25-6.100(3) states that “estimated bills may be submitted” only “when there is
sufficient cause.”
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Set of Interrogatories
Interrogatory No. 20

Page 1 of 1

QUESTION

Please refer to the testimony of intervenor Martin at page 15, lines 19 through 23. Are there
incremental costs associated with FPL Budget Billing? If yes, please describe the costs and
explain how a customer pays for Budget Billing. If no, please explain why not.

RESPONSE

FPL Budget Billing was implemented in the early 1980’s pursuant to Commission Order No.
10047 (Docket 800110-EU) which directed all investor owned electric utilities to design such
programs immediately. As the Commission acknowledged in that Order, Budget Billing yields
overall benefits to the general body of customers, not just the subscribing population.

Because more than 30 years have passed since FPL Budget Billing was originally implemented,
FPL no longer has records of the initial project costs. Budget Billing is now integrated into
FPL’s customer information system and requires no manual processes. There are no ongoing
system personnel costs or annual maintenance expenses attributable to Budget Billing. As with
most of our customer services, FPL has incurred cost to develop an online application to allow
enrollment on FI' .com, which in turn reduced costs by eliminating calls to FPL’s customer care
center.

Ongoing incremental costs associated with FPL Budget Billing involve enrollment calls placed
to FPL’s Customer Care Center. Mass communications to make customers aware of the
existence of Budget Billing are not charged to the program participants; the same is true for
communications to FPL's general body of custon s regarding the NSMR Program. In sum,
elimination of Budget Billing would not result in any savings to customers, whether participants
or the general body of customers.
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AFFIDAVIT

;Y
“" Robert A. Onséﬁ?d
State of Florida )

County of Hlng Brath

[ hereby certify that on this _Eday of Us f , 2014, before me, an
officer duly authorized in the State and County aforesaid to take acknowledgments,
personally appeared Ro!  * A. Onsgard, who is personally known to me, and he
acknowledged before me that he sponsored the answers to Interrogatory Nos. 1-12, 15,
and 17-20, and co-sponsored the answeré to Interrogatory Nos. 13, 14 and 16 from Staff’s
First Set of Interrogatories to Florida Power & Light Company (Nos. 1-20) in Docket No.

130223-El, and that the responses are true and correct based on his personal knowledge.

In Witness Whereof, | have hereunto set my hand and seal in the State and County

-
aforesaid as of this ls’ day of A7®(] 0(5{’ ,2014.

b%éé( ‘ @ ﬂf}/éﬂﬂ

Notary Pub]ic(ﬂ:ﬂe ot Florida

Notary Stamp:
SR, TRAC! 0. GOLOWIRE
2 YN % Notary Public - State of Florida

£ My Comm. Expires Jul 31, 2015
< "Commission # EE 117538

=
.
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AFFIDAVIT

T[S

Sol Stamm

State of Florida )

County of ﬂftamrggig)

268 -

[ hereby certify that on this 3) day of j (A}_’g 2014, before me, an
officer duly authorized in the State and County aforesaid to take acknowledgments,
personally appeared Sol Stamm, who is personally known to me, and he acknowledged
before me that he co-sponsored the answers to Interrogatory Nos. 13, 14 and 16 from
Staff’s First Set of Interrogatories to Florida Power & Light Company (Nos. 1-20) in
Docket No. 130223-EI, and  at the responses are true and correct based on his personal

knowledge.

In Witness Whereof, | have hereunto set my hand and seal in the State and County

~ 1t -
aforesatd as thisj‘ ~ day of !ggg{, 2014,
S
(Biolin N ynes

Nofary Public, State 6f Florida

4

Notary Stamp:

CAROLYN J SMITH
% Notary Public - State of Florida

My Comm, Expires Sep 11,2014
Commission # EE 19792
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FPL’s responses to Staff’s
Second “et of Interrogatories
Nos. 21-31

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 12

PARTY: STAFF

DESCRIPTION: FPL'’s responses to Staff's
Second Set of Interrogatories, Nos. 21-31 [Bates
Nos. 0064-0082]
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 12
PARTY: STAFF
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 21

Page 1 of 1

QUESTION

Please refer to the rebuttal testimony of witness Onsgard at page 6 of 24, line 6, and the direct
testimony of witness Onsgard at Exhibit RAO-4, page 1 of 15, line 8. Please state whether the
estimated amount of “Up-Front and One-Time costs per NSMR customer” shown in the rebuttal
testimony should be $362 rather than $310 based on 12,000 participants.

RESPONSE

No, the estimated amount of Up-Front and One-Time costs as reflected in the original proposed
tariff is $310. The $362 amount (reflected in Exhibit RAO-4) includes the revenue requirements
associated with the Up-Front costs.

FPL’s Up-Frontanc ae-Time costs per customer were estimated to be as follows:

Up-Front $205.09
One-Time $105.35
Sub-total $310.44
Revenue Requirements $ 51.49
Total $361.93
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 23

Page 1 of 2

QUES ION
Please refer to the Company’s response to Staft’s First Set of Interrogatories, No. 4, Attachment
No. 1.
a. Regarding lines 3, 4, 5, 6, 7, and 11, please explain the reasons for the variances
between the “Estimated” and “Actual” costs for the indicated “Task™ items.
b. Please indicate whi  Tasks were performed by in-house personnel and which Tasks
were performed by outside contractors.
c. Please show additional “Up-Front Non-Standard Meter Program Capital Costs™, if
any, that the Company has incurred subsequent to the commencement of June 2014
b ings.
TT5PONSE
a. Explanation of variances by task;
3 & 4. New billing, financial requirements and other core functionality changes in

5,6&7.

11.

the Customer Information System ("CIS") for NSMR were completed in
13,722 fewer man hours than was estimated. This was primarily achieved by
designing C system requirements to take advantage of existing
programming code.

Enrollment activities took longer to complete by 14,637 man hours due to: (i)
the complexity of the operational changes required around meter change
orders, (ii) the automated communications to ensure customers were properly
informed about the NSMR program before they were automatically enrolled,
(iii) the number and complexity of reports required to flag exceptions was
more significant than initially estimated, and (iv) the need for involvement by
FPL's technical team during t!  post-implementation period to facilitate data
analysis and clean-up.

The estimate for the collection related programming changes included making
modification to multiple user interface screens. During development of these
screens, man hours were reduced by 1,287 by limiting the requirements so
that only minor changes were needed to fewer screens. Programmatic
calculation changes included in the estimate were also eliminated.
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 23

Page 2 of 2

Approximate breakdown of technical resources by task:

3. Billing and Financial Components: 50% FPL 50% contractors
4, Core Functionality: 40% FPL 60% contractors
S. Web Enrollment - Enable Customer web
self-service enroll functionality: 40% FPL 60% contractors
6. Customer System Automation to enroll in
t-out program: 40% FPL 60% contractors
7. Care Center - Enrollment: 40% FPL 60% contractors
11.  Revenue Recovery - Online changes: 50% FPL 50% contractors

Since June 2014, FPL incurred an additional $2,866 for the allocation of a technical lead
programmer that assisted with the data analysis and clean-up after production
implementation of the billing changes. FPL is also evaluating additional NSMR system
enhancements in 2015 to provide care center representatives with system prompts to
automatically offer NSMR service when existing NSMR customers transfer to a new
location.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's Second Set of Interrogatories
Interrogatory No. 24

Page 1 of 1

QUESTION

Please refer to the Company’s response to Staff’s First Set of Interrogatories, No. 6, page 2 of 2,
item (c). Please desct e how the numbers of non-standard meters to be tested or replaced over
the next three years and five years (4,324 and 5,495, respectively) were derived. In your
response, please include appre riate references to relevant parts of Attachment No. | to
Interrogatory No. 6, entitled “lest Procedures and Test Plans for Metering Devices™ (FPL,
6/17/08), and explain how they were used to determine the numbers of meters to be tested or
replaced.

RESPONSE

The NSMR meters were stratified by manufacturer and meter model into homogenous
populations (lots). In accordance with Rule 25-6.056 these populations of In-service meters are
required to be sample tested, and if not tested as otherwise required, they should be replaced.
The sample sizes of these populations were determined from FPL's Test Procedures and Test
Plans for Metering Devices, June 17, 2008 —Table 3. 1t is by the application of this in-service
sample program that the quantities of non-standard meters to be tested or replaced over the next
three (4,324) and five years (5,495) were derived. See Attachment No. 1.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's Second Set of Interrogatories
Interrogatory No. 25

Page 1 of 1

QUESTION
Please refer to the rebuttal testimony of witness Onsgard at page 11 of 24, lines 13 through 18.

a. Please clarify what is meant by *“to set non-standard meters since the postponement
list began™ [emphasis added] as the reason for the 4,800 site visits.

b. Please clarify whether or not the 1,650 field meter site visits ... to install
non-standard meters” are included in the 4,800 site visits to customers on the
postponed list.”

RESPONSE
a. "To set non-standard meters since the postponement list began" means the number of
postponed premises where customers had already received a smart meter, after which FPL

had to make a field meter site visit to install a non-standard meter.

b. Yes, the 1,650 represents the subset of customers from the postpone list that required a site
visit to install a non-standard meter who ultimately enrolled in the NSMR program.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's Second Set of Interrogatories
Interrogatory No. 27

Page 1 of 1

QUESTION

Please describe how FPL deter nes which type of non-standard non-communicating meter a
customer would receive if the customer already has a smart meter and chooses to enroll in the
NSMR program.

RESPONSE

Unless the customer at already had a smart meter installed specifically requested an analog
meter, Field Meter personnel would install an electronic non-communicating meter. The specific
type of electronic non-communicating meter would be determined by the non-standard meter
inventories available near the customer's premise.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's Second Set of Interrogatories
Interrogatory No. 28

Page 1 of 2

QUESTION

Does FPL test smart meters pursuant to rule and the Commission-approved Meter Sample Test
Plan provided as Attachment No. | to the Company’s response to Interrogatory No. 6? If the
answer is affirmative:

a. Please discuss Fl s procedures for testing smart meters and include an
explanation of how these procedures may differ from procedures used to test
non-standard meters.

b. Please discuss how the Company recovers the costs associated with testing smart
meters.
c. Please explainy yt testing of non-standard meters is an incremental cost when

testing of all meters is required by rule and the Commission-approved Meter
Sample Test Plan.

RESPONSE
Yes, FPL does test smart meters pursuant to the rule and the Commission-approved Meter
Sample Test Plan.

a. The accuracy testing required in the Commission approved Meter Sample Test Plan is
performed by FPL using the Meter Accuracy Test Station purchased from Watthour
Engineering, which is certified by the National Institute of Science and Technology (NIST).
The procedure requires each meter to be inserted into this device and tested to determine its
accuracy. This testing procedure is the same for smart meters and non-standard meters.

It should be noted that FPL would 1 test NSMR meter types if the statistically required sample
size is equal to or greater than the remaining population of a given meter type. FPL will still be
required to make site visits to remove the meters and replace them with another non-standard
meter, but accuracy testing will not be needed as there will be no more of that meter type in the
field.

FPL can now better determine t  number of meters that will be sampled but that will not require
testing using the currently enrolled non-standard meter types. FPL’s proposed tariff assumed
33% of the NSN . meters would be tested over three years; however, with the currently enrolled
meter types, 66% of the NSM  meters will be required to be tested over the now five years of
the program. Based on this, FPL estimates it will not recover approximately $32,600 of meter
test ¢ s attributable to non-standard meter testing over the next five years. See summary
attached to FPL’s response to Staff’s Second Set of Interrogatories No. 24.
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 28

Page 2 of 2

b. All costs associated with sample accuracy testing of smart meters are recorded as a
component of O&M (FERC count 586). As such, they are recovered as part of FPL’s base
rates.

c. The costs for testing of non-standard meters installed for NSMR customers are incremental
costs that FPL would not incur but for the customers electing to receive non-standard service.

Non-standard meters will form new meter populations and those populations must be tested
pursuant to Rule 25-6.056, F.A.C. Metering Device Test Plans. There would be no or minimal
impact to the meter sample program if the NSMR customers had not elected NSMR, and were
included in the larger smart meter population.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's Second Set of Interrogatories
Interrogatory No. 29

Page 1 of 2

QUESTION
The following questions refer to the rebuttal testimony of Witness Onsgard, page 15 of 24, lines
4-5 (smart-metered premises) and to the direct testimony of Witness Onsgard at page 14, lines

18-19.

a. Discuss whether all (or a portion) of smart-metered premises have enabled Remote
Connect Service.

b. Can FPL make an initial connection remotely? If yes, please state whether the customer
is assessed the $14.88 service charge for initial connection and explain why it is
appropriate to charge the customer the charge.

c. Can FPL remotely disconnect service for nonpayment or violation of rule?

d. Can FPL remotely reconne service after disconnection for nonpayment? If yes, please
state whether the customer is assessed the $17.66 reconnection charge and explain why it
is appropriate to charge the customer the charge.

RESPONSE

a. The majority (92%) of smart meters have enabled remote connect service (RCS). Meters that
do not have RCS or RCS that is not enabled include:

Commerci Industrial customers

Critical facilities such as railroad crossings and cellular towers

Meters included in the initial smart meter pilot (these meters are passively being
replaced with RCS en  led meters)

Customers enrolled in FPL’s Medically Essential Service Program

Meters that are in transient operational conditions where RCS may be temporarily
disabled for various reasons including pending meter changes, new premises
requiring a certificate of occupancy or other conditions requiring investigation.

b. Yes, FPL can make an initial connection remotely for customers with smart meters that have
RCS. All customers are charged $14.88 for establishing a new or existing account with FPL.
As part of the minimum filing requirerr 1ts in Docket . 120015-El, FPL filed updated
service charges reflecting 2013 projected costs and transactions for a blend of manual and
automated connect and disconnect activities. The actual costs incurred in establishing a new
account were substantially hi er than existing service charges as outlined in the chart
below. However, FPL proposed to keep the then current charges for the following service
charges and not increase them to the 2013 projected costs as provided in MFR E-7 in Docket
No. 120015-EL
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 30

Page 1 of 1

QUESTION

Please refer to e rebuttal testimony of Witness Deason, page 4, lines 6-8, and discuss and

quantify the costs and savings associated with smart meters that are currently reflected in base
rates.

RESPONSE
The O&M cost and savings included in Docket No. 120015-EI for the 2013 test year were:

{in Millions) 2013 Test Year
O&M $20.7
O&M Savings $17.0
Net &M Savings $3.7
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Set of Interrogatories
Interrogatory No. 31

Page 1 of 1

QUESTION

Please explain what options ¢ :r than the proposed Non-Standard Meter Rider tariff, if any, the
company considered to provide customers with a non-standard meter service. [f applicable,
| ase explain why the company chose to file for the NSMR tariff instead of the other options.

RESPONSE

FPL considered options other than the proposed Non-Standard Meter Rider tariff, but ultimately
determined that a cost-based tariff for an optional non-standard service best served the dual
purpose of offering customers a choice of meters while avoiding to the greatest degree possible
subsidization of the optional | igram by the great majority of FPL customers receiving the
standard service. The other options were: 1) not offer non-standard meter service, which has
been the approach used by other utilities, 2) offer non-standard service without charge, which is
being done by only one state, or 3) offer non-standard meter service at a tariffed rate that does
not fully recover the costs and results in subsidization by the general body of customers.

FPL considered these alternatives while it completed the smart meter deployment and
participated in the smart meter workshop with the other Florida investor-owned utilities in the
Fall of 2012. Ultimately FPL agreed with and supported the conclusion in Staff's Briefing on
Smart Meters: Technical Information and Regulatory Issues, February 11, 2013, which states:

Staft does not believe that the FPSC needs to take any specific actions at this time to
provide for an alternative to smart meters. The issues that are of concern to consumers
are outside the jurisdiction of the FPSC. However, the FPSC should allow utilities to
voluntarily provide their customers with new services under an appropriate, approved
tariff. Staff would review any tariff that a utility files in response to smart meter
concerns, and a recommendation on the filing would be brought before the FPSC at a
scheduled Agenda Conference. As with any tariff, special attention would be paid to
any charges requested by the utility. Staff believes all charges should be cost-based to
ensure any subsidization is k t to a minimum. Further, the filing should clearly detail
the purpose of offering the new tariff.

Based on these considerations, FPL has offered a cost based non-standard meter option at a rate

that is designed to recover the incremental costs of that optional service from those that elect to
receive it, keeping subsidization to a minimum.
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 1

Page 1 of 1

QUESTION
Please refer to Page 1 of the petition and also to Page 10, Paragraph 31 of the petition which

indicate a proposed effective date for the optional non-standard meter rider (NSMR) tariff of
April 1,2014.

a.

It is understood that the pilot project to inspect approximately 400 smart meter enclosures
that is referred to in Order No. PSC-13-0387-DS-El is expected to be completed "in the first
quarter of 2014." Please indicate if the referenced pilot project will be completed prior to the
April 1, 2014 effective date proposed for the NSMR tariff. Please state if staff will have a
copy of the rep.  before the NSMR tariff goes into effect.

Please indicate if the results of the referenced pilot project will have an impact on the costs
submitted in support of the proposed NSMR tariff including specific examples of whether the
pilot project findings could be used to adjust any of the cost estimates that have been
provided for the proposed Enrollment Fee and the proposed Monthly Surcharge.

RESPONSE

a.

The field testing for the meter enclosure project is scheduled to be completed during the first
quarter of )14, If the project milestones that FPL established in Docket No. 130160-El
hold, FPL’s written report of the results and e plan for the future use of the model should
be available for st~ before the NSMR goes into effect. FPL’s ability to achieve the
milestones it set for itself in Docket No. 130160-El is primarily dependent upon the
willingness of FPL’s customers to participate in the project.

The purpose of the meter enclosure project is to further validate and refine a predictive tool
that FPL is developing to identify probable future smart meter communications failures
likely to be caused by conditions within customer-owned meter enclosures. That project will
have no impact on the costs submitted in support of the proposed NSMR tariff. There are no
examples of pilot project findings that could be used to adjust any of the tariff costs.

FPL 000001
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 2

Page 1 of 1

QUESTION

Please refer to Page 7, Paragraph 23 of the petition, which refers to customers on the postpone
list.

a. Please define smart meter eligible customers.
b. Are any customers exempt from being smart meter eligible?

¢. Have any commercial customers asked to be on the postpone list?

LSPONSE

a. FPL expects to install smart meters for all customers, and therefore all customers will be
smart meter g le customers. The NSMR tariff will be available to all of these customers
as long as they have not tampered with or used service in a fraudulent manner. FPL's current
smart meter eligible customers are those customers whose premises currently are intended to
receive a smart meter. This includes over 4.5 million customers to date.

b. There are customers whose emises are not yet included in the "eligible" group because
their smart meter installations and activations have not yet been completed. This group of
customers is primarily made up of Commercial/Industrial customers outside of Miami-Dade
County. The remaining customers are schedi d to have smart meter installations completed
by 2015.

c. Yes, 743 Commercial/Industrial customers have asked to be placed on the postpone list.

FPL 000002
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 3

Page 1 of 1

QUESTION

Please refer to Page 7, Paragraph 24 of the petition. Please provide the work papers that
comprise "the analysis performed by FPL in July 2013 [which] reflects that utilities throughout
the United States tt  have provided an optional rate for non-standard service have experienced
« t-out enrollment rates of between 17% and 72% of the populations that had been postponed
auring smart meter implementations." For spreadsheets provided, please ensure that all formulas
are intact and unlocked.

a. Please explain if the analysis included all utilities that provide a postpone option.
b. Please identify the utilities included in the analysis.

c. Please provide the complete set of data, including but not limited to, the number of opt-out
customers identified per utility.

d. Please identify the number of smart meter eligible customers per utility.

e. Please identify the recurring and non-recurring fees assessed to opt-out for each of the
utilities in the analysis.

RESPONSE

FPL obtained this information through publicly available sources and conversations with
representatives from o er utilities. The analysis of this information is attached. It should be
noted that most of the established utility opt out programs we found are not intended to recover
all opt-out costs from opt-out customers and therefore spread at least a portion of the opt-out
costs to customers receiving smart meters. FPL's proposal attempts to avoid such a result, instead
imposing the costs of the opt-out on those who elect to maintain a non-standard service.

a. FPL has no way of knowing all utilities that may have a postpone option, but did attempt to
identify all the large electric utilities that have provided a postpone option. ...e resu of
this analysis yielded the rates of 17%to "~ % referenced in staff's question.

b.c.d.and e. See At hment No. 1 for analysis.

FPL 000003
NSMR
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Data Request
Request No. 4

Page 1 of 1

QUESTION

Please refer to Page 7, Paragraph 25 of the petition which refers to limited data available as of
July 2013 that reflects ".02% to 0.5% of all smart meter eligible customers in the majority of
programs around the country have agreed to pay a fee to opt-out." For spreadsheets provided,
please ensure that all formulas are intact and unlocked.

a. Please provide the "data available  of July 2013" that led FPL to assert that "0.02% to 0.5%
of all smart meter eligible customers in the majority of programs around the country have
agreed to pay a fee to opt out.

b. Please ident - the utilities included in the data.

c. Please provide the complete set of data, including but not limited to, the number of opt-out
customers -~ :ntified per utility who were willing to pay an opt-out fee.

d. Please identify the number of smart meter eligible customers per utility.

e. Please identify the recurring and non-recurring fees assessed to opt-out
for each of the utilities.

RESPONSE

a. See FPL's response to Staff's First Data Request No. 3. There were two participation rate
data points (CMP and Portland) that were excluded from our expected range due to being
extremely high and low outliers. Many of the currently established utility opt out programs
are not cost based (i.e., those programs are not designed or intended to recover all opt-out
costs from opt-out customers) and therefore spread at least a portion of the opt-out costs to
customers receiving smart meters. FPL's proposal attempts to avoid such a result, instead
imposing the costs of the opt-out on those who elect to maintain a non-standard service.

b.c.d. & e. Please see FPL's response to Staff's First Data Request No. 3.

FPL 000005
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 5

Page 1 of 2

QUESTION
Please refer to Page 7. Paragraph 26 of the petition. Regarding the "14,000 additional eligible
premises" on which FPL has been unable to install smart meters:

a. Please provide the number of customers that have failed to allow FPL representatives access
to their premises to install nart meters.

b. Please provide the number of customers that have refused to allow FPL representatives
access to their premises to install smart meters.

c. Please describe in detail the analysis performed by FPL to arrive at the conclusion that a
small number of these customers may ultimately take service under the NSMR.,

d. Please indicate the number of customers who have altered their structure in order to prevent a
meter change out.

e. Please describe the ways customers have altered their structures in order to prevent a meter
change out.

f. Has FPL conducted any research regarding acceptance of the opt-out tariff by the 14,000
customers?

g. If the response to Question No. 5f is yes, please provide the results of such research,
including the data results and description of the methodology used.

h. How does FPL currently read the meter of the 14,000 customers?

RESPONSE

a. Approximately 12,000 customers have failed to allow FPL representatives access to their
premises to install smart meters. This number is lower than the 14,000 identified in the
petition due to FPL's continued efforts to contact these customers and complete installations.

b.  The petition's reference to customer refusal to allow FPL representatives access to their

premise to install a smart meter should not have been associated with the group of 14,000
(now 12,000). All customers who refused to allow FPL representatives access to their
premises on the basis of an objection to the installation of the smart meters have been
included on the postpone list and were not part of the 14,000 (now 12,000).

FPL 000006
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. §

Page 2 of 2

These customers have not indicated any objection to the smart meter. They have simply been
unresponsive to FPL's requests to access their premises. Although FPL has the legal right to
install the smart meter or to take other appropriate action, the Company has elected to
continue to try to contact these customers pending Commission approval of the NSMR.
Once that option is available for the cost based fee, FPL believes the ratio of enrollment for
these customers will be the same as our general population. (12,000 / 4,500,000) x 12,000 =
approximately 32 customers.

As of September 15, 2013, approximately 830 customers remain who have altered their
structure or have other property obstructions such as trees and fences which have prevented a
smart meter change out.

Examples of the ways customers have altered their structures or allowed other obstructions
that prevent a meter change out include stuccoing over meter enclosures, constructing
framing over meter enclosures, allowing trees to block meter enclosures, and constructing
fences blocking access to m  :r enclosures.

FPL has not conducted any formal research regarding acceptance of the opt-out tariff by the
14,000 (now 12,000) customers. However, FPL and its installation contractor have made
repeated efforts to contact these customers at their premises, by phone and by mail. Those
customers who remain in the group of 14,000 (now 12,000) have been unresponsive.

Not Applicable.

FPL manually reads meters with access issues by reading meters from a distance with the use
of visual aids such as binoculars. When necessary and pursuant to Rule 25-6.100, F.A.C.,
FPL may estimate bills up to a maximum of 6 consecutive billing cycles.

FPL 000007
NSMR
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Data Request
Request No. 6

Page 1 of 1

QUESTION
Please provide the number of customers that are not currently on the postpone or the 14,000 list
the company expects to take service under the NSMR tariff.

RESPON™

The Company expects very few customers who are not currently on the postpone list or the list
of 14,000 (now 12,000) to take service under the NSMR tariff. FPL voluntarily created the
postpone list during the early phase of the smart meter deployment and assumes that the great
majority of customers who did not want the smart meter were placed on that list. For customers
whose smart meters had already been installed when the postpone list was created and/or who
had not been aware that a postpone list existed, FPL temporarily removed the smart meter when
asked to do so by the customer and placed them on the postpone list. None of the customers on
the postpone list or on the list of 12,000 have been charged any fees in conjunction with their
retention of the non-standard meter. As a result, FPL believes that the great majority of
customers who may choose to take service pursuant to the NSMR tariff will come from the
postpone list.

FPL 000008
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 7

Page 1 of 1

QUESTION

Please refer to Exhibit A of the petition, page 4 of 4 containing the terms of the proposed NSMR

tariff. Pursuant to the second paragraph under the "Special Provisions" section, "A replacement

for a non-standard meter may not e readily available should one require maintenance. Service. .

. may require the temporary installation of a star ird communicating meter in order to maintain
:ctric service to the premise. All charges for NSMR shall continue to apply in this case."

a. Please provide an estimate of the typical length of time necessary to repair or replace a
non-standard meter for customers at whose premises temporary standard meters have been
installed to maintain service.

b. In the event that a non-standal  meter customer had to use a temporary standard meter for an
interval in excess of one or more full billing cycles, please explain why the Monthly
Surcharge sho 1 not be suspended during those billing cycles.

RESPONSE

a. The typical length of time for non-emergency meter change outs is 5 to 10 weekdays.  This
assumes normal operations and may not apply during storm restoration periods. In the
interim the customer will be served with a standard meter.

b. Under normal operating conditions the use of a temporary standard meter in this situation
should not exceed one full billing period. If the customer who is taking service pursuant to
the NSMR tariff is required to have the standard meter for more than one full billing cycle,
FPL will suspend the Mor Iy Surcharge until a non-standard meter is installed.

FPL 000009
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 8

Page 1 of 1

QUESTION

Describe the metering technology provided to net metering customers. Are net metering
customers also considered to be customers who elect non-standard non-communicating meter
service in lieu of the standard communicating smart meter service?

a. If yes, please e lain why it is necessary for the net metering customers to pay the proposed
opt-out fees.

b. If no, please advise where in the NSMR or other tariff sheets the net metering customers are
exempt from the proposed NSMR?

RE! JNL_

Electronic net meters are designed to measure energy flow in both directions through the meter.
The meter measures the energy consumed and produced by a customer in two separate registers.
A Smart Net Meter has the communications module allowing the usage data from the two
registers to be read remotely. Smart Net Meters are currently being installed at all of FPL’s net
metering customers' locations as the standard net meter.

No, net metering customers will have the option of taking service pursuant to the NSMR tariff.
a. Not Applicable.

b. Net metering customers are not exempt from the NSMR tariff.

FPL 000010
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 9

Page 1 of 1

QUESTION

Explain whether a "standard communicating meter" referenced in the Special Provisions Section
is the same as a "standard communicating smart meter" that is referred to in the Application
Section.

RESPONSE
The "standard communicating  ter" referenced in the Special Provisions Section is the same as
a "standard communicating smart meter" that is referred to in the Application Section.

FPL 000011
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 10

Page 1 of 1

QUESTION

Please refer to the Application provision of the proposed NSMR tariff and define
"non-communicating meter of the Company's choice.” Will customers under the NSMR tariff
keep their current n er, or be given a new non-communicating meter?

RESPONSE
Customers under the NSMR tariff will keep their current meters. 1f the customer already has a
smart meter and elects service under the NSMR, a non-communicating meter will be installed.

FPL 000012
NSMR
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Data Request
Request No. 11

Page 1 of 1

QUESTION

Please refer to Exhibit A, page 4 of 4 containing the terms of the proposed NSMR tariff. Explain
"This Rider is available to customers who have not tampered with the electric meter service or
used service in a fraudulent or unauthorized manner." Does this provision preclude customers
who have built around or made the meter box inaccessible from taking service under the rider?

RESPONSE

Company processes provide that meter tampering or fraudulent use claims are thoroughly
investigated before accounts are designated as such. Smart meters help deter meter tampering
and fraudulent use, and should be rec  red for those found to have committed such actions.

No, the fact that a customer has built around or made the meter box inaccessible does not by
itself preclude that customer from taking service under the rider.

FPL 000013
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 12

Page 1 of 1

QUTSTION
Please provide electronic copies of the files and work papers used to produce pages 1-15 of
Exhibit B. For spreadsheets provided, please ensure that all formulas are intact and unlocked.

RESPONSE
Please see Attachment No. 1.

FPL 000014
NSMR
130223 Hearing Exhibits - 0097
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Florida Power & Light Company
Docket No. 130223-El
Staff's First Data Request
Request No. 13

ige 2 of 2

Meter eader: Responsil : for monthly manual meter reading and visual inspection of meters
for customers who enroll in the non-standard meter rider.

Customer Account Representative: Responsible for the processing of the customer enrollment in
the non-standard meter rider, overseeing the initial billing for the enrollment fee and the monthly
surcharge, resolving any processing exceptions throughout the initial enrollment/billing period,
submission of meter change orders and rerouting requests and miscellaneous billing support.

Field Collector: Responsible for manual field collections of past due receivables and/or
disconnections of service for non-payment.

Meter Electrician B: Responsible for maintenance and support of non-standard meters including
removal and replacement of meters for testing and maintenance and reconnection of service that
was disconnected for non-payment.

Electronic Technician: Responsible for performing meter testing.

Project Manager: Responsit  for management of non-standard meter rider program including
oversight of processes across multiple business units, system integration, cost accounting,
r orting and regulatory requirements.

FPL 000031
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 14

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 1 (Line 2) and page 2 of 15 (Line 7, Column (12)). Please explain
why the revenue requirements [$3,078,882] are calculated to be recovered during a three-year
period rather than the five-year period over which the rate base is being depreciated.

RESPONSE
As the NSMR is an optional service. FPL has little data to estimate how long customers may
choose to stay in the program. Fl  believes the three year recovery period is reasonable to

ensure that costs are recovered from those customers who choose to participate in the NSMR
tariff.

FPL 000032
NSMR
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Flor 1 Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 15

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 1, and explain why the Enrollment fee was capped at $105 and
why up-front costs are to be recovered through a monthly surcharge.

RESPONSE

The Enrollment Fee of $105 is intended to reimburse the Company for NSMR one time costs per
meter incurred in connection with customers enrolling for service under the optional tariff, while
spreading the additional infrastructure up-front costs over a 3 year time frame. Those one time
costs ($105) are identified in the Company's One Time Costs Per Meter on Exhibit B, page 3.
This approach is consistent with opt out programs in a number of other jurisdictions and
provides the customer with an opportunity to spread out payment of the up front costs for this
optional service over a longer period of time.

FPL 000033
NSMR
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Florida Power & Light Company
Docket No. 130223-E1

Staff's First Data Request
Request No. 16

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 1 (Line 12). [f the "Remaining Up-Front and One Time Cost to
be paid in Monthly Surcharge" were to be recovered in 36 months, please explain why the
Monthly Surcharge should not be reduced by $7.14 beginning in month 37.

RESPONSE

The Company will monitor the accuracy of its NSMR tariff assumptions, and agrees that the
Monthly Surcharge and the Enroliment Fee should be reviewed after three years. Additionally,
FPL plans to include updates concerning the tariff in the annual smart meter progress report,
which FPL files each year pursu  to Order No. PSC-10-0153-FOF-EI.

As noted in our petition, the Commission has continuing jurisdiction to monitor and evaluate the
number of participants in the program, the costs associated with the program, and the resulting
charges to customers within e opt-out class in order to assure that the program remains cost
based.

FPL 000034
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 17

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 4 (lines 15-18) and explain the need for additional handhelds.

RESPONSE

FPL’s installation of smart meters did not account for an estimated opt-out population which
requires an estimated 11 meter readers previously scheduled for reduction. FPL’s current
handheld and meter reading system is in the process of a full system and handheld replacement
(project slated for completion year-end 2013). Handheld purchases were increased to account
for the additional 11 handhelds needed specifically for these opt-out customers, which otherwise
FPL would not have purchased. These costs were not included in base rates.

FPL 000035

NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 18

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 5 and provide a complete listing of all languages the materials
will be available in and state whether the foreign language translation shown on line 13 will be
done by an FPL employee or outsourced.

RESPONSE

The materials will be provided in English and Spanish. The translations will be outsourced to an
agency, with FPL employees conducting quality control reviews to ensure accuracy. The cost
shown in Exhibit B is to cover the cost of outsourced translation services for the letters,
brochures, fact sheets, and door hangers to be used for the Non-standard Meter Option
communication.

FPL 000036
NSMR
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Flor Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 19

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 5. Please indicate the cost per letter, and identify any special
postal services needed and the number of letters to be sent out for the following:

a. Notification-Design and first mailing to both postponed and unable to complete (UTC)
customers (letter + brochure)

b. Final notification to customers who have not responded - to be sent certified mail , return
receipt requested

¢. Optout confirmation - Mailing to confirm request to opt out

RESPONSE

The NSMR tariff is based on the following assumptions:

Notification: Design, printing and fulfillment services estimated at $0.85/unit. Postage
(pre-sorted first class) was estimated at $0.65/unit. Those estimates are based on mailing to
40,000 customers (representing customers on the postponed list and customers who have not
responded to FPL’s requests to gain access to the meter),

Final Notification: Design, printing and fulfillment services estimated at $0.89/unit. Postage
(pre-sorted first class) was estimated at $6.11/unit for certified mail with traditional return
receipt. Those estimates are based on mailing to 10,000 customers (representing customers
on the postpone list and customers who have not responded to FPL’s requests to gain access
to the meter).

Opt out confirmation: Design, printing and fulfillment services estimated at $0.89/unit.
Postage (pre-sorted first class) was estimated at $6.11/unit for certified mail with traditional
return receipt. Those estimates are based on mailing to 12,000 customers (representing
customers on the postpone list and customers who have not responded to FPL’s requests to
gain access to the meter).

We will refine our plan based on customer feedback obtained in our research. Also see FPL's
response to Staff's First Data Request No. 20,

FPL 000037

NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 20

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 5, line 11. How will customer feedback be obtained (phone call
survey, e-mail inquiry, etc.)? Why does FPL believe it needs such feedback and how will the
feedback be used as it relates to the non-standard meter program?

RESPONSE

FPL plans to obtain customer feedback on the communication package via its online “Power
Panel” (essentially an online for : group) and through in-person customer focus groups. In
discussions with other utilities that have implemented opt-out programs, we were cautioned that
there is potential for confusion over the choice of meter. Given that the choice will have an
impact on customers’ budgets and level of service, FPL believes it’s important to make sure the
choices d their implications are clear. The feedback will be used to ensure that the materials
are clear and easy to understand, and customers are fully informed about their options and the
implications. In an effort to n (imize the number of customer responses to the mailings, we
will also seek feedback on the mailing plan and may refine it based on the input we receive.

FPL 000038
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 21

Page 1 of 1

QU STION

Please refer to Exhibit B, page 6 (Line 10) and page 11 of 15 (Lines 1-7 and 13-21). Please
describe how the work duties listed for the support staff for which associated costs are presented
on page 11 differ from the wo  duties performed by the "back office" support staff for which
associated costs are presented on page 6.

RESPONSE

The back office costs are unique to each of these functional groups, Care Center and Customer
Billing, and are incremental to costs included in base rates. The Care Center back office work
costs on Exhibit B, page 6, relate to the handling of customer enrollment mailings received and
manually initiating the NSMR enrollment process in the customer information system. This
back office work specifically consists of using the customer enrollment requests received from
scanned mailers, opening e newly designed opt out application and completing the request
based on the customer’s selection. They will basically be doing the same work a phone
representative will be doing except they are receiving the information via a letter vs. a phone
call.

ie Customer Billing back office work costs on Exhibit B, page 11, relate to the initiation of
customers' NSMR billing. It is specifically for overseeing the billing for the Enrollment Fee and
the Monthly Surcharge to the customer as well as resolving any processing exceptions. They
will also be initiating meter change orders if required, and initiating scheduling for meter reading
to re-route premises to a non-standard meter route.

FPL 000039
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 22

Page 1 of 1

QUESTION
Please refer to Ext it B, page 7 (line 8). Please explain how wasted trips are an incremental cost
associated with the NSMR tariff and what is meant by "downtime."

RESPONSE

The workforce costs to perform any function have associated non-productive time that is
included in the cost of that service. Non-productive time includes such things as wasted trips
associated with attempts to install meters where access to the premise or a safe installation was
not possible, and other wntime associated with training, safety and administration duties.

FPL 000040
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 23

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 8 and explain what is meant by "transaction" and how the number
of transactions per hour were determined.

RESPONSE

The "transaction" involves identifying the appropriate manual reading route for a NSMR
customer, and rerouting the customer to that route. Using the average time for the Meter
Reading Support group to complete a transaction (10 min), FPL assumed 6 transactions per hour
for typical rerouting tasks.

FPL 000041
NSMR
130223 Hearing Exhibits - 0109



Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 24

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 9. Please provide additional documentation to illustrate and
support the derivation of the amounts shown on Lines 4, 5, 6, and 9.

REST “NSE
See Attachment No. 1.

FPL 000042
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 25

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 10. Please provide additional documentation to illustrate and
support the derivation of the amount shown on Line 4 and explain what Meter Reading OSHA
and Vehicle Accident Cost are designed to recover. Are those costs exclusive to meter reading?

RESPONSE

Yes. The 2011 OSHA and Vehicle Accident costs on Exhibit B, page 10, line 4 are the actual
costs experienced by the Company for meter reading injuries and vehicle accidents in 2011. See
Attachment No. 1.

FPL 000046
NSMR
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Florida Power & Light Company, Docket No. 130223-EI, Staff's First

Functional Group Total
50019304 BILLING 33
50019340 FIELD OPERATIONS 4
50019431 REVENUE RECOVERY 12
50520816 FIELD OPERATIONS - METERS 41
{blank)
Contract
Sum of TOTAL INCURRED
Year Paid Total
2011 §  181,710.70

Fleet Vehicle Claims - Meter Reading 2011
Loss Date Group

4073¢

4073]

4075!

4067¢

4057:

4066¢

4074¢

4066¢

4085¢

4088¢

4067¢

OSHA and Vehicle Claims Meter Readers

% of Accidents

36.67%
4.44%
13.33%
45.56%
100.00%

2011

Veh. #
2355
1401
2317
4413
2693
4327
4645
4645
2441
4807
4634

Adjusted Claims Total

ita Request, Request No. 25, Attachment No. 1, Page 1 of 1

S 105,300.10 Contact Total Incurred 2011 (X 37% ) + Fleet Vehicle
(181,710.70 x 37%} + 38,672.84 = 105,300.10

TOTAL VEHICLE CLAIMS (FLEET AND CONTRACT}

Contact $ 181,710.70

Fleet S 38,672.84 See Meter Reading Fleet Vehicle below

TOTAL $ 220,383.54

TOTAL OSHA CLAIMS

2011 OSHA $$ < 161,532.00

TOTAL OSHA & VEHICLE S 266,832.10

Bodily Injur Paid Date Amount Paid Expenses AmountPaid Paid Date  Total
0 S - $ 13.00 40805 $ 13.00
0 $ 115.00 40752 $ - $  115.00
o} S 125.00 40763 $ - $  125.00
0 $ 290.00 40732 $ - $  290.00
0 $ 956.87 40604 $ 85.00 40644 $ 1,041.87
o} $  1,483.60 40716 $ - $ 1,483.60
o} $ 1,591.87 40764 S 75.00 40771 $ 1,666.87
o} $  6,279.32 40793 $ - $ 6,279.32
0 $  2,555.73 40918 $ 1,971.80 40961 $ 4,527.53
0 $  8,468.98 40926 $ 3,021.30 41193 $11,490.28

5500 41207 § 1,846.77 40732 § 4,293.60 41217 ¢ 11 £ana7
$ 23,713.14 $ 9,459.70

130223 Hearing Exhibits - 0115
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Florida Power & Light Compauy
Docket No, 130223-EI

Staffs First Data Request
Request No, 26 - Revised

Page 1 of 1

QUESTION
Please refer to Exhibit B, page 12. Please provide additional documentation to illustrate and

support the derivation of the amounts shown on Lines 3, 5, 12 and 14.

RESPONSE

Upon additional review, FPL has determined that a small portion of the information in the
Notes/Assumptions sections of FPL's response to Staff's First Data Request No. 26 had not been
properly updated. Please see Attachment No. 1 for FPL's updated support schedules in response
to Staff's First Date  equest No. 26.

FPL 000076
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 27

Page 1 of 1

QUESTION

Please refer to Exhibit B, page 14. Please provi : additional supporting information describing
e specific work responsibilities that would explain the need for a new senior level management

position.

RESPONSE

This cost represents the aggregate estimated work days, equating to one FTE, for the project
management support required for a program of this magnitude. This project involves
coordination amongst eight different business units and over 16 different departments. A project
leader is essential for the continuing management of the process design, the complex
implementation of systems, and the administration of the on-going operation of this program.

FPL 000052
NSMR
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Florida Power & Light Company
Docket No. 130223-E1

aff's First Data Request
Request No. 28
Page 1 of 1

QUESTION

Please refer to Exhibit B, page 14 (Line 4) and page 15 (Line 4, Column 2). According to the
documentation provided, the average annual salary (not loaded) for an exempt employee is
$71,189. Please explain why this amount was not used as the starting point to calculate the
"Annual Salary With Loaders" amount shown on page 14, Line 4.

RESPONSE

The $71,189 was based on the average of all exempt positions across Customer Service. The
base salary of $85,000 plus loaders that was used in page 14 of Exhibit B was within the salary
band specific to a project manager position.

FPL 000053
NSMR
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Florida Power & Light Company
Docket No. 130223-EI

Staff's First Data Request
Request No. 29

Page 1 of 1

QUESTION
Please explain how long the average FPL residential customer takes service at a single location.

=51 NSE
The average period FPL's residential customers take service at a single location is 9.4 years.

FPL 000054
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 30

Page 1 of 1

QUESTION
Please provide any customer acceptance studies, with results, the company has conducted with
FPL customers on smart meter opt-out tariff terms and costs.

RESPONSE
The Company has not performed any customer acceptance studies with FPL customers on smart
meter opt-out tariff terms and costs.

FPL 000055
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 31

Page 1 of 1

QUESTION
Please indicate the number of customers that were on the postpone list each month since the
postpone list started.

a. Please indicate the number of smart meters installed each month since the postpone list
st ed.

RESPONSE
See Attachment No. 1.

FPL 000056
NSMR
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Florida Power & Light Company
Docket No. 130223-El

Staff's First Data Request
Request No. 32

Page 1 of 1

QUESTION
Does FPL plan to examine the accuracy of its assumption regarding the numbers of opt out
customers at any point in the future? If so, when? If not, why not?

RESPONSE
Yes. FPL will monitor the number of opt out customers and plans to include updates concerning
the tariff in the annual smart meter progress report.

FPL 000058
NSMR
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FPL’s re<ponses to Staff’s
Second vata Request
Nos. *-11

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI EXHIBIT: 14

PARTY: STAFF

DESCRIPTION: FPL'’s responses to Staff's
Second Data Request, Nos. 2-11 [Bates Nos.
0125-0139]
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 14
PARTY: STAFF
DESCRIPTION: FPL’s responses to Staff’s Second Data Request, Nos. 2-11 [Bates Nos. 0125-0139]


|
|

Florida Power & Light Company
Pocket No, 130223-E1

Staff's Second Data Reguest
Request No. 2

Page 1 of 2

QUESTION
For the questions 1-3, please refer o the Petition for Approval of Optional Non-Standard Meter
Rider, Exhibie B.opage 4 of 13 lines 1-8.

I in-house st will be responsible for amending the Information System, please respond to the

11’] l“ ‘\\

ing questions:

ay Are the stalf who will perform the system changes salaried emplovees?  Arve they
currently employed a FPLY

by Is amending the Information Systen. such as for the implementation of the Optional
Non-Standard Meter Rider, considered to be part of the standard job responsibilitics of
such statfers?

¢y Wil these statfers be paid for overtime?

dy 11 the response o (0) i affimative, is overtioe payincluded i the estimate of
$1.932.0007

¢) M the response to (d) s aftimmative. please indicate the amount of overtime pay included
in the estimate o $1.952.000.

RESPONSE

Ax deseribed i FPL's response o Statf's Second Data Request Noo 1, bath outsourcing and

in=house statt are being used for these system chanees, The work done by in-house stalt o

amend the Information: System w accommadate the Optional Non-Standard Meter Rider bas

required FPL to detay svark on other projects and to outsource work previoushy planned 1o be

completed by in-house stafts Inoan effort w help ensure that the NSMR it remains wocont

based program where the cost causer bears the costs, FPL has included both the in-house and

outsourced staffing costs i its analvsis,

a)

Are the staff who will pertorm the system changes salaried employees” Yes.
Arethey currently emploved at FPLY Yes,

FPE OUB3074
NSMR
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Florida Power & Light Company
Docket No. 130223-F14

Staff's Second Data Requoest
Request No. 2

Page 2ol 2

b) At the time that FPL developed the test year forecast upon which rates have been
established. umending the Information System for implementation of the: Optional
Non-Standard Meter Rider was not among the standard job responsibilities for this staff.
However. amending the Information System o accommodate the development of the
proposed NSMR has become part of the standard job responsibilities for these staflers as
they possess the skills needed 1o complete this work, Some of their former

responsibilities will now, by necessity, need o be outsourced,
¢1 Wedo not anticipate paying any overtime o complete the system changes.
dy Notapplicable.

¢) Notapplicable.

FPL O0BOTR
NNMR
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Florida Power & Vight Company
Docket No, 130223-E1

Stafl's Second Data Request
Request Noo 3

Puge 1 of §

For the questions 1-3, please refer to the Petition for Approval of Optional Non-Standard Meter
Rider. Exhibit B, page 4 of 15, lines 1-8.

Poes the estimate of $1.932.000 for Information System chanpes cover any

ongoing
maintenance expenses during the implementation period”?

b IE the response te s alftrmative. please explain in dewnl the anticipated maintenance
schedule and the associated costs related w the Information Sy stem upgrades.

RESPONSE

There are no projected engoing maintenance expenses for Information System changes during
the implementation period.

Noter Staff's Seeond Data request No. 3 does not contain a subpart a.

FPL gos0sy
NSMR
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Fiorida Power & Light Company
Docket No. 130223-F1

Staff's Second Data Request
Request No. 3

Pape 1 of |

QUESTION
For the questions 1-5, please refer o the Petition for Approval of Optional Non-Standard Meter
Rider. Lxhibit B. page 4 of 15, lines 1-8.

When will the changes 1o the Information Systems begin?

RESPONSE
In order for the svstem to be veady for enrollment in Januvary 2014 and billing in April 2014,
Information Systems change work began in July 2013,

FPL 000060
NSMR

130223 Hearing Exhibits - 0129




Florida Power & Light Company
Docket No, 130223-E1

Staft's Second Daty Request
Request No. S

Page 1 of |

QUESTION
For the questions 1-5, please refer o the Petition for Approval of Optional Non-Standard Mcter
Rider, xhibit By page 4 of 13 lines 1-8,

low long will it take o program and test the changes to the Information System™

RESPONSE

EPL estimated that it would ke nine (9) months to program and test the Information System
changes. The work ou this aspect of the project began in July 0f 20130 The Company remains
on schedule 1o meet our target completion dates o be ready for enrollment in January 2014 and
for billing in Aprif 2014,

PP 200061
NSVR
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Florida Power & Light Company
Docket No, 130223-F1

staft's Second Data Request
Request No. 6

Pave tof t

QUESTION

Please refer to FPLS response to Staff™s First Set of Data Requests. Moo 7o item b s FPL
witling w add language o its @il addressing the suspension ot the Monthiv Surcharge? 1 not
whyv not!

RESPONSE

Yo the Company agrees o modify the wriff wo include the Tollowing language:

Under normal operating conditions the use of o temporary standard meter should not exceed
one 1ull biliing period. 11 the customaer who is aking service pursuant Lo the NSMR warift is
required to have the standard meter for more than one full billing evcles FPL o will suspend
the Monthhy Surcharge until a non-standard meter is mstalled.

[P auun6e
NSMR
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Florida Power & Light Canmpany
Docket No. 136223-F1

Staif's Second Data Request
Request Noo 7

Page tof ]

QUESTION

Please refer o FPLs responses to OPCTs informal Question No. 3 and Staft™s Fiest Set of
Data Requests. No. 130 Provide support (testimony. MER schedule, discovery response. i)
that the employees and their associated salaries identiticd i FPLS response to the above
referenced data request were not included in the 2015 test year as submitted in Docket
[2ouis-EL

RESPONSE

When the 2013 test year data was prepared in 2011, the Company had less than 50 customers
objecting to smart meters. Based upon the information available o FPL at that tme. the
Compuny did not plan for or project any Costs associated with a non-standard meter option, As a
result, FPL did not have any basis to include the costs associated with the non-standard meter
option in testimony. the MERs. or discovery respanses submitted in connection with Docket
F200105-171

FPL 000063
NSMR
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Florida Power & Light Company
Docket No. 130223-F1

Staff’s Second Data Reqguest
Request No. 9

Page L of 1

QUESTION

Please make the appropriate revisions to Tab 2 and Tab 1 ol FPL s response to sStaft™s Frest St
of Data Reguests. No. 12 1o illustrate the effect of recovering the revenue POQUITCIICILS over
{ive-vear period rather than a three-year period.

RESPONSE

See Attachment No. | for requested revisions to Tabs 1 and 2 of Attachment No. 1o FPL's
response to Staff's First Data Request No. 120 Note, FPL believes the three yeuar recovery period
is reasonable to help ensure that the NSMR program remuins cost based and costs are recovered
from these custoners who choose to participate in the NSMR tarift

FPL 8060060
NSMR
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Florida Power & Light Company
Docket No. 130223-E}

Staff's Second Data Request
Request No. 9

Tab 1of 2

FLORIDA POWER AND LIGHT COMPANY
SUMMARY OF NON-STANDARD METER FEES

FPL 000067
NSMR

Line 3 Year
ai Recovery
1 Non-Standard Meter Program Costs
2 Cun NetPresent Value of Up-Front System and Commumeaton Costs )
3 Prgected Non-Standard Meter Customers
4 Up-Front System and Communication Costs Per Customer (Line 27 Line & -
5
6  One Time Non-Standard Meter Cost Per Customey g
7
8 Totai Up-Front and One Tyme Non-Standard Meter Cost Per Customer {Ling 4 + Ling 8) S 281 92
g
10 Enroiiment Fee For Customer Luymted 1o $105 K] 105 00
11 Remaung Up-Front and One Tune Cost Per Customesr (line 8 - Line 10} 32
12 Remanung Up-Frontand One Time Cost &+ paid in Monthly Surcharge over 36 months {Ling 117 38; Y
13 On-going Operations & Maintenance [O&M) Costs o be recovered in the Monthly Surcharge:
14 Konthly Non-Standard Q&M Mater Costs Per Customer $ 8786
15
16 Summary of Charges:
17 Enroliment Fee limited to $105 g 105.00
18 Monthly Surcharge for time customer takes service pursuant NMSR {Ling 14 » 12, rounded o neares! $) $ 16.00
18 Note:
20 Totals may not add due to rounding
21
22
23 5 Year
24 ..Becovery
28
28 Non-Standard Meler Program Costs
27 Cumulative Net Present Vame of Up-Front System and Communication Costs
28 Propcted Non-Standard Meter Customers
29 Total Up-Front System and Communication Costs Per Customer {Line 27 7 Line 28
30
31 One Time Non-Stangard Meter Cost Per Cusfomer 510838
32
33 Towi Up-Froot ang One Time Non-Standard Meter Cost Per Customer iline 28 3 Ling | 3 3847
34
35 Enroimen Fee Per Customes Lunited to $105H
36 Remawung WUp-Frontand One Time Cost Per Custamer (Ling 33 - Line 35; )
37 Remaieng Ue-Frong ard One Tune Cost to be pad iy Monthly Surcharge over 80 monng 1ing 38780
38 Qnegoing Qperations & Maintenance (O&N] Costs to be recovered in the Monthly Surcharge:
38 Monthly Non-Standard Q&M Meter Costs Per Customer $ 276
40
41 Summary of Charqes:
42 Enroliment Fee timited to $105 $ 105.00
43 Monthly Surcharge for time customer takes service pursuant NMSR {Line 37 + 28 rounded 10 neares! §) $ 13,00
44
45
48
47
48 ;
49 Tolats may not add due to rounding
50

130223 Hearing Exhibits - 0136



Flarida Power & Light Company FPL cocoes
Docket Ne. 130223-E1 NSMR
Swaff’s Second Data Request

Reguest No. §

Tab2of 2

FLORIDA POWER AND LIGHT COMPANY
NET PRESENT VALUE CALCULATION
UP-FRONT NON-STANDARD METER PROGRAM COSTS

Annual Annual
Towat Net Present  Levelized tevelized
Rate Base Accum Rate Base Average Pre-Tax Returnon Depr Revenue Value of 3 Year 5 Year
Beg Bal ™ Depr End 8al Rate Base COC™ Rate Base Expense’™  O&M  Requirement  Rev Req # Rev Reg Rev Req
Ao (I RN I c I G4 N L N ) 54 oy 02 (a3

o

a
i)

73

Tatais § 495847 § 2,093,054 $368.000 S 2956 901 $2575968 $3078882 % 3352312

smyrecation equipment g e

SUON aod mangad S8 COSts s et

and rate BquEt pre-tax weghted average oost o
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Florida Power & Light Company
Docket No. 130223-E1

Staff's Second Data Reguest
Requost No. 18

Page lof |}

QUESTION

Please refer o the proposed NSMR tariff, special provisions (by. For customers who fail to
cancel NSVR service within the 43 davs grace period. and are bitled NSMR charges. please
state if those customers would be subjeet to disconnection if they enly pay the portion of their
clectric bill that reflects the non-NSMR charges (i.e., customer refuses to pay NSMR charoes).
[ ves. please explain the process by which FPL would disconnect those customers.

RESPONSE

Yes, Customers who tike service pursuant to the NSMR whether through active enroliment or
because FPL has been prevented trom installing the smant meter. who refuse o pay the
associated tarit?T fees would be subject o normal collection processes. up to and mcluding
disconnection of service for non-payment.

FPL 0006y
NSMR
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Florida Power & Light Company
Docket No. 130223-F1

Staff's Necond Data Request
Reguest No. 11

Page 1 of 1

QUESTION
Relerring o S’y First Set of Data Requests. Noo 1o, please st all the information PPL
intends o include inthe progress reports.

RESPONSE

Pursuant o Order No. PSC-10-0133-FOF-EL, issued in Docket No. 080677-E1 on March 17,
2010, FPL files an annual Smart Meter Progress Report in March in the ECCR docket. The
referenced order describes the requirenients of the report as follows:

FPLU shall provide annually a progress veport on implementation of smart meters in the
Faergy Conservation Cost Recovery docket. The report shall include a detatled
description of how FPL intends o utifize smart meters 1o alfow customers o beier
manage thelr energy consumption. including new programs o rate offerines associated
with smart meters,

See Order 10-0153 at pg. 96, In addition o other pertinent smart mater developments, FPL
intends to provide information regarding the NSMR program including the number of enrolled
opl out customers. associated revenues received (Fnroliment Fees and Monthly Surcharge
pasments) from customers faking sen ice pursuant (o the NSMR warit and costs of the progrn
to date.

PR U007
NSMR
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FPL’s responses to OP? s
rirst Set of Interrogatories
Nos. _-15

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 15

PARTY: STAFF

DESCRIPTION: FPL'’s responses to OPC'’s First
Set of Interrogatories, Nos. 1-15 [Bates Nos.
0140-0167]
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 15
PARTY: STAFF
DESCRIPTION: FPL’s responses to OPC’s First Set of Interrogatories, Nos. 1-15 [Bates Nos. 0140-0167]


Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. 1

Page 1 of 1

QUESTION
How many FPL customers have smart meters, and how many have analog or other
non-communicating meters? Break down totals by class.

RESPONSE
As of March 31, 2014
Non
Class Smart Meter| Standard
Meter
Residential 4,224,798 26,275
Commercial / Industrial 358,550 206,868
Total 4,583,348 233,143|m

“’As of March 31, 2014, non-standard meters include remaining meters scheduled for smart meter

installation during 2014/15, primarily Commercial/Industrial (208,401), smart meters accepted
by customers during enrollment and pending installation (5,470), NSMR enrolled customers
(1,743) postponed customers who have not yet responded (11,956) and Unable To Complete
customers who have not yet responded (5,573) .
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Florida Power & Light Company
Docket No. 130223-EI

OPC's First Set of Interrogatories
Interrogatory No. 2

Page 1 of 1

QUESTION

As of February 28, 2014, how many customers have asked FPL to refrain from installing a smart
meter? Of these customers, how many accepted smart meters when informed that they would be
require  to pay additional charges to keep the analog or non-communicating meters?

RESPONSE

As of February 28, 2014, approximately 21,250 FPL customers were on the temporary
postponement list (at no cost to the customer) based upon requests that the Company refrain
from installing a smart meter, and approximately 7,500 customers had not allowed FPL to
complete smart meter installation (at no cost to the customer), for a total of 28,750 total
customers. On Mar 3, 2014, FPL initiated communications with these customers regarding the
Commission approved non-standard meter option and the fees associated with that optional
service. As of I irch 31, 2014, approximately 9,500 of these customers had affirmatively
requested smart meters, approximately 1,750 of these customers had elected to take service
pursuant to the NSMR tariff, and approximately 17,500 of these customers had yet to
communicate a response.
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Florida Power & Light Company
Docket No. 130223-El

OPC's First Set of Interrogatories
Interrogatory No. 3

Page 1 of 1

QUESTION

As of February 28, 2014, how many customers have stated no objection to smart meters, but
have failed to provide FPL access to their property for the purpose of installing a smart meter?
Describe the form, nature, and substantive content of FPL's communications with these
customers.

“SPONSE
As of February 28, 2014, approximately 7,500 customers had not asserted any objections to
smart meters but had not provided FPL access to their property to install a smart meter.

See Attachment Nos. 1, 2 and 3 for the letters, emails and phone messages sent beginning March
3, 2014, to these customers.
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Florida Power & Light Company
Docket No. 130223-EI

OPC's First Set of Interrogatories
Interrogatory No. 3

Attachment No. 1

Email #1 Page 1 of 1

You have a choice ol 1eter.

We’'re writing to advise you that the Florida Public Service Commission has approved
Florida Power & Light Company's proposal to offer a Non-Standard Meter Option to eligible
customers who prefer not to have a smart meter, which is the standard meter FPL provides.

Our records show that you currently have a non-standard meter. If you wish to keep the
non-standard meter, you will need to sign for the Non-Standard Meter Option, which
includes additional fees. I :ase choose your meter option no later than <20 days from
date of __.il>.

Making your choice is easy. Just follow three simple steps:

(1) Know the facts. Smart ters provide important customer benefits and an
enhanced level of service at no additional charge. They provide you with more
information to help you manage your ele ricity use and bills, and they help us
prevent power outages and get the lights back on faster if outages do occur. That's
why they’'re now the standard meter FPL provides.

(2) Compare the costs and benefits. The benefits of smart meters are not available
with non-standard meters. In addition, if you choose the Non-Standard Meter
Option, you will pay an enroliment fee of $95 and a monthly surcharge of $13
to help cover FPL'’s costs of providing this non-standard service. These
charges would be included in your electric bill. For more information please go to
www.FPL.com/meteroption.

(3) Make your choice by <20 days from date of email>. Please go to
www.FPL.com/meteroption for more information. When you're ready to make your
choice, simply scroll down to the green button that says “Log In to Choose.”

For your convenience, we have also sent you information in the mail.

Thank you in advance for making your choice.
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Florida Power & Light Company
Docket No, 130223-EI

OPC'’s First Set of Interrogatories
Interrogatory No. 3

Attachment No. 3

Page 1 of 1

F~ S Script

Wave 1
This is a courtesy call from Florida Power & Light Company.
W a calling to let you know you hay a choice of electric meter.

FPL’s stand: | meter is the smart meter. Our records show that you do not have the
standard meter. If you wish to ket . the non-standard meter, you may do so by enrolling
in FPL's Non-Standard Meter Option. The Non-Standard Meter Option requires an
enroliment fee of $95 and a monthly surcharge of $13, which would be included in your
electric bill. If you do not want to pay additional fees, please contact us to arrange for
installation of the smart meter.

You 1chi se the meter you refer by going to www-dot-FPL-dot com-backslash
meter option. Or call us at 1-866-252-6047. You can also expect to receive information
in the mail if you haven't ¢ eady.
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Florida Power & Light Company
Docket No. 130223-El

OPC's First Set of Interrogatories
Interrogatory No. 4

Page 1 of 1

QUESTION

For the period July 1, 2013 - Feburuary (sic) 28, 2014, please provide (a) the total number of
new connections eligible to receive smart meters and (b) the number of the new connections that
opted out of the installation of a smart meter.

RESPONSE

During the period July 1, 2013 - February 28, 2014, FPL had approximately 856,000
connections, transfers and new construction ¢ >mers eligible to have smart meters. Of this
total, only 250 customers asked to be included on the postpone list.
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Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. 5

Page 1 of 6

QUESTION

Describe in detail the manner in which FPL currently renders a bill to a customer who does not
have a smart meter. In your answer, describe each step in which FPL gathers information
regarding the customer's consumption, transmits the information to the department responsible
for rendering the bill, and converts the information into a bill that is delivered to the customer.
For each step, identify the equipment, facilities (including, but not limited to, computer
hardware/software), personnel, and systems (accounting/billing) that FPL employs

RESPONSE
Process: Obtain and Transmit Meter Readings - Non-Standard Meter

Equipment: Desktop or Laptop Computers
FC300/GS Handheld Meter Reading Device

Facilities: FPL Offices - Meter Reading Locations

Systems: Customer Information System (CIS)
Field Collection System (FCS)
Meter Reading Management System (MRMS)

Personnel:  Meter Reading

Three business days before an account’s scheduled read date, data needed to obtain a
meter reading is downloaded from the Customer Information System (CIS) to the Field
Collection System (FCS) or Meter Reading Management System (MRMS). This data
includes the account’s address or location, information about the meter such as its
location at the property and its type, whether the meter reading has been estimated in the
past, and any known hazardous conditions. Accounts requiring a start reading to establish
service, a final reading to close service, or verification of a previous meter reading are
also downloaded. This data is loaded onto the FC300/G5 I' dheld Meter Reading
Device at the beginnii  of each work day.

At the beginning of every work day, the Lead Meter Reader for each Meter Reading
Location assigns the routes that contain the accounts that are scheduled to be read that
day to that location’s Meter Readers. The Meter Readers then receive their assignments
and leave the office to obtain meter readings for the accounts on the routes they have
been assigned to read.
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Florida Power & Light Company
Docket No. 130223-F1

OPC's First Set of Interrogatories
Interrogatory No. 5

Page 2 of 6

The Meter Reader drives to the first location on the first route, locates the meter to be
read, and enters the meter information and meter readings into the FC300/G5 Handheld
Meter Reading Device. Depending on the distance, the Meter Reader may then walk to
the next location on that route, or may return to the vehicle and drive to the next location.

Once readings for all assigned routes have been obtained, the Meter Reader drives back
to the FPL office and uploads the information and meter readings from the FC300/G5
Handheld Meter Reading Device to FCS/MRMS. When all meter readings from all Meter
Reading Locations have been uploaded to FCS/MRMS, then FCS/MRMS transmits the
datato ¢ 5.

Icess: Reconcile Meter Readings

Equipment: Desktop or Laptop Computers

Facilities: FPL Offices - General Office

Systems: Customer Information System (CIS)

Field Collection System (FCS)
Meter Reading Management System (MRMS)

Personnel:  Billing Projects  Support

Information Management Support
Quality Assurance & Analysis

The Field Collection System (FCS) or Meter Reading Management System (MRMS)
transmits Meter Reading data to the Customer Information System (CIS). Meter reading
data is reconciled to ensure that all readings expected to be received for the billing cycle
day were successfully tre  mitted to the CIS. Any reconciliation exceptions are resolved
by Billing Projects & Support, Quality Assurance & Analysis, and Information
Management Support personnel

Process: Validate Meter Readings

Equipment: N/A

Facilities: FPL Offices - General Office

Systems: Customer Information System (CIS)
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Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. 5

Page 3 of 6

Personnel: N/A

After reconciliation, meter readings and usage for each account are automatically
validated for accuracy using predefined algorithms. Validations include high-low usage
parameters, correct number of reading digits received based on the account’s meter type,
current meter reading cannot be less than the previous meter reading, etc.

If all validations are passed, the account is ready to be sent to billing.

If any validations are not passed, the account is pended for further review by the
Customer Accounting Department before the bill is rendered and sent to the customer.
Review of validation failures begins on the morning of the next business day.

Process: Resolve Exceptions - Non-Standard Meter
Equipment: Desktop or Laptc  Computers
Facilities: FPL Offices - General Office, Customer Service East Area Office

Systems: Customer Account Local Liaison System (CALLS)
Customer Information System (CIS)
Field Meters Operations System (FMOS)
Field Work Management System (FWMS)
1-Demand Reporting System
Trouble Call Management System (TCMS)
Work Management System (WMS)

Personnel:  Customer Accounting
Field Meters Operations
Meter Reading

At the beginning of every work day, the Customer Accounting Supervisors review and
assign exceptions to Customer Accounting Representatives. Exceptions are worked
through an online Pending V  k Queue (PWQ). Representatives analyze and resolve
exceptions utilizing standard work processes, and access data about the account in
multiple systems. These work processes and procedures are specific to accounts that do
not have a smart meter.
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Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. §

Page 4 of 6

Exception resolution may include requesting Field Meters Operations and/or Meter
Reading personnel to visit the account’s location to investigate a meter condition, or to
verify the meter reading or meter number. Because a field visit is required, the exception
cannot be resolved until the requested information is returned from Meter Reading or
Field Meters Operations. These exceptions therefore require a longer period of time to
complete before the bill can be rendered to the customer.

Some exceptions require cancel/replace billing to issue credits or debits to customer
accounts.

When all exceptions for an account are resolved, the account is ready to be sent to billing.

Process: Calculate Bill - Quality Bill Check
Equipment: Desktop or Laptop Cor iters
Facilities: FPL Offices - General Office

Systems: Customer Information System (CIS)
Quality Bill Check sstem (QBCS)
Web-based Rate Analysis Pre am (WRAP)

Personnel:  Billing Projects & Support
Information Management Support

Prior to billing the entire population of accounts that are ready for billing on a given day,
a subset of accounts is randomly selected from that population and billed by the CIS. The
same accounts are then sent to a quality bill check process using the Quality Bill Check
System (QBCS) and the Web-based Rate Analysis Program (WRAP) and billed. This
program is separate from the CIS.

The WRAP calculations are compared programmatically to the CIS calculations, and any
exceptions are reviewed by Billing Projects & Support and Information Management
Support to determine if discrepancies identified  act CIS billings.

If the root cause of the discrepancy is determined to be in the CIS, batch billing is not
performed for the remaining affected account(s). If the root cause of the discrepancy is in
the WRAP or is determined to be any other error not impacting billing accuracy in the
CIS, a ticket is generated by Billing Projects & Support to Information Management
Support for resolution, and batch billing proceeds.

Process: Calculate Bill - Batch Billing
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Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. 5

Page 5 of 6

Equipment: N/A

Facilities: FPL Offices - General Office

Systems: Customer Information System (CIS)

Personnel:  N/A
The Customer Information System (CIS) uses predefined algorithms to automatically
calculate customer bills  1sed on tariff and taxing authority. CIS validates each account’s
billing based on service dates, tariff in effect on the scheduled read date, tax
classification, and jurisdictional taxing authority designation.
When calculation is complete, each account is balanced to ensure that all credits and

debits have posted to the account correctly. The CIS controls the updating of the
customer account and the CIS sub-general ledger.

Process: Create Bill Statement

Equipment: Xerox CF650DUP High Speed Printers

Facilities: FPL Offices - General Office

Systems: Customer Information System (CIS)

Personnel:  Print Room
The Customer Information System (CIS) creates a bill statement for every account billed.
The statement contains information such as the meter number, previous and current meter
readings, usage, account location, service dates, next scheduled meter reading date, rate
factors, tariff under which the account was billed, previous balance, payments received,
credit 1 debit adjustments, electric service amount, fees and taxes, total new charges,

and total amount due.

Each night, Print Room Operators print the bills for customers who receive a paper bill
statement. An electronic image of each bill statement is also created.
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Florida Power & Light Company
Docket No. 130223-E1

OPC's First Set of Interrogatories
Interrogatory No. 5

Page 6 of 6

Process: Send Bill

Equipment: Burster/Merger

Folder

High Speed APS 22K Bill Inserters
Postage Meter Machine

Stra er

Facilities: FPL Offices - General Office

U.S. Postal Service - General Mail Facility

Systems: Customer Information System (CIS)

FPL Customer Web Portal (FPL.com)

Personnel:  Print Room Operators

After bill st :ments are created and printed, they are bursted and merged, and loaded
into an inserter that uses bar codes on the bill to insert the correct bills in each envelope.
Print Room Operators prepare mailing trays by zip code, tray size and tag trays of
customer bills for United States Postal Service (USPS) according to USPS rules and
regulations. Printed bill statements are delivered to the USPS General Mail Facility and
senttotl customers via U.S. Mail.

The electronic image of the bill statement is uploaded to the FPL Customer Web Portal at
www.FPL.com and can be viewed when a customer logs in to their secure account. A
customer may elect to only receive an email bill and forgo the hard copy described
above. An email is sent to ose customers who elect to participate in FPL’s Email Bill
Program, notifying them that their bill is ready to view.
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Docket No. 130223-EI

OPC's First Set of Interrogatories
Interrogatory No. 7

Page 1 of 1

QUESTION

Will existing customers who choose not to have a smart meter continue to use the meter that is
currently installed on their premises? Please explain your answer. What portion of the calculated
cost of rendering a bill to a customer who chooses not to have a smart meter, if any, is related to
the assumption that the customer v 1ld need a different meter to take the place of the one
currently installed?

RESPONSE

Yes, existing customers who take service pursuant to the NSMR tariff will keep the meter that is
currently installed on their premise. When the existing meter requires normal maintenance,
testing for accuracy, or needs to be replaced for any reason, it will be replaced with a
non-communicating meter. FPL's projections supporting the NSMR tariff do not include any
costs related to the eventual replacement of the existing meter with another non-communicating
meter.
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OPC's First Set of Interrogatories
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Page 1 of 1

QUESTION

Do the provisions of the "opt out tariff" reflect that an existing customer who declines a smart
meter enables FPL to avoid the cost of purchasing and installing the smart meter? If so, how is
the avoidance factored into the tariff's charges? In other words, does FPL's "opt out tariff"
differentiate between existing customers (for whom FPL will not incur an immediate meter cost)
and new customers (for whom FPL will incur the cost of an alternative meter)? If not, why not?

RESPONSE
FPL does not avoid any costs associated with purchasing and installing a smart meter when an
existing customer declines a smart meter.

FPL performed a thorough analysis leading to the NSMR tariff proposal and identified a number
of categories of incremental costs the Company will incur in conjunction with the NSMR tariff
which were not included in the NSMR tariff rates. Smart meters need to be available for all new
and existing customers. During smart meter deployment the Company could not know how
many, or where, customers would be that might choose the non-standard meter option.
Therefore, FPL purchased meters and mobilized contractors to install smart meters to all
customers. It is also possible for customers to accept smart meter installation and then
subsequently elect non-standard meter service, which also supports the need for full smart meter
inventory. In addition to the full inventory of smart meters, FPL must now also keep an

entory of non-standard meters for the NSMR population, the cost of which has not been
included in the NSMR tariff. FPL also anticipates that over half of the postpone population will
elect to accept a smart meter, which will require an incremental field visit to install each smart
meter. The need for incremental field visits throughout FPL's service territory where smart
meter installations had already been completed will be at a much higher cost than would have
been incurred during mass deployment, and these costs also have not been included in the
NSMR tariff.
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OPC's First Set of Interrogatories
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Page 1 of 1

QUESTION

Does FPL intend to use the equipment, facilities, personnel, systems, and other resources, that it now
employs to render bills for customers who do not have smart meters for those customers who choose to
opt out of the smart meter? If not, why not?

RESPONSE

Yes, | L intends to use the equipment, facilities, personnel, and other resources that it now
employs to render bills for customers who do not have smart meters for those customers who
choose to opt out of the smart meter. However, the existing Customer Information System (CIS)
and Customer Web Portal (FPL.com) required significant enhancements to accommodate the
NSMR customers with incremental modifications.

These enhancements include, among other things: creating an enrollment portal for customers to
enroll on-line; creating a Customer Care Center portal so that Care Center representatives can
assist customers who call to enroll; properly accounting for and maintaining non-standard meter
customers in the CIS; scheduling meter change orders and appointments; creating new billing
functionality to accommodate this non-standard meter service; establishing new entries in the
CIS sub-general ledger to properly book the new charges; adding the new charges to the paper
bill statement and electronic billing documents and files; providing and enhancing interfaces for

field meter activities including collections, connection of service, and trouble call system, as
well as interfacing with other work management systems that non-standard meters affect. These
changes are detailed and included in Exhibit B.

Additionally, support and maintenance of separate systems and equipment, as well as retention
of personnel, are also required as detailed in FPL's response to OPC's First Set of Interrogatories
No. 6.

Furthermore, should the number of customers who decline a smart meter going forward increase

above the level currently projected, additional equipment, personnel, and other resources will be
required to contini  to render bills to those customers.
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Page 1 of 1

QUESTION

With respect to the equipment, facilities, personnel, systems, and other resources that are
presen / in place for the processing of bills for customers who do not wish to have a smart
meter: Are such equipment, facilities, personnel, systems, and other resources available (in terms
of functionality and/or capacity) to use in rendering bills to customers who decline smart meters
"going forward"? If your answer is "no," please explain in detail.

RESPONSE
Yes. See FPL's response to OPC's First Set of Interrogatories Nos. 6 and 9.
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OPC's First Set of Interrogatories
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Page 1 0of2

QUESTION

With respect to the equipment, facilities, personnel, systems , and other resources in place for the
rendering of bills to customers who decline smart meters: Which equipment, facilities, personnel,
systems, and other resources, if any, will FPL continue to use when rendering a bill to customers
who accept s irt meters? If FPL will continue to use some portion of such equipment, facilities,
personnel, systems, or other resources when rendering bills to customers who accept smart
meters: In its analysis of ¢ costs associated with customers who opt out of the smart meter, has
FPL allocated a portion of the cost of that portion to customers who accept smart meters? Please
explain your answer.

RESPONSE

FPL will continue to use the same equipment, facilities, personnel, systems, and other resources,
that are already in place today for rendering bills to customers with smart meters. FPL's
projections supporting the NSMR tariff include only the incremental costs over and above the
equipment, facilities, personnel, systems, and other resources caused by the non-standard meter
customers. As a result, it would be inappropriate to allocate any of these costs to customers
accepting smart meters.

For customers who decline smart meters, Meter Reading employees are required to obtain a
monthly meter reading in order to render bills to those customers, and to obtain start readings to
establish service and final readings to close service when needed. For customers who accept a
smart meter, visits to obtain these meter readings are not required. Customers who require these
additional services are geographically dispersed, thereby impeding our ability to fully optimize
efficiency and increasing the cost to obtain such readings, as described in FPL's response OPC's
First Set of Interrogatories No. 6.

Field Meters Operations personnel and equipment will also be used to resolve exceptions and
perform field investigations for customers who decline smart meters and for customers who
accept smart meters; however, incremental personnel and equipment are required in order to
perform this work, as well as the maintenance of additional separate processes and procedures.

Billing Projects & Support, Customer Accounting, Information Management, and Quality

Assurance & Analysis personnel will be used to support billing processes and resolve exceptions

for customers who decline smart meters and for customers who accept smart meters; however,

the procedures, processes, and systems used for support and exception resolution are different

for these groups of customers as described in FPL's response to OPC's First Set of Interrogatories
). 5.

The Customer Information System, while used for both groups of customers, required significant
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OPC's First Set of Interrogatories

Interrogatory No. 11

Page 2 of 2
modifications as detailed both in Exhibit B and in FPL's response to OPC's First Set of
Interrogatories Nos. 9 and 10. This was incremental work required specifically to support

customers who decline a smart meter.

In addition, FPL must maintain and support separate processes and systems to collect unpaid
balances for customers who do not have a smart meter. Collection of unpaid debt requires a visit
to the customer’s account location to attempt to obtain payment, and also requires field
collection employees with a specialized skill set to perform disconnection of service should
payment not be received. For customers who have a smart meter, field visits to collect unpaid
debt are not performed, and disconnection and reconnection of service is performed remotely.
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QUESTION

If 100% of FPL's customers had accepted smart meters, would FPL. have incurred any costs in
the retirement, dismantling, conversion, or other disposition of existing equipment, facilities,
personnel, systems, and other resources used in rendering bills for non-smart meters? If your
answer is "yes," please identify each such cost, the facility/person/system involved, and the
manner in which FPL would ha  quantified and recovered each such cost. In deriving the costs
and resulting charges for the "opt out tariff,” did FPL credit to customers who decline smart
meters the avoidance of such costs of replacement? Please explain your answer.

RESPONSE

Refer to FPL response to OPC's First Set of Interrogatories Nos. 6, 8, 9, 10 and 13. In addition,
if 100% of FPL's customers had accepted the smart-meters, FPL would not be rendering bills for
non-standard meters.
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QUESTION

Please explain how FPL accounts for the analog meters that it removes and retires as it installs
smart meters. Include the treatment given to depreciation expense, cost of removal, and salvage,
if and as applicable. Physically, what did FPL do with the analog meters that it removed during
the deployment of smart meters? Please identity any wunt of  ney that FPL received in the
disposition of the analog meters.

RESPONSE

At the onset of the smart meter deployment project, FPL projected it would retire 4,290,207
analog meters. The estimated remaining net book value of $77,464,268 associated with those
analog meters as well as estimated expected removal cost of $23,617,590 was included on a
capital recovery schedule as filed in Docket No. 080677-El, Depreciation Study Exhibit CRC-1.
In Order No. PSC-10-0153-FOF-EI, the Commission ordered that the amounts included in the
capital recovery schedule be offset against a portion of the depreciation reserve surplus
determined in that same proceeding. Therefore, the accumulated provision for depreciation was
credited for the total recovery of the net book value of retirements and its cost of removal for a
total of $101,081,858.

Generally, at the time an analog meter is retired, the gross plant cost is credited to plant in
service and the corresponding amount debited to the accumulated provision for depreciation.
The actual cost of removal is also debited to the accumulated provision for depreciation whereas
any salvage realized is credited to the accumulated provision for depreciation.

] L sold the analog meters for scrap. Through December 2013, FPL has received

approximately $4.3 million in salvage proceeds, which as described above, were credited to the
accumulated provision for d  reciation.
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QUESTION

(a) Beginning with the initial rollout of smart meters and through the end of calendar year 2013,
what has been the cumulative reduction in operating and maintenance expense associated
with the deployment of sr t meters (relative to the level associated with 100% analog
meters)?

(b) By how much was total operations and maintenance expense (O&M) lower in calendar year
2013 as a result of the deployment of smart meters (relative to 100% analog meters)?

(¢) How much would the total O&! reductions have been in 2013 had 100% of FPL's customers
accepted smart meters? Please provide your assumptions and describe the calculation in
narrative form.

RESPONSE
See FPL's Objection to OPC's First Set of Interrogatories and First Request for Production of

Documents filed March 31, 20
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QUESTION

(a) How sensitive are the rate component values of the opt-out tariff to the estimates of the
numbers of customers who decline smart meters?

(b) Please provide the enrollment fee and monthly charge values that correspond to the upper
bounds of the ranges of FPL' s estimates of customers who will opt out of smart meter
provisioning re er than the averages of those ranges.

RESPONSE

(a) The NSMR rates are more sensitive to reductions in the number of customers who elect to
take service pursuant to t NSMR than to increases in the number of customers who
participate. . This nonlinear relationship happens whenever fixed costs are allocated to a
smaller population.

(b) The impact of variations in the number of customers taking service pursuant to the NSMR
tariff is shown below, using the low, middle and high numbers upon which FPL's projections
were based.

Response to OPC 1st Set Interrogatories - No. 15(B}
Recap scenarios - NSMO

12,000 6,000 18,000
participants participants | participants
{base case) flow case ) | (high case)
FPL - As filed
Enrollment 5105 $105 $105
Monthly Surcharge S16 524 $13
Staff - As approved
Enrollment Fee $95 595 585
Monthly Surcharge S13 519 512
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AFFIDAVIT

Sol Stamm

State of Florida )

{ ) . ’
County of Veadn Deaddy

I hereby certify that on this J’ﬁ day of _ ,Z vl

, 2014, before me, an
officer duly authorized in the State and County aforesaid to take acknowledgments,
personally appeared Sol Stamm, who is personally known to me, and he acknowledged
before me that he sponsored the answer to Interrogatory No. 13 from Florida Citizens’
(“Citizens™ or “OPC”) First Set of Interrogatories to Florida Power & Light Company in
Docket No. 130223-EI, and that the response is true and correct based on his personal

knowledge.

In Witness Whereof, | have hereunto set my hand and seal in the State and County

“yresaid as of this /% day of /2f5?// ,2014.

A

/ / ny
Notar)ﬁ,fubl‘i}l, Staje of Florida
S

Notary Stamp:
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FPL’s responses to Intervenor
N _artin’s Amended First Set of
Interrogatories
Mos. 2-9, 17, 14-21, 23-26
(not incluuing confidential
attachment to No. 24), 28, 33,
34, 36, 39-46, 48, and 51

FLORIDA PUBLIC SERVICE COMMISSION

DOCKET: 130223-EI EXHIBIT: 16

PARTY: STAFF

DESCRIPTION: FPL’s responses to Intervenor Martin’s
Amended First Set of Interrogatories, Nos. 2-9, 12,
14-21, 23...
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 3

Page 1 of 1

QUEL..ON

During the time period of the AMI deployment program, please identify all instances where, for
a new service account, a customer requested a non-communicating meter. Please explain if, and
under what circumstances such a customer was placed on the postponement list.

"TSPONSE

There were 4,239, 5 new service or transferred service requests from September 2009
through March 2013. Of those accounts, 3,123, or 0.07%, were placed on the postponement
list. If the customer requested a non-communicating meter, the customer care representative
would have referred the request to FPL’s customer advocacy department. A customer
advocacy representative would then attempt to contact the customer. If the representative
was:

able to reach = customer, the customer advocacy representative would try to resolve
the customer’s concerns regarding smart meters and explain the benefits of the smart
meter to ~ : customer. If the customer still wanted the non-communicating meter
service, the customer’s account would be placed on the postponement list.

unable to reach the customer, the customer advocacy representative would send a
“request to contact letter” providing the FPL representative’s name and direct number
for contact. The new customer’s account would not be placed on the postponement
list and a smart meter would remain on the account until customer advocacy contact
was made with the customer.
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Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 4

Page 1 of 1

QUESTION
Please identify the equipment/manufacturer for all non-communicating meters still in service by
FPL, and the total meters in service for each provider/manufacturer.

RESPONSE
Please see Attachment No. 1.
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 5§

Page 1 of 1

QUESTION

If under the NSMR, a new customer requests a non-communicating meter, please describe the
work flow and processes in customer information, in customer billing, and in customer meter
operations by v ich FPL would con y with this request?

RESPONSE
The work flow/process to comply with a new request for a non-communicating meter under

NSM

R is as follows:

Customers can request non-communicating meter service either by calling FPL’s
customer care center, using the FPL.com web application, or mailing their request
from a tear-off application contained in the notifications that NSMR service was
available.

FPL.com application, NSMR notifications, and customer care representatives all
provide facts about smart meter benefits, the missed benefits and fees associated with
non-standard meter service.

1. [If the customer requests the non-communicating meter and there is a smart meter
at the premise, v ask if the meter area is safe to access (e.g., dogs in the yard,
etc.) and accessible (e.g., locked gate, etc.)

a. Ifaccessible:

i) A meter change order is issued to the field meter department

ii) The customer’s account is placed in an NSMR status of “pend
enrolled” for system processing

iii) Once a non-communicating meter is installed, the customer’s account
is placed in an NSMR status of “‘enrolled”

iv) The customer’s account is billed NSMR fees on next bill (the $13
monthly fee is prorated based on number of days enrolled in billing
cycle) and a letter explaining the fees is included with the first bill

b. If not accessible:

i) The customer is referred to our deployment department to schedule
an appointment for the meter change — the customer is provided with
various dates/times (including Saturdays) to have t*  meter changed

i) The rest of the process is the same as bullets ii-iv above

2. If the customer requests the non-communicating meter and there is a
non-communicating meter at the premise:

a. The customer’s account is placed in an NSMR status of “enrolled™

b. The customer’s account is billed NSMR fees on next bill (the $13
monthly fee is prorated based on number of days enrolled in billing
cycle) and a letter explaining the fees is included with the first bill

130223 Hearing Exhibits - 0174



Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 6

Page 1 of 1

QUESTION

Please describe the FPL work flow and processes for a new customer account, in the areas of
customer information, customer billing and meter operations when a new customer account is
established using an AMI meter.

RESPONSE
The work flow/process when a new - tomer account is established at an existing premise with
a smart meter is as follows:

1.
2.

Customer requests service at a premise with a smart meter
Customer provides his/her information (name, social security number, phone number,
etc.)
Customer is provided with deposit requirement and/or deposit alternative information
if applicable
Customer provides order information (requested effective date of order, ownership
type, mailing address, etc.)
Customer confirms power availability

a. If power is on we advise power is available

b. If power is off we ask customer to ensure property is safe to receive power (no

stoves on, etc.)

Order is submitted

a. If power is on customer begins billing with reading on effective date

b. If power is off and Effective Date:

i) Is today, customer is advised power will be turned on within 4 hours,
remote connect service connects meter, customer billing begins with
reading obtained at time of remote connect

ii) Is a future date, ¢ omer is advised power will be turned on that morning,
remote connect service connects meter that morning, customer billing
begins with reading obtained at time of remote connect
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Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 7

Page 1 of 1

QUESTION

For the period January 1, 2009 through December 31, 2013, please provide the number of
non-communicating meters and smart meters which were kept in inventory, and the manner in
which costs for these meters were accounted for?

RESPONSE

Please see Attachment No. 1 for inventory balances on hand from January 1, 2009 through
December 31, 2013. The manner in which costs for these meters are accounted for is the same;
meters are pre-capitalized upon purchase and retired when no longer in service or inventory.
This accounting method is based on requirements from FERC and FPSC.
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Docket No. 130223-E1
Martin, et al.'s Amended First Set of [nterrogatories

Meter Inventory Balances by Month Interrogatory No. 7
Attachment No. 1
Non Page 1 of 2
Communicating

Meter Smart Meters

01/2009 5,890 1
02/2009 5,606 1
03/2009 5,660 1
04/2009 € 53 7
05/2009 6,372 7
06/2009 7,428 7
07/2009 5,402 7
08/2009 5,100 7
09/2009 5,626 288
10/2009 4,471 111
11/2009 4,319 1,647
12/2009 4,464 2,127
01/2010 15,876 12,986
02/2010 9,855 3,129
03/2010 9,164 909
04/2010 11,241 9,785
05/2010 11,758 3,639
06/2010 10,748 7,643
07/2010 3,322 7,371
08/2010 3,986 3,150
09/2010 4,966 2,072
10/2010 8,531 2,322
11/2010 5,969 3,741
12/2010 4,973 1,912
01/2011 5,379 2,280
02/2011 11,850 5,909
03/2011 4,417 8,103
04/2011 3,861 4,609
05/2011 4,8. 12,401
06/2011 4,211 3,379
07/2011 13,405 3,351
08/2011 17,665 4,111
09/2011 25,517 22,373
10/2011 17,503 11,676
11/2011 13,712 10,546
12/2011 12,437 9,209
/2012 13,743 12,860
02/2012 13,158 20,393
03/2012 12,041 29,605
04/2012 11,156 28,910

Page 1 of 2
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Meter Inventory Balances by Month Interrogatory No. 7
Attachment No. 1
Non Page 2 of 2
Communicat 3

Meter Smart Meters
05/2012 9,043 21,220
06, )12 27,926 34,647
07/2012 26,397 27,594
08/2012 29,814 27,281
09/2012 774 43,492
10/2012 32,544 79,614
11/2012 33,159 35,706
12/2012 . 451 55,125
01/2013 34,647 106,768
02/2013 44,973 184,920
03/2013 51,624 257,601
04/2013 58,258 258,562
05/2013 62,723 227,908
06/2013 60,911 218,959
07/2013 63,527 213,483
08/2013 46,886 199,336
09/2013 45,812 192,072
10/2013 45,978 179,833
11/2013 45,040 172,650
12/2013 35,410 209,755

Page 2 of 2
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No, 9

Page 1 of 1

QUESTION

In establishing service for a new c¢i omer that requests a non-communicating meter, please
provide FPL's procedure for assigning a meter to the account. Would that procedure ever
consider a refurbished meter from the inventory of meters removed during the AMI deployment
program?

RESPONSE

When a customer requests a change to a non-standard meter, a meter change ticket is created.
Meter change tickets are completed by Field Meter personnel who obtain the non-standard
meters from FPL’s existing non-standard meter inventories. When the meter change ticket is
closed, the meter number is assigned to the customer account in the Customer Information
System.

During smart meter d  loyment, FPL did reclaim some non-communicating meters to inventory.
These meters may be used for a customer requesting a non-communicating meter.
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 14

Page 1 of 1

QUESTION

Please refer to the Direct Testimony of witness Onsgard at page 5, lines 14 through 21. Please
provide the levels of enrollment projected and used in the company’s assessment to determine
the feasibility of an opt-out program.

RESPONSE

e potential levels of enrollment projected and used in the Company's initial assessments to
determine the feasit ty of an opt-out program and the projected costs ranged from 5,000 to
50,000 customers.
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Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 15

Page 1 of 1

QUESTION
Please provide the earliest date when FPL business units commenced the cost estim:  and
feasibility analysis of providing an opt-out alternative to the AMI program.

RESPONSE

In November of 2011, FPL functional groups started to perform cost studies related to the
potential of offering customers an opt-out alternative to smart meters and the feasibility of such
an offering.
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Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 16

Page 1 of 1

QUESTION

Please refer to the Rebuttal Testimony of witness Onsgard at page 5, lines 9 through 23. Please
provide the detailed rational and analysis utilized by FPL in reaching its position that the
incremental costs and processes for providing non-standard meter service could not be
determined and optimized until after the full implementation of the project.

RESPONSE

It was clearly in both customers'a  FPL's best interests to utilize the postponement policy and
to wait until the smart meter deployment was essentially complete before proposing the NSMR
program. The efficient and methodical deployment and activation of smart meters throughout
FPL's service territory, while at the same time maintaining a postponement list, facilitated FPL's
ability to ga er FPL data and to better understand data from other jurisdictions so that FPL
would be in the best position to project costs and prospective enrollments in a cost-based opt-out
program.

Waiting until the end of smart meter deployment to propose the opt-out tariff allowed:

1)  better estimates of the impacts of the geographic dispersion of potential NSMR customers,

2)  better estimates of whether the smart grid network would need to be augmented with
additional devices due to > missing communicating meters,

3)  time for regulatory review at a state level before initiating the tariff,

4)  customers who ultimately became enrolled in the opt-out program to save up to four years
of non-standard service charges that would have been in effect if enrollment was
undertaken during smart meter deployment,

5) to four years for the smart meter industry to mature and allow customers to become
more informed about the facts regarding smart meters, and

6) the ability for customers to be given clearer communication of when the meter option
would be available, as it would not have been appropriate to start billing NSMR until their
service area was activated.
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Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No, 17

Page 1 of 1

QU_TION

Please explain the reasons and rational to support the company’s contention that there were
benefits for the general body of ratepayers which resuited from delaying the offer of the
non-standard meter tariff until the AMI deployment was significantly complete.

RESPONSE

I Hposing a non-standard meter tariff following deployment and activation of smart meters
allowed for the proper balance between the successful (and rapid) deployment and development
of a cost-based tariff. FPL’s general body of customers benefited from the prompt and efficient
deployment of smart meters and also benefited, for the reasons outlined in FPL's response to
Martin, et al.'s Amended First Set of Interrogatories No. 16, from FPL being in the best position
to mitigate subsidization of costs for the opt out program. It would not have benefited any of
FPL's customers to delay the smart meter deployment and in fact would have hindered FPL's
ability to efficiently comply with the Commission's order that FPL proceed with smart meter
deployment without delay.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 18

Page 1 of 1

QUESTION

Please describe the internal optimization processes undertaken by FPL during deployment of the
smart meters to minimize overall company costs in customer information and support operations,
in billing operations, in meter operations, and in collections operations.

RESI _ NSE

To facilitate a project of the scale of the deployment and activation of 4.5 million smart meters,
FPL established a robust governance structure and comprehensive deployment organization.
Under the leadership of an Executive Smart Grid Steering Committee, cross functional teams
were established for the critical components of deployment. Smart meter project elements such
as customer information and support operations, billing operations, meter operations, and
collections operations, were carefully managed to ensure overall company costs were minimized
while also ensuring that project requirements and timetables were on target.

130223 Hearing Exhibits - 0186



Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 19

Page 1 of 1

QUESTION

Please refer to FPL’s response to Interrogatory No. 16 of Staff’s First Set of Interrogatories.
Please list and describe all instances where NSMR enrollees share in costs for elements of
service for standard meter service; i.e. costs which are not a part of the non-standard,
non-communications meter service, but are allocated to the NSMR because they are costs
necessary for FPL “to provide standard service to all customers should they so elect at any time.”

RESPONSE

All FPL customers, including those enrolled in the NSMR program, share in the costs associated
with FPL's standard services through base rates. There are no costs for standard service that
should be credited to NSMR customers as FPL must be ready to provide standard service to all
customers should they elect at any time.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 20

Page 2 of 3

Meter Reading - Postpo. | meters process varied from smart meter process as
follows:
I. Postponed customers were placed on a “manual route” to ensure we identify
and correctly staff meter readers to obtain readings
2. Others processes are the same as Billing 1-3 above

Collections — Remote Cc 1e Disconnect service for non-payment/reconnection
(collections) began April 2013 after testing was completed in first quarter 2013.
Postponed meter processes varied from smart meter process as follows:
1. Pos oned customers are visited by a field collector who attempts to collect
payment

2. Ifpaymentis not de, service is manually disconnected

3. Once payment is received, the customer is advised it will take up to 24 hours to
have service reconnected and that access to the customer’s meter is required

4. An order is sent to Field Meters to reconnect service

5. Field Meters manually reconnects the meter

Distribution Management — Postponed meter processes varied from smart meter
processes as follows:

1. Single No Current Analysis - Postponed customers who call with an identified,
unresolved, isolated power outage must be manually checked by a fic [ crew to
determine if the problem is with the customer’s equipment vs. FPL’s
equipment. Smart meters enable FPL to communicate with the meter to
determine if the customer has electric service. This could avoid unnecessary
field trips, while allowing service to be restored more quickly if the customer is
able to resolve the issue himself.

2. Restoration Verification - When an area that has experienced a power outage is
restored, FPL has no process for remote verification of power restoration for
postponed customers. Smart meters provide FPL the capability to perform
restoration verification before leaving an area. After power has been restored
initially to an area, the restoration specialists have the ability to quickly view
power restore messages automatically transmitted by the smart meters. If a
restore message was nat received from a smart meter, the restoration specialists
can initiate communication with the meter to determine if power was restored
or if further restoration work is required before leaving the area.
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Florida Power & Light Company
Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories

Interrogatory No. 20
Page 3 of 3

Others - There are other diagnostic tools used by FPL in the area of distribution
management that are not available for, and vary the processes for, postponed
customers. These tools help FPL proactively identify potential issues to
prevent outages, and help resolve outages, after they occur, to restore service

n

a.

e efficiently and thoroughly. These include but are not limited to:

Proactive Ticket Creation — Real time events from smart meters are used to
quickly determine the extent of' a power outage as opposed to relying solely
on communication from customers,

H*~" Voltage Transformer Identification — Hourly voltage readings from all
smart meters on a transformer are used to detect possible failing equipment.
Premise Troubleshooting Tool — This application can be used to ping meters
to obtain re time voltage data and also displays meter usage and event
histe | to assist in troubleshooting and discussions with customers about
momentary interruptions, etc.

iMVP — This application displays geographical areas with higher smart meter
event counts to help investigate potential issues and narrow down pockets of
trouble.

Topology mismatch — Voltage readings and meter events are used in this
application to help confirm correct meter to transformer association and make
corrections v en identified.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 21

Page 1 of 1

QUESTION

Please refer to the Rebuttal Testimony of witness Onsgard at page 7, lines 4 through 13. Please
explain and provide detailed descriptions of the referenced processes, and the rational and
analysis for e statement * [c]ontinuing to provide service with non-communicating meters
requires FPL to implement new processes as well as maintain certain old processes that
otherwise would not be needed.”

RESPONSE
See Attachment No. 1.
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 23

Page 1 of 1

QUESTION

Please provide the total number of customers who were listed on the postponement list who
initially received a smart meter which was then replaced with a non-communicating meter.
Include the costs recorded for this replacement, and how these costs were recorded in FPL’s
book of accounts.

RESPONSE

FPL has made more than 4,800 site visits to customers on the postponement list who initially
received a smart meter which was then replaced with a non-communicating non-standard meter.
FPL does not record these expenses separately from other field activities. However, as part of
the cost analysis performed for FPL’s Petition for Approval of Optional Non-standard Meter
Rider (Exhibit B, page 7), the fully loaded average cost associated with Field Meter Costs to
Visit Premises was calculated to be $° 03, and this cost would be the same for replacing a smart
meter with a non-communicating meter for customers on the postponement list. All costs
associated with this activity are recorded in FPL’s books and records as components of O&M.
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 24

Page 1 of 1

QUESTION

Please refer to FPL’s response to Interrogatory No. 4 of Staff’s First Set of Interrogatories.
Please describe and provide detailed cost elements for activities related to line nos. 5
(Web-enrollment), 6 (customer system automation) and 7 ( customer care enrollme:

RESPONSE

Line #5 - Web Enrollment (Cost: $318,512) — See Attachment No. 1 for requirements
Created new application to facilitate the enrollment of customers in the
Non-Standard Meter Option (NSMO) program through FPL’s website
(FPL.com)

Line # 6 -  Customer System Automation (Cost: $411,519) — See Attachment No. 2 for
requirements

Developed a conversion program that after three months of customer
communication . out the effective date of the Non-Standard Meter Option
program, automatically enrolls all customers that requested not to have a
standard meter installed at their service address
Created reports for the NSMO program management providing number of
customers enrolled, account statuses, revenues and other relevant information
Created Meter Change  ders based on customer selection of the preferred
meter (standard vs non-standard)
Created new pending work queue for review and approval of canceled NSMO
enrollment fees and monthly surcharges

Line #7 - Customer Care Enrollment (Cost: $314,384) - See Attachment No. 1 for
requirements
Created a new system application to facilitate the interaction between the
Customer Care representatives (CSR) and FPL customers regarding the new
NSMO program
Included t addition of notations for customer contact as well as special
messaging to aid the CSRs in their handling of calls related to the program

The attachments responsive to this interrogatory are confidential and will be made available,
pursuant to established procedures, for inspection at FPL's Tallahassee Office at 215 South
Monroe St t, ite 810, Tallah .~ Florida, during r  tlar business hours, 8§ a.m. to 5 p.m.,
Monday through Friday, upon reasonable notice to FPL’s counsel.
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Florida Power & Light Company
cke ). 130223-EI
Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 26
Page 2 of 2

Overall metrics and reporting responsibilities for NSMR Project Key Measures to be
used in monthly management reporting and annual reporting to Commission - 2 hours per

day

O O 0 O 0O O 0 o0 0O o0 0 O O 0 0

Total Billings, Cap 1and O&M Costs
Care Center Costs and Call Volumes
Field Meter Non-Standard Meter Costs and Site Visits
Meter Reading Costs and Number of Reads
Meter Sampling Costs and Site Visits
Non-Standard Meter Inventories
NSMR Billing Support Costs
Collection Costs and Site Visits
Connect and Disconnect Costs and Visits
stribution Outage Costs and Field Visits

Storm estoration Costs and Field Visits
Credits "ven customers through 45 Day Grace window
Customer Advocacy Costs
Delinquent Account Status
Track and report NSMR enrollment activity from:

§ Web Site

§ Tear Off Mailer

§ Call Center Calls
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 28

Page 1 of 1

QUESTION
Will any of the processes, systems or activities represented in the incremental costs identified by
FPL for the NSMR tariff be utilized by customers in areas not yet deployed with smart meters?

RESPONSE

FPL’s original plan was to deploy smart meters for residential, small business, and medium
business customers. This deployment has been completed and customers that chose not to have
a smart meter are now partic ating in the NSMR program. In 2014, FPL began another
deployment phase installing smart meters for commercial/industrial customers which will be
completed in 2015. During this implementation of smart meters, commercial/industrial
customers that do not yet have a smart meter will continue to be serviced with the same
processes, system and activities used for all other customers during deployment, including
manual meter reading, manual connection and disconnection and potential truck rolls related to
outage restoration calls for single customers without power. Commercial and Industrial
customers that do not yet have a smart meter do not use the systems and processes introduced
and/or retained to serve NSMR customers.
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Florida Power & Light Company

Docket No. 130223-E]

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 33

Page 1 of 1

QUESTION
Please provir the total, annual operating and  intenance costs for the Spanish customer
service (includii  translation costs of all materials and the cost of the website).

RESPONSE
For 2013, FPL spent $14,587, which includes the costs for Spanish translation services, as well
as all materials and any costs associated with the website.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 34

Page 1 of 1

QUE! ION

Please provide any instance where a customer account was billed based on usage data other than
the data generated by the smart meter, though a smart meter was installed at the service location.
In each instance, please provide the method of billing used instead of the smart meter.

RESPONSE

For all smart r er accounts, usage data from the meter is utilized for billing processing. In
2013, standard automated ocesses accounted for 99.85% of all meter readings to make them
available for billing processing. Through the end of July 2014, standard automated processes
have accounted for 99.89% of all meter readings available for billing processing.

FPL has designed its billing system to minimize estimating bills. If an automated reading is not
available on the scheduled read date, the billing system automatically looks for stored readings
for up to 3 days prior to the scheduled read date to bill the customer. When there are no usable
readings available to allow automated processing to occur during the scheduled meter reading
billing window, the accounts become exceptions. In these exception situations, the billing period
is estimated by utilizing historic  consumption in accordance with Rule 25-6.100(3) which
states that “When there is sufficient cause, estimated bills may be submitted.” As stated in FPL's
response to Staff’s Second Set of Interrogatories No. 22, it is FPL's position that estimating
customers' bills is not the appropriate way to conduct regular business when actual meter
readings can be obtained, and the mpany designed its billing system to maximize the use of
available smart meter readings for billing ar developed processes in our Smart Meter
Operations group to quickly address exceptions to ensure we maintain a high read rate for our
smart meter customers and avoid estimated bills.

130223 Hearing Exhibits - 0200



130223 Hearing Exhibits - 0201



130223 Hearing Exhibits - 0202



Florida Power & Light Company

Docket No. 130223-FEI

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 39

Page 1 of 1

QUES ION

Does FP&L use any communication vendors (e.g. Verizon) as part of its communication system
to receive smart meter meter read data? If so, are they fixed terms or variable (e.g. based on
volume, etc.)? Please provide te .

RESPONSE

Yes, FPL uses communication vendors as part of the communication system to receive smart
meter read data. FPL pays these vendors based on data volumes per access point. Access points
are devices on the FPL network that allow data to be backhauled to FPL. Each access point
services approximat / 2,600 meters on average and FPL pays multiple vendors an average of
approximately $20 per month for each access point.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 40

Page 1 of 1

QUESTION
Prior to the smart meter deployment, on average, what is the probability that a would be tested
for accuracy over its useful life? What were the steps and costs to test these meters?

RESPONSE

Pursuant to Rule 25-6.056, F.A.C., all meters would have an accuracy test record from the
manufacturer when purchased and that record would be retained by FPL. The probability that
any meter would be pulled for additional in-service testing throughout its service life would
depend on the size of the homogenous population from which it was pulled to satisty the
required statistically valid sample size. The in-service sample is a statistically random sample,
so a meter may never be chosen or it could be chosen more than once.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 43

Page 1 of 1

OUESTION
I ase refer to Staff First Data Request #31. Attachment No. 1 indicates the postpone list was
created prior to August 2010. What was the actual date the postpone list was created?

RESPONSE
FPL did not have an official postponement list during the initial requests received not to install a
smart meter. As FPL received more requests it was determined that it was necessary to develop

a process and a list to track these requests. FPL started the initial postpone process and list on
December 29, 2010.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 44

Page 1 of 1

QUESTION

For customers in areas planned for smart meter deployment, however where smart meters are not
yet deployed, how are service requirements for customers in these areas managed by the
customer service, meter operations and billing groups? Will FP&L be utilizing any of the
systems changes and programs developed for the NSMR customers to manage any customers in
areas not yet de- Hyed with smart meters?

RESPONSE

FPL’s original plan was to deploy smart meters for residential, small business, and medium
business customers. This deployment has been completed and customers that chose not to have
a smart meter are now participating in the NSMR program. In 2014, FPL began another
deployment phase installing smart meters for commercial/industrial customers which will be
completed in 2015. During this implementation of smart meters, commercial/industrial
customers that do not yet have a smart meter will continue to be serviced with the same
processes, system and activities used for all other customers during deployment, including
manual meter reading, manual connection and disconnection and potential truck rolls related to
outage restoration calls for single customers without power. Commercial and Industrial
customers that do not yet have a smart meter do not use the systems and processes introduced
and/or retained to serve NSMR customers.
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Florida Power & Light Company

Docket No. 130223-E1

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 45

Page 1 of 1

QUESTION
As of July 31, 2014, how many customers, qualifying for the NSMR program, enrolled in the
program and how many were auto-enrolled?

RESPONSE
7/31/2014
NSMR Active Enrollments 4,118
NSMR Auto Enrolled 2,502
Total 6,620
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Florida Power & Light Company

Docket No. 130223-EIl

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 46

Page 1 of 1

QUESTION

In Staff’s First {  of Data Requests, Request #17, FP&L stated that additional handhelds need
to be purchased because the system was in the process of a “full system and handheld
replacement (project slated for completion year-end 2013). If all residential and
commercial/industrial customers are being scheduled for smart meters that do not require manual
meter readings, why was the handheld meter reading system being replaced?

RESPONSE

¢ handheld meter reading system was replaced because FPL was operating under a version
that was no longer supported by ltron, the meter reading system provider. System support from
Itron expired on December 31, 2012 and could not be extended. As such, this upgrade to the
Meter :ading system was critical for FPL to ensure our ability to continue to read meters and
ensure support was provided by Itron should any hardware or software issues occur.
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Florida Power & Light Company

Docket No. 130223-EI

Martin, et al.'s Amended First Set of Interrogatories
Interr  tory No. 48

Page 1013

QUESTION
Please provide the work flow for verification of restoration of power to non-communicating

meters during power outages, and the annual number of meters where this process was followed
in the period from 2010 through 2013.

RESPONSE
Non-communicating meters - FPL has no process for verification of power during power outages
other than customer ¢: s.

Smart meters - FPL has created an application to provide restoration specialists an automated
tool to preform restoration verification. After power has been restored initially to an area, the
restoration specialists have the ability to remotely contact the smart meters associated with
outage and verify they are now re-energized. When a smart meter signals it does not have proper
voltage, the restoration specialist will stay on site and then proceed to restore this potential
nested outage. For non-standard meter customers the potential nested outage will not be visible
to the restoration specialist. This results in the customer having to call FPL to report their outage
(possibly after calling the first time) and additional field visit(s) would be needed tc address the
cause of the potential outage and make repairs. FPL systems do not currently track the number
of nested meter outages where additional field visits were required, so FPL cannot provide the
number of occurrences between 2010 and 2013. Below are representative screen shots of the
training tool for Restoration Verification functionality.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Amended First Set of Interrogatories
Interrogatory No. 51

Page 1 of 1

QUESTION
How many customer contacts to access the Energy Dashboard were there in 2013? How many
inquiries has FP&L received on the energy dashboard since inception, broken down by year?

1...3PONSE

There were 1,879,724 total ¢ omer contacts to the Energy Dashboard in 2013 and a total of
111,589 customer contacts to the Billing History Graph on the web which is available to
customers with a legacy (non-standard) meter. Although FPL performed a review by listening to
a sample of 179 smart meter related calls to determine that the Company had not actually
received reduced calls to the care center due to NSMR customers not calling about the energy
dashboard, FPL has no way of tracking the exact numbers of inquiries received about the energy
dashboard since inc  ion.
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Ian Robson

State of Florida )

County of )

I hereby certify that on this _'Z_gday of Aﬁdé F , 2014, before me, an

officer duly authorized in the State and County aforesaid to take acknowledgments,

personally appeared Ian Robson, who is personally known to me, and he acknowledged
before me that he co-sponsored the answer to Interrogatory No. 24 from Matrtin, et. al.’s
A ended First Set of Interrogatories to Florida Power & Light Company (Nos. 1-51) in

Docket No. 130223-El, and that the response is true and correct based on his personal

knowledge,

In Witness Whereof, I have hereunto set my hand and seal in the State and County

aforesaid as of this 2 3 day of AW% wst 2014,

| ‘ ! SHEFFIELD
otary Stamp: ‘ "-'-"""""3':{:% Hola:: :35&: . State of Florida
9 pay comm. Expires May 4,2018
Commigsion # FF 119131
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AFFIDAVIT

Sy
V' Kenneth Getchell

State ol _ _orida )

County of | O(C

[ hereby certify that on thi§>/)_g day ofs US“{L, 2014, before me, an
officer duly authorized in the State and County aforesaid to take acknowledgments,
personally appeared Kenneth Getchell, who is personally known to me, and he
acknowledged before me that he sponsored the answer to Interrogatory No. 42 {rom
Martin, et. al.’s Amended First Set of Interrogatories to Florida Power & Light Company
(Nos. 1-51) in Docket No. 130223-EI, and that the response is true and correct based on

his personal knowledge.

In Witness Whereof, I have hereunto set my hand and seal in the State and County

aforesaid as of thissyg day of _@_UQQ:S f’ , 2014,

@b/f i . QO

Notary Public, State of Florida

Notary Star

2 DEBRA A. DOMINGUEZ
'5 Notary Public - State of Fiorida

< My Comm. Expires May 7, 2016
Commission # EE 196314
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FP _’s responses to Intervenor
Martin’s Se~ond Set of Interrogatories
Nos. 23--6, and 58-60

FLORIDA PUBLIC SERVICE COMMISSION

DOCKET: 130223-EI EXHIBIT: 17

PARTY: STAFF

DESCRIPTION: FPL'’s responses to Intervenor Martin’'s
Second Set of Interrogatories, Nos. 53-56, and 58-60
[Bates N...
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 17
PARTY: STAFF
DESCRIPTION: FPL’s responses to Intervenor Martin’s Second Set of Interrogatories, Nos. 53-56, and 58-60 [Bates N...


Florida Power & Light Company

Docket No. 130223-Ei

Martin, et al.'s Second Set of Interrogatories
Question No. 53

Page 1 of 1

QUESTION

From the time period since the NSMR went into effect until the August, 2014 billing cycle,
please identify and describe all instances where customers who were charged under the NSMR
surcharge actually received an estimated bill for usage at the same service address for billing
purposes.

RESPONSE

NSMR Estimate Bills
Month Total
June 2014 709
July 2014 672
August 2014 596

The number of estimate bills for NSMR customers is influenced by the fact that 18% of the
current NSMR enrolled population were "Unable to Complete” (UTC) customers. The UTC
population was cc prised of customers who were unresponsive to FPL's repeated request for
access to their premise to install a smart meter. Estimate bills are the result of the meter readers'
inability to access the premise to read the meter. The fact that bills are estimated does not
eliminate the cost of the meter reader who attempted, but was not able, to collect a reading. The
terms of FPL’s service require s > and unobstructed access to the meter. In these cases FPL's
meter readers have been denied safe and unobstructed access to the meter by the customer, but as
indicated above, this does not obviate the need for the meter reader to make the site visit to
attempt to read the meter.
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Florida Power & Light Company

Docket No. 130223-E|

Martin, et al.'s Second Set of Interrogatories
Question No. 54

Page 1 of 1

QUESTION

Please identify and describe all pilot projects conducted by FPL for the installation and operation
of smart meters prior to commencing the formal deployment of the AMI project? Please provide
dates of commencement and com] :tion of the pilot tests.

RESPONSE
During 4th Quarter 2002, FPL deploy 1,000 smart meters testing power line carrier (PLC)
technology.

Between 3rd Quarter 2005 and 3rd Quarter 2006, FPL deployed 34,000 PLC smart meters and
13,500 wireless smart meters in Broward County.

Between 2nd Quarter 2007 and 3rd Quarter 2008, FPL deployed 100,000 wireless mesh smart
meters in Broward County.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Second Set of interrogatories
Question No. 55

Page 1 of 1

QUESTION
For each smart meter pilot project identified in interrogatory no. 54 above, please identify the
number customers who declined ¢ offer for installation of a smart meter in each such pilot.

RESPONSE
FPL did not have any customers who refused installation of a smart meter in any of the programs
listed in FPL's response to Martin, et al.'s Second Set of Interrogatories No. 54.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Second Set of Interrogatories
Question No. 56

Page 1 of 1

QUESTION
For the customers identified in interrogatory no 55, please identify how many were subsequently
placed on the postponement list and grandfathered onto the NSMR at the inception of each.

RESPONSE

As stated in FPL's Response to Martin, et al.'s Second Set of Interrogatories No. 55, no customer
refused insta tions during the course of FPL's pilot projects. Therefore, no such customers
were subsequently placed on the postponement list and "grandfathered" into the NSMR program.
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Florida Power & Light Company

Docket No. 130223-El

Martin, et al.'s Second Set of interrogatories
Question No. 58

Page 1 of 1

QUESTION

Please refer to the direct testimony of Witness Onsgard, page 14, lines 18-19. Regarding the
remote connect/disconnect swit , please provide the specific number of smart meters in the
Company’s inventory which do not have this device.

RESPONSE
The specific number of smart meters installed as of September 5, 2014 which did not have the
remote connect service (RCS) was 380,572. This population of meters is comprised of’

® Meter types that currently are not capable of utilizing the remote connect service
(primarily commercial accounts);

® Meters that were part of smart meter pilot projects which were not equipped with remote
connect service because that hnology was not yet available (these meters are being
passively replaced witk  CS enabled meters); or

® Meters that have been excluded from the RCS process because they serve critical
functions such as rail road crossings, cellular service towers, airport lighting, pumps and
other such critical functions.

See also FPL's response tc  aff's Second Set of Interrogatories No. 29.
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Florida Power & Light Company

Docket No. 130223-E|

Martin, et al.'s Second Set of Interrogatories
Question No. 59

Page 1 of 1

QUESTION

As of January 31, 2014, please specify whether any smart meters required truck rolls to perform
a connect/disconnect or violation (collection) reconnect? If smart meter customers have required
truck rolls for such services please detail and explain.

RESPONSE

Yes. Smart meters that do not have remote connect service do require truck rolls to perform
connect/disconnect or violation reconnect. Smart meters from pilot projects which were not
equipped with remote connect service technology are being passively replaced with RCS enabled
meters. See also FPL's response to Staff's Second Set of Interrogatories No. 29.
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AFFIDAVIT

Robert A. Onsgard 2
State of Florida )

County of PQ{VV\ Beaygh

e 4 ]/'i . N
I hereby certify that on this u day of D¢p ‘hLz/mb(’J” 2014, before me, an

officer duly av  orized in the State and County aforesaid to take acknowledgments,
personally appeared Robert A. Onsgard, who is personally known to me, and he
acknowledged before me that he sponsored the answers to Interrogatory Nos. 52-60 from
Martin, et. al.’s Second Set of Interrogatories to Florida Power & Light Company (Nos.
52-60) in Do et No. 130223-E], and that the responses are true and correct based on his

personal knowledge.

In Witness Whereof, I have hereunto set my hand and seal in the State and County
rh ,
aforesaid as of s [ T{ day of«__jg_.[\)'fﬁmeV ,2014.
7 Iy
S LA 0 QJ/ Q”/()[(f/ Vol

Notary Public, Stafe of Florida

Notary Stamp:
s TRAC! D. GOLDWIRE
t Notary Public - State of Florida
My Comm. Explres Jul 31, 2015
Commission # EE 117539

ey,

H

2.

EY
“,
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18

FPL’s responses to Inte. senor
Martin’s Fir.t R.quest for

Production of Documents
No. 12

FLORIDA PUBLIC SERVICE COMMISSION

DOCKET: 130223-EI EXHIBIT: 18

PARTY: STAFF

DESCRIPTION: FPL’s responses to Intervenor Martin’s
First Request for Production of Documents, No. 12
(OPC'’s POD ...
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 18
PARTY: STAFF
DESCRIPTION: FPL’s responses to Intervenor Martin’s First Request for Production of Documents, No. 12 (OPC’s POD ...


Florida Power & Light Company

Docket No. 130223-El

Martin, et al.’s First Request for Production of Documents
Question No. 12

Page 1 of 1

QUESTION
All work papers, background materials and analysis to support the Company’s contention that a
$100 enrollment fee is a proper price signal to consumers seeking an alternative to smart meters.

RESPONSE

All work papers, background materials and analysis to support the Company’s contention that a
$100 enrollment fee is a proper price signal to consumers seeking an alternative to smart meters
are included in FPL's supplemental response to OPC’s First Request for Production of
Documents No. 2 at Bates numbers 002232 NSMR - 002259 NSMR.

FPL 004504
NSMR
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From: Onsgard, Robert

Sent: Thursday, April 18, 2013 8:59 AM

To: Sharma, Anita; Babcock, Ana; Robson, Ian

Cc: Steele, Butch; Kramer, Heidi; Gonzalez, Martha

Subject: FW: Smart Meter Opt Out Tariff - 4/18 Call

Attachments: Smart Meter Opt Out Charge for 4.18.13 mgmt rev final draft.pptx

Fyi — final deck for today’s meeting with management

Kobert

From: Kaufer, Ilan

Sent: Wednesday, April 17, 2013 4:36 PM

To: Silagy, Eric; Caplan, Deborah; Hoffman, Kenneth; = itos, Marlene; Barrett, Robert E J; Litchfield, Wade; Olnick,
Bryan; Rubin, Ken; Onsgard, Robert; Stamm, Sol; Romig, Steve; Weintraub, Inna; Leary, Barbara; Dubin, Kory

Cc: Sprouse, Jeanne; Nesmith, Nanci; Confessore, Kathy; Dezendorf, Maite; Carrero, Elizabeth; Dominguez, Debra;
Danek, Diane

Subject: Smart Meter Opt Out Tariff - 4/18 Call

Please find attached the deck for tomorrow’s smart meter call.
Please let me know if you have any questions.

Thank you.

[lan

Ilan G. Kaufer, Esq.

Principal Regulatory Affairs Analyst
Florida Power & Light Company
Office: (561) 304-5675

Cell: (561) 315-8867

STATEMENT OF CONFIDENTIALITY

The contents of this e-mail and its attachments are intended solely for the addressee(s) hereof. If you are not the named addressee, or if
this message has been addressed to you in error, you are directed not to read, disclose, reproduce, distribute, disseminate or otherwise
use this transmission. Delivery of this message to any person other than the intended recipient(s)is not intended in any way to waive
privilege or confidentiality. If you have received this transmission in error, please alert the sender by reply e-mail; we also request that
you immediately delete this message and its attachments, if any.

FPL 002232
NSMR
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EXHIBIT NO. /\ q

DOCKET NO: 130223-E1

WITNESS:  Deowson: Qﬂb_ar‘\r Oniﬂar(f\,
PAF Y: FPL

ESCRIPTION: FPL Postcard Notice for Smart Meter Inst: ation

DOCUME. . 5:

PROFFERED BY: Intervenors Martin et. al.; Jacobs

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 19

PARTY: Martin el al.

DESCRIPTION: Robert A. Onsgard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 19
PARTY: Martin el al.
DESCRIPTION: Robert A. Onsgard
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 20
PARTY: Martin et al.
DESCRIPTION: Robert A. Onsgard
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Exhibit Objected by FPL .

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 21

PARTY: Martin et al.

DESCRIPTION: Robert A. Onsgard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 21
PARTY: Martin et al.
DESCRIPTION: Robert A. Onsgard


Exhibit Objected by FPL .

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 22

PARTY: Martin et al..

DESCRIPTION: Robert A. Onsaard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 22
PARTY: Martin et al..
DESCRIPTION: Robert A. Onsgard
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FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 23

PARTY: Martin et al.

DESCRIPTION: Robert A. Onsgard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 23
PARTY: Martin et al.
DESCRIPTION: Robert A. Onsgard
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DOCKET NO:

PARTY:

DES
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FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 24

PARTY: Martin et al..

DESCRIPTION: Robert A. Onsgard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 24
PARTY: Martin et al..
DESCRIPTION: Robert A. Onsgard
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Exhibit not offered.

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 25

PARTY: Martin et al.

DESCRIPTION: Robert A. Onsgard



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 25
PARTY: Martin et al.
DESCRIPTION: Robert A. Onsgard


Exhibit not offered.



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 26
PARTY: Martin et al.
DESCRIPTION: Robert A. Onsgard
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Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 27
PARTY: Martin et al.
DESCRIPTION: Terry Deason


Exhibit not offered.

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-El EXHIBIT: 28

PARTY: Martin et al.

DESCRIPTION: Terry Deason



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 28
PARTY: Martin et al. 
DESCRIPTION: Terry Deason


Exhibit not Entered in the Record

FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI EXHIBIT: 29

PARTY: Martin et al.

DESCRIPTION: Terry Deason



Exhibit Label
FLORIDA PUBLIC SERVICE COMMISSION
DOCKET: 130223-EI   EXHIBIT: 29
PARTY: Martin et al. 
DESCRIPTION: Terry Deason




