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Florida 
Power 
CO APO•A1' 10W J . Wl.UV lAlLEY 

ANOCIAn~ 

December 30, 1997 

Ms. BJanca s. Bayes, Director 
Division of Records aod Reportina 
Florida Public: Service Commi•sion 
2540 Shumard Oak Boulevard 
Tallah"see, Florida 32399 

Re: Request for Confidential Clusification 

Dear Ms. Bayes: 

Enc:loaed for f'ilina please find Florida Power Corporation's Request for 
Confidential Clwification. Tho Requeat referenoea two attachments A and B. 
Both attac:hmentl contain i) a aealcd envelope lablcd •confidential" containina a 
highllahted copy; and U) two bloc:ked out copies. 
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ACt< ./ Plcue ldcnowJcdge your rcc:dpt of the above filing on the enclosed copy n,....,., ._ 
AFA .....,! __ this letter and return to the undenianed. Thank you for your usistance in thriJ'-40=> 
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Very truly yours, 
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zt~\ Florida 
~ li Power 
~· ·~' COAPOfiA'I'Qj ~ .... 

INTEROFFICE CORRESPONDENCE 
Dls!dbutton Encfnssdna Stanclards 

OMCI 
MDB 

IIAC 

SUBJECT: Questfons I 26, fll7 A 128 FPSC Selec:dve M.anqement Review 

TO: Commission Review Commlltee DATE: May 1, 1997 

AtUICbcd. please find copies or biiDk customer satisfaction 5utVeyS performed by the Company 
over the last fiw: years lnd tbe an:nual results of Lbcse surveys .., they pertain to Distribution .. 1-•~. 
Included In these docummlJ an: our lnstruction5 and procedures for the administnl.lion of these 

surveys. These documcolS arc proprietary rescareb coodueled 10lely for Florida Power Co~on 
and ase stamped in red as "Confldenllal". 

Enclosed, pi ue find a compleced and slp:d confidentiality form. 

OOCUHfNl t11l'1! rR ·DATE 

I 3 3 2 9 DEC 31 In 

FPSC ·~tC C ~)/REPORTING 



AUOIT IWIAGOI.::\!m::a::,__ _______ _ 

Tlf( II£QUfiTtD MCOIID Ill DOCUIIBT A TQt 

Ill Gr' HAl 8tDf tiiOVIII(I) TOGA T 

DATt: ___ _ 

121 0 CAiffOT IE PI!CMIIED IT ntr lllGU£11tD DATt lilT WlL IE MAlJ( AVAUIU IT---

131 ll2J' AIIO. MY OI'MOII. ntld .;:l"·,rz·if:: PI!OIUTART AIID COifiQ(JfTI,UIUIIOIINFOIIMATa At CIHID W 34.113 

•.oa. 011»1.111. u. TO ....., . COIRIJfTW. HAMilNI a1 THll .,. filiAl. M urun 111 cmo PO"* 11.1n: 
WITHJI t1 CloUt AfTfll TMf AUDIT WT ~ fU A MIIIOT fOil COIRD'TIAl CUAI'ICATD Willi Till DM11011 OF 

IIECOIIOI AMIIIIPOIITINO. W£11 TO IIUI£ ZI<Z1001. F.U. 

ICl 0 1M( l1tM WIU.IIIT IE PI!OVIID. ISU ATTA~D .III(MCIIAID'Ie 
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CONFIDENTIAL 
Comm~reiaJ e Indt.6fJiaJ C1.s17;1'Y1(Y Opinion 5Jrt1t 
· Fourth Quart"~ 1qqz_ 

ME'IlfOOOLQGY 

The· Commerda1 and IAdustrial O&aomer Opinloa SW'Y'C)' 1s baled OD ~ tdephone 

inrerviews with smallllld medium Clla'J)' users and lS2 in-penon interviews with latJe COCtJY 

USICt'l, &mOQI a cross-tcrim of h usfnesys 1n PPC's Jel'Vice carit.oty. 1be toCIJ number of 

1n:t.e:tvit.wl cumpletled 1n cac::h cftvisfca ls: 

REICHMAN·KARTEN-SWORO, INC. J 
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Small ud medial abed customCtJ include lbosc who we 100 • 350 kW per yar and 

llrp n•stoiDCft we S50 kW IDd cm:r per yar. M a JCIICI&I Nlc, wbcft companna the 

I'CSpOIUCS ot &be 1atp cull r»IIHn to rbc respoNCS of the smaWmcdJum c:wtomcn, a dlfTcrcnce 

of9.4 points Is CICICWdcred SUllsUc:aDy siplficanL 'lbc telephone surveys avc:n.ccd 19 ntinuc= 

1n Jencth; iD-pcriDft ialeMewitl& luted an averap of 43 minuc=. Telephone incerviewinl 

aa.n.cd Odober 9 ud edod November 3, 199l. la·pc:aon Wt:tvicwinJ bcpn October 5 and 

was compJ ef oa Nowmbcr 3, 1991. 

JWentia! lt:lfl •*"" far ~ iD-plnociiJJtVe'j were acnt a 1cuet from lUCS LJ.tiOWICin& 

lbc mxfy. fPC wu 'clendltcd u &he rpoasor. Quazlonnaircs for both celcpbone and penonal 

lncc:rviewl were dewlllll d by RJCS iD dole COQSUJwion wil.b l.be PPC project team. People 

fdeadfied as Ill orpnir::ldoa'a •wca11 dec:fdoa maJccr- were J.nt.ervicwcd for dW SW'VC)'. 

REJCHMAN·KARTEN·SWORD, INC. 
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~rch e,a.scd Sfm.t~ic, Morl<dt'~ Ano.tysi5 
1993 Commercial and Industrial Opinion Survey Reaulu 

CONFIDENTIAL 

Mothodglggy 

Interviewing for all five atudl .. wu conducted from October through December, 
1993. For r-torfda Power Corporadon !FPC), Interviewing began October 4 and ended 
November 12, 1883. A total of 486 FPC commercial and lnduatrial cuatomera were 
Interviewed. The FPC Iurvey wu an update of 1 alml~r atudy conduetad In 

November 1992. In the PI'IHnt survey, 127 large cuatomtrl were aurveyed through 
an In-person Interview, and 283 medium end 108 small cuatomera were lnterv•ewed 
during a 20-mlnutt telephone Interview. The sample wu provided by FPC, and the 

questionnaire waa Jointly updated by FPC end Relchman·Karten-Sword. Inc. IRKS). 

who conducted the aurwy. FPC wu ldtntJfled as the aponsor of the research. 

11 



1993 Commercial and Industrial Wants. Needs and Expectations Survey Resul~ 

Methodology 

Interviewing was conducted from October 25 through December 13, 1993. In total, 
496 commercial and Industrial customers were Interviewed: 141 Large customers 
were surveyed through an ln-panson Interview, and 263 Medium and 102 Small 
customers waralntarvlawed during a 20-mlnute talaphonelntervlew. The 'ample w as 
provided by FPC, end the qumlonnalre waa jointly developed by FPC and Aeichman
K.arten-Sword, Inc. (RKSI, who conducted the survey. FPC was Identified as the 
sponsor of the research. 

11 
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1) • ow would you assess the quality of the electric P•)Wer 
you receive from your electric company at this location -
- that ia, the lacJc of chronic voltaqe problems and bria~ 
outaqes of l .. s than 1 ainute -- are you very satisfied, 
somewhat satisfied, somewhat dissati~tied, or very 
dia8&tiafied? 

Very .. tiafied 
Somewhat sat. 
somewhat disaat . 
Very diasatisfied 
Not sure 

2) How aatiefied are you with the reliability of your 
electric power at thic location over the past year; that 
ia, the job your electric company does in keepJnq down 
the nuabar of outaqea laatinq lonqer than 5 min~tas -
are you vary satisfied, somewhat satisfied, somewhat 
di .. atiafied, or very dissatisfied? 

~ 
Very satisfied est 
Somewhat eat. 28 
Somewhat dbsat. IS 
Very di•satiafied 1 
Not •ure 1 

3) How would you rate the job your electric company does on 
keepinq the number of outaqes down -- excellent, pretty 
qood, not so qood, or poor? 

Excellent 
Pretty Codd 
Not So Qood 
Poor 
Hot •ur• 

~ 
39t 
47 
10 

3 
1 

I 



Thera are numerous quutiona in the l993 Ct.I CUstomer OpJ.n1on 
survey that provide val~able insiqhta besides those which directly 
relate to customer loyalty. · · 

l!ower Quality: 

Questions and results which relate to the issues of power quality 
and reliabilit y are: 

1 ) Co.mpared to a few years aqo, are the power quality problems 
occurrin; more often now, leas often no1o1 or about as often now 
as they did in the past? 

.tE.C 
More often now 9t 
Less often now 38 
About as oft en now 45 
Not •~e I 

2) Bow ~uch impact do these power quality problems have on your 
organization -- a aajor imp~ot. a minor impact, or no impact? 

Major impact 
Minor impact 
No impact 
It varies (Vol.) 
Not aura (vol.) 

3) (It "major" or "minor iJipact") Have you tried to contact your 
electric company for aauiatance with power quality probl8111S? 

Yes 
No 
Not sure 

ll 



4) And how effect~ve do you think your electric company is in 
tryinq to reduce or ainimize these power quality preble=- -
very effective, somewbat affective, not too at!ectiva, or not 
at all effective? 

Very effective 
Somewhat effective 
Not too effective 
Not at all effective 
Not sure (vel.) 

~ 
4Jt 
36 

~ 
8 

12 



Reliability: 

Responses to a couple questions on reliability are available that 
were not included in the CLI an~lysia: 

1) Durinq the past 12 montha , did your orqanization experience 
any electric service interruptions lasdnq lonqer than 5 
minutes, or not? 

~ 
Experienced §JS1~ Did not experience ~ 
No· .. ~ure (vol.) 3 

2) (It •experienced") How ettectiva would you say your electric 
coJ~~pany ia in tryinq to reduce and Jceep down t.':e numb&r ot 
power interruptions -- very effective, somewhat effective, not 
too affective, or not at all effective? 

Very affective 
Somewhat effective 
Not too effective 
Not at all effective 
N.,t aure(vol.) 

• 1 
2 

lJ 
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The l993 C'I Need•, wanes and Bxpect:ation11 survey, which was 
conducted among Florida Power customers only, provides u• with more 
guidance on the power quality and reliability factor. 

l'ower oualitya 

l) What impact doea (read item on liat) have on any of your 
equipment at thia location -- a great deal, aome, or none at 
all? 

lllpact ot »over Quality on l:quipmeut 

AO...o-1 s- ,...,..,.. ,... ... 
: .,.. s,.. .,.. .,... 
'~ - .,.. ..... - KO. ..... - .,.. ..... - KIW ,...v...,. G il ••• cr• us ,. . Utl 21tl n• ,. ... ... •• 

1..-V ..... • , n ,. %7 )0 D %7 t IJ 12 • 
~ .. _,...., ... . ., u • :lA u u 7 • I l l 0 

u .. ,._,.. --- ,. $4 7J D M u 10 ' • I I 0 .._..,._ ., u a 11 " .. " u 2 , 
' 0 

IIAM<p.-...... _....o(_ 
.......... '" -,_,__.,_, n JO ., D n n " ,. 1f II II • 

2) And bow would you asaeaa the quality of the electricity you 
receive -- is it pure and clean, is it satisfactory, or is it 
•ubjeot to inconsistencies, such aa blinJcinq , surqea, dips or 
fluctuations? 

~~·t•• IWS LID~• Pure and clean 40t 4U 2R 
Satisfactory 34 31 39 
Subject to 

inoonaistenciea 1t 21 :za 
It varies 1 2 :z 
Hot aura 6 5 5 

Coapet.t.eJ.ve lfarJretJng 



: 

3) (It "satisfactory" or "subject to inconaiatencie•" or "it 
varies" aak) c:o.nerally, who do you think 1a responsible tor 
power quality problems? ooas the problem lie in Florida 
Power's equipment, or does it lie in your equipment? 

a~ at 1m 1WI LIJ::stl 
Florida Power's equipment 66t 6U 1'751 
cuatomar's equipment .. 3 2 -
Both 18 17 20 
It varies l 3 1 
Not aura 9 9 2 

4) What ac:tions, it any, should Plorido Power consider to try to 
minimize the effect of these power quality problema? 
, ... :.se • large) 

continue to ruaarch 
SVItiJDilR. 1WI 

power failure causes lU llt 

Restrict major tie-ina, 
.witching construction to 
non-peak hours 14 15 

Run an energy evaluation 
on their equipment 11 13 

Inform cuatomera tirat 11 13 

Not sure ~ !! 

5) What types of costs does your company incur when power 
inconsistencies such as blinking, surqaa, dips or fluctuations 
occur? (Base • larqe) 

Equipment do~mtime 
Equipment damaqe 
Equipment start up 
Labor do~mtime 
Lost production 

systtm/La. 

~?' 
24 
14 
10 



6) Thinkinq about the last power inconaiatency at your business, 
have you bad a chance to compute the .. timated dollar cost to 
you? (Ba5e • larqe) 

Yea 
No 
Not aw:e 

Sytttm/Lq. 
15t 
74 
11 

1W1 
16t 
74 
10 

7) (It •y .. ") What vas the estimated dollar cost to you? 
(Base • larqe) 

Cost 
Not aura 

Sytttm / I.9, 
$6 , 800 

7t 

JWS 
f?,,400 

It 

8) (It • no" or •not sure") can you estimate the dollar cost to 
you? (Ba~a • larqe) 

Coat 
Not aura 

Syattm / Lq. 
U,lOO 

76t 

JWS 
$2,600 

76t 

9) It Florida Power could quarantee you electric service that is 
not subjeot to surqaa, dips end tluctuati\. .. S , and charqa you 
(read first itaa on list) -- would you be interested? (Ask 
until r .. pondant says "yas" or all cboicu are asked) 

syataa HIM Larqa 
xu xu .xu 

2!5t more tor it " llt liSt 
20t more tor it a 2 1 
Ut more tor it 3 3 1 
lOt more tor it t 10 12 
5t mora tor it 14 15 17 

Total 37t' 4lt .. ., 
No, not intaruted sot 4at 5U 
Not sure llt llt 2t 

l6 



• 
l 

101 And it Florida Power could otter ycu elec~ic aervice that 
would be aubject to surqea, dips and !luctuationa, and charqe 
you (read first item on liat) -- would you be interested? 
(AJIJc W'ltil r .. pondent aaya "yea" or all choices are aaked) 

~l'IS:IID lWl LID& I 
" l eas tor it 14t 1St l6t 

lOt less tor it 4 3 3 
15\ 1ess tor it 1 2 :z 
20t 1e•• tor it 6 1 8 
25t lua for it 6 6 1 

Total lU llt 36t 

No, not interested !57t !SSt 6Jt 
:: ... t sure l2t l2t u 

11) Florida Power d~inea power reliability as electric power that 
i• tree of outaqes, and power quality as electric power that 
is tree of surqes, dips and fluctuations. In t~ ot the 
impact on your operations, is there any di!!erence to you 
betwean power reliability and power quality? 

Yes 
No 
Not sure 

Sy•1;•m 
32t 
:Z!I 
3!1 

IWS 
J!St 
29 
36 

J1 



Reli&l)ilitya 

1) I'd like to diacusa lengthy outages. ~y outaqe, I mean the 
power to your facility i " completely ott tor at least 5 
lllinutes. During the past 12 months, did your company 
experience any lenqthy outages of 5 minutes or mora? 

Experienced 
Did not experience 
Not sure 

systam 
Ut 
30 

5 

IWf 
68t 
27 

5 

Largo 
7U 
22 

6 

2) (It •'-.xperienced" ) Approxiutely how ~~~&ny lengthy outages did 
your company experience over the past 12 months that had an 
impact on your bu.ineaa? 

Sytttm 
Mean no. of outaqes 4.5 
Not eure Jt 

.IWS 
4 . 7 
Jt 

Lorso 
r.~ 

3t 

3) over the past year , do you recall how lilany minutes your 
longest outage lasted? Please do not include the time it took 
tor your business to recover from the outaqa. (Base • Large) 

Mean Length 
ot outage 
Not aura 

syotem/Lq. BlH 

3hrs 48m.J.n 
1.3t 

4brs 6min 
12t 

4) When that particula.r outage was over, how lonq did it taka tor 
your business to recover? (Base • Large) 

Mean IAnqth 
of recovery 
Not aure 

Syttam/Lq. B1H 

9hr 32min 
19t 

Shr amin 
1st 

5) Considerin9 all the outaqea that you've experienced over the 
past year, is this a reasonable number of outages i n a 12-
month period, or not? 

Reaeonable 
Not reasonable 
Not sure 

Syatwm 
72t 
25 

3 

U1.H 
69t 
28 
3 

ll 



6) (I! "not reasonable" or "not sura") In yow· opinion, what is 
a reasonable number ot outaqaa la•tinq 5 minutes or mora !or 
a utility to have in a 12-month period? (Base • Larqa) 

Mean reasonable 
number ot outages 
It depends 
Not aura 

Systtm/Lq. U1H 

1.1 

" .!St 

7) In your opinion, are these outaqes qanarally cJaus•d by weather 
conditions, Plorida Power, your own operations, or are they 
caused by something alae? (Multiple responses permitted) 

~lltiiD IWS LIZ::SZI 
Weather 62t 60t 52t 
Florida Power 16 18 32 
Own operations 1 1 2 
Something' alae 19 21 28 
It depends 5 5 • Not aura • 3 2 

8) On a "O" to "10" scale with 1110" maaninq vary sensitive and 
"O" meaninq not sensitive at all, I'd like you to rate how 
sensitive your business operations and equipment are to power 
interruptions. You can u•e any number trom " O" to "10". How 
sensitive are your business operations and equipment to power 
interruptions on a zero to tan scala? (Base • La):9a ) 

Mean sen•itivity 
Hot aura 

Syttam/Lg. 
8.95 

ot 

B.UJ 
8.91 

ot 

9) (It "6 or hiqher") What equipment ia most a!tocted by power 
interruptions? (Base • larqa) 

Computers 
Equipment/ Machinery 
Air conditioning 
Phone system 
Liqhtinq 
Kitchen 

autam/Lg. 
~ 
47 
26 
1!5 
12 

9 

1iiH 
!54t 
4.8 
26 
15 
12 
10 

20 



10) Row satistiad are you 
power quickly attar 
somewhat satistied, 
dissatisfied? 

Very satistied 
somewhat satistiad 
Somewhat dissat . 
Very dissatisfied 
Not sura 

wi th Florida Power's attorts to raatora 
a lanqtby outaqa -- very satistiad, 

somewhat dissatistiad, or very 

a:.!• tam tWf Ll:tSZI 
sn 60t 52.! 
33 32 37 

4 5 7 
2 2 2 
2 1 2 

11) And how satisfied are you with your ability to reach Florida 
Power durir.; power interruptions -- vary satiatied, aomewhat 
satiatiad, somewhat dissatistiad, or vary dissatistiad? 

Vary satisfied 
somewhat satisfied 
Somewhat disaatisfiad 
Vary dissatisfied 
Not sure 

system 
44t 
30 
11 
11 

4 

lW:l 
47t 
28 
10 
11 

4 

LArge 
43\ 
25 
11 
18 

3 

12) And how satiatiad are you with the information Florida Power 
provides durinq interruptions aa to when power will be 
restored -- vary aatiatiad, somewhat satiatiac1, aomawhllt 
dissatistiad, or very dissatisfi ed? 

Very satisfied 
Somewhat satistied 
Somewhat dissatistiad 
Very dissatistiad 
Not sura 

Syltam 
37t 
34 
11 
11 

8 

IW1 
Jet 
32 
13 
10 

7 

Large 
28t 
38-
14 
17 

4 

13) What should Florida Power be doinq dittarently durinq power 
restoration atforts? (Base • la.rqa) 

Better communications/ 
intorm customers 

Nothinq, 
they're doinq a tina job 

Have mora phone 
linu available 

Special phone number to 
qet mora into./24hr. 
emarqancy covaraqa 

Competitive Narkecing 

Syatem / Lq, 

42t 

29 

14 

g 

IW1 

4Jt 

29 

12 

9 

21 



14) What typaa ot coats does your company incur durinq an outaqa 
ot five minutes or mora? (Base • larqa) 

Labor downtime 
I.oat production 
Loat protita/ravanues 
Equipment downtime 
Equipment startup 
Unhappy cliantatcuatomars 
Equipment damaqa 

syaun/Ls. 
38t' 
3l 
25 
20 
19 
18 
17 

H1H 
39t 
ll-
24 
20 
19 
19 
16 

15) Thinking about the last outaqa at your business that lasted 5 
minutaa or mora, have you had a chance to compute the 
astimatad dollar cost to you? (Base • Larqa) 

Yas 
No 
Not aura 

sy!ll:omtLg. 
2st 
6!5 
10 

1WS 
26t 
65 

9 

16) (It "yea") What waa the estimated dollar coat to you? 
(Base • large) 

Coat 
Not aura 

Sytttm/Ls, 
$7,200 

1st 

H1H 
$6,200 

17t 

17) (It "no" ) can you aatimata the dollar cost to you? 
(Baaa • Larqa) 

Coat 
Not aura 

SyattQ/ Lq. 
$10,000 

"' 
lW1 
$10,300 

56t 

18) (I! "axpariancad outaqaa" and "power is aubject to 
inconaiatanci .. " ) You bava aantionad that your electric power 
has experienced lanqthy outaqaa, as wall as ~aan subject to 
surq.,, dips and tluctuationa. Do the outaqea have mora ot an 
impact on your operations, or do the aurqaa, dips and 
fluctuations have mora impact? 

outaqea 
Surqaa, dips ' 

fluctuations 
Both 
Neither 

Sytttm 
47t 

24 
24 

1 

1Wf 
sot 

23 
20 

5 

24 
19 

J 



19) Why do you .. y that? (Baa• • larqa) 

:i:tiSilmlLSJ. HlH 
Outaqea 
Sbuta down businasa l7t 20, 
T&kea a lon9 time 

to recover 7 8 
Happen• frequently 7 9 

sura•• 
Equipment damaqe n n 

AQtb 
Loat production ,, .. 
Not a•u-a 445\ 43\ 

20) Should Florida Power and their rapraaantativaa be responsible 
tor the electricity that runa th.rouqb your t'acilitiaa, op 
abould their raaponaibility atop at the meter? 

Raaponaibla 
Not raaponaible 
Not aura 

Sy•S;•m 
37t 
51 
12 

HlH 
3U 
so 
ll 

Lftqt 
JU 
58 

4 

:ZJ 
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Jndu.s-tr/aJ ~u.storner So.:nsf'o..c:hon 
~ea.r- l:nd1 1qq3 

CONFIDENTIAL 

Muhodolot:r. Tho LarJc Industrial survey is based on 101 telephone interviews 

alnducted nationwide. R.KS contracted with Equl!ax National Decision Systems 10 provide the 

nationwide sample of local pl111ts owned by t.ar&e Industrial busineues. 

The sampllnJ enor for the loW Lar&e IndllltriaJ sample is .±10 percentlJC points at 50" 

responJe at 95" confidence. level. To compare differences between the Lar&e Industrial and 

R.KS' national C&.I te$Uill, a dilrcrence of 10 percentqe points is considered stadstically 

si,nlflcan l. 
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-4- QBQ 1 2Q1) 

5. CASK 0/IJIYOMCl I vUl ruel a lbt ot attrlbutu ot tho aervico provieloel b) onorvy auppliora. ror each one ploaao tell •• hov iaportant it ia Vhon %All •••••• th.e q\la11cy ot ••rv1c:e )'O-ut' lpsel •l•ss:rts se•n•ny prov1d••· !"he tlr•t one h (JUAD nan It'DI OM LIST) -- b tJ\h vary t.portant, oo-vhat 1aportant , ooaovhae uniaportant Ol' vary uniaportant vhan you uoooa tho qvaUty ot aarvice your lgsel tlestrls FP'A'"V prqytdea7 CRCCORO 8CLOW •• COHTlHU£) 
V.ry 

fepgn;,tnt 

1. Kaopinq tha nua».r of 
outa;aa ~~~ •• • •••• 

~. Quick reatoration ot 
aervico after 
outa9 .. occ~ •••••• 

) • Proviltlnt t!-ly 
J.ntoraetlon aboUt 
outavo r .. tol'atlon . 

4. Keopin; ratoo aa lov 
•• poaaibla ••••• •• • 

5. leinv vonulnoly 
concerned aN\It 
cuat-r n..U 
an~ probla ... .. . .. . 

a. Reapo"~ -nv quleskly 
to r,uoato ••••• • •• 

7 • Kaklnt t oaay tor 
C\lat....-a to 4o 
buainua vJ.th tJ\oa. 

InCl . 
C/1 

zncs . 
C/1 

InCl . 
C/1 

InCl • 
C/I 

InCl. 
C/t 

InCl. 
C/f, 

Ind. 
C/I 

•· loin9 daponelablo -
do vhat they 
proaiao Oh tiae, 
aa achaeluled ••••••• 

InCl. 
C/I 

• •• ., .. 
11 

70 
n .. 
15 

1J 
70 

75 
71 

47 
n 

n 
u 

f • ProvJ.d1119 GlCi&r and I lid. 14 
ac~ata billa ••••• C/I 10 

10. ProvlCIJ.nv intoraetJ.on InCl. lS 
on anarvy ottJ.ciOAC)'.C/1 55 

u . 

u. 

1l. 

14. 

15. 

u. 

17. 

ottoriftt Lnoontiv.. to 
cuat.c~ •tor .l.ncru•- InCl. 21 
J.nv ~n&r9Y ottioionoy. C/I 53 loin; proactive in 

ont1o1pat1nt aua- Ind . 44 
co.or no ...... . . . ... C/I IJ Takinq an activo role 

in tho coaaun1t1•• in InCl. l5 
which they operata ••• C/I 50 

aoinv a oourco ot 
J.ntol"ation about InCl. 47 •nervy uao. ...... C/I HA 

lain9 onviron.antally 
roapon&iblo ••••••••• Ind. 17 

C/I 71 Roapondinv knovloelvaably 
and c:oa.potontly to I lid. 75 
1nqu1r1aa ••••••••••• C/l 71 

Takinq innovative &bel 
creative approad\oo 
to provielin9 thaJ.r InCl. 41 
aorvica •.•• • • •• •••• , C/1 HA 

._. • M\. II._. 

foaevhat 
Jepqrtent 

lOt 
u 
12 • 
~-%1 

14 
u 

17 
2t 

Jl 
20 

51 
)l 

11 
17 

21 
17 

5~ 
)t 

54 
l7 

54 
l2 

47 
l7 

45 

"" 
21 
26 

2l 
2l 

45 
HA 

loaovl\at 
UniapprJtnt, 

-· • 

• 
% 
1 

1 

• 1 

1 

l 

• 
4 
1 

• 5 

4 
• 
) 

10 ., 
5 

"" • 
l 

l 

) 

IIA 

Vary 
Uniepqr;eat 

_, 
• 

• 

1 

1 

• 

• 

• 

• 

1 

~ 
1 

l 
) 

a 

• 
4 

2 
HA 

l 

• 

IIA 

Hot 
Sure 

cygt 1 

_, 
1 

1 

% 
2 

1 

2 
• 
2 
1 

~ 
1 

• 

• 
1 

2 
• 

2 
~ 

~ 
1 

1 
IIA 

1 

4 
IIA 



_,_ 
CABQ 1 

h . ' IIOW 1 would Ux• tc ult you abOut •tsscr:;;v:rr r:::ttf!· riret, bow vould you aa•••• the quality pc tb• !t•strlq power ~ eo thee you~ co•pany racaivaa froa tna 1o1a1 al~r c ooapanr -- at ia tba laOX of Ohronio volceva probh .. and brief oucav•• ot 1••• than 1 ainuta - are you vary aatiatlecl , aoaavbat aatiafiecl , ao .. vhat dlaaatiatled , or very dlaaatlaflad? 
Lrq tad lpl SIX 

Vary .. tiatlad •••• •• ••••• .• loaalllult .. thtlecl •••.••.•• loaavhat dlaaatiatiad ••••• Very dia .. tiatiad •••••••..• Hot alll'a (Vol.) •• • ••••••••• 

. ,. 
4) 

' l 

.., . 
u 

4 
2 
1 

tb. And ~tban you conaidar aU or tha procaaaaa in your c:oapany that rely on alac:tric: anarvr, bOll critiCAl 1a havinv electric power that navar aurvaa, dip• or tluctuatu - 1• it all8o1utaly c:ri1:1c:.l , teirly cril:ical, iaportent but not cril:ical or daairabla? 
t,cq tp4 , •• C I I 

A~~&olu~:alr criti cal •• •••••• •• Fairly c:r t1"1 ••• ••• ••••••• . l.,orl:ant, but no1: cri1:1cal •• Deall'abla • •••••• •• •••• , •••••• M&kaa no ditfar,noa (Vol.) •• • Hot ~\ate (Vol . ) ............ .. 

..,. ., 
I 
1 

6c. In thinlting about the reliability of alaotric power tha paat year are you vary .. ~:iafiad , aoaavhal: diaaal:iafiad, or very 4iuatiafiad7 

, .. 
u 
u 
I 

at l:bia location over aa1:1at1ed , aoaawhat 
Lrp lpd Sal G/X 

Vary aatiafiad • •• •••••• , ••• l~t aat1af1ad •••• •• •• • ·-hat di ... l:iafJad • • •••• Very -iaaatiat1e4 • • ••••.••• Hot aura (Vol.) •••••••••••• 

... 
l2 

) 

1 
• 

6d. Hov atC.cUva do you thJ.nlc yolll' elactr.io coapany ie in tryinq tc recluca and ltaap dovn l:ba m&aller of paver intU'l'Uptf.ol'l - vary atfaQtiva, aoaavhat atfacl:iva, aoa~Jhat 1naftact1va, or vary 1naftaotiva7 

t.rq tgd 

Vary attactiva .. . ..... . ' '' IOae'llhat attactiva. .... 41 aoa.vhat inaffaotiva. . . 4 Very inaftactiva..... . . 1 1101: aura (Vol.) •• , • • • • • 1 

h. llhal: ia the approdaata coet to your o.oapany of a pn• hqur ouceqa7 
Lrp lad ..... ,, 

Hot aura (Vol.) ••••.•••• z1• 

01 cti 
us,oa• 



C:ABQ 1/2 lRU 
lt. In your opinion, which condition haa • .ora aavara navativa iapact on your coapany - bdat, aoaant.try bUpa in volt.tva, or an out.tv• that laaU 110ra than 5 alnutaa or do bOth condition• hava an equally aavera nevativa iapact7 

Lrs tnd 3el C/1 
aria! aoaantary power intarruptiona •••••.• ,, •• 11• 0Uta9e laatin9 aora than S ainutaa •••••. • ••• 44 ' ' Doth condition. have equally aavara nevativa apaeu.......................... 41 44 Nona (Vol. I................ . . . . . . . . . . . . . . . . . 4 Not aura (Vol.).. ........................... a 

7a. On another aubjaet, have you avar partici pated in your alactric co10pany•a anervy etUoiancy provraaa that help you aanava and control your uaa ot ener;y. or not? 

Lrq Xnd ~~ 
Participated ••••••••••••• Hot participated ••••••••• Not aura (Vol.) ......... . 

•o• ll 

' 
:Z:rt 
?4 

4 

7b. (Ir •PARTlCIPATtD• Ill 7&-- ALL. OTK£Ra SKlP TO Ia) And hov aatiafied vaa your coapany vitll tlla intoraation or aaaLatance you received troa your •l•~tric coapany - vary Ntiatiad, aoaavnat Ntht.\ad, aoaevhet dbaetiaUed or very di .. atbUad? 

Lm tad §at S I X 

I.LIAI Vary aatiaf!ad • •• • •••••••••• lo.evhat Ntiatied •••••••.• IOtiWIIat diaaatia Uad ..••••• Vary diaaatiafiad ••••••••••• Not wr• (Vol. I . ........... . 

c•o•> ,,. 
n 
' 
I 

(2H) 
70. 
Zl 

4 
1 
2 

Ia. (.\.InC EVEJlYOIIE) When you aak your elaotric coapany to coaa to your preah .. to provide aoae kind of aervica, clo t.hay uaually provide t.ha aervica taatar than proaiaad , alovar Ulan pr0t1iaad or at about t.he ti .. they proaiaed7 
Lrg lad 3el S:/1 

raatar tb&n proaiaed • ••••• llovar Ulan proaiaad •••••• At Uaout the t!Aa t.hay pr'Otliaad ••• •• ••••••••• •• It varia• (Vol.) •••••••.•• Navar aaked tor on•aita aarvica (Vol. I .. . ...... . Not au" (Vol. I ....... ... . 

llt 
l 

1 
1 

, 
l 

lb. And, vllen your alactric co.pany provide• aarvioa to you, do t.hay uaually •••t your axpactationa, uaually axcaad your axpactationa, or uauall)' fall ahort7 
Lrp Ind Sal h/I 

Uaually ... t axpectationa .•••• Uaually axcaed axpeotationa ••. Uaually tall ahort •••.•••••••• It variaa (Vol.) ............ .. Not allr& (Vol.) • , • • •••••..••• 

. .. 
!I 
2 
1 
4 

••. Over t.ha peat yur, hava you had any diraot contact vith your electric 
coapany7 

Lrs tad sal Cl% 
Have bad contact •••• • •••••.• 11' 4l' Hava not 11&4 contact ••••••• 11 !IS llot aura (Yd.) :~........... 1 a 



_,_ 
SAftP 2 2Ql! 

12a . Nov, aa a way ot •~ri&inv your opini ona aboUt your alactr\c coapany, 
p l aaea rate tha 1c- you think your electric eoapany dcee on varioue ••pe~• ot 
••rvica . Tbe clrec. one ia (111....0 riiUT fTDI OH LIST) - doaa your e1"c.r1c 
coapany do an ••eall.nc., pretty voocS, not ao 9ood or poor job? (IUCXllltD IELOW -
CONTI HUE) 

HOt 
Prac.ty Hoc. ao lura 

Dstlltns; gppd Gog4 .tAsl.t I Ygl. I 

1. Kaapinv the nuabar ot Ind. 20\ '" " 1\ 
_, 

~. 
outa;aa cSovn ••.•• •• 

Ouicx raatorat!on ot 
c1r ,. 5S 4 1 2 

aarvica attar Ind . 40 " 4 1 
outa, .. occur •• • ••• C/1 40 '' ' 1 l 

3. Prov1d1nv t1 ... 1y 
intoraatlon abOut Ind . 23 " 12 3 ) 

outa;a rut.oration. C/I 21 56 ' ) ' 
4 . Kaepin; ra t ·• ae lov Ind 14 54 17 " t 

s. 
•• poaaibla •• • •••• • 

lain; ;enuinaly 
concerned abou c. 

C/ I 11 " 17 ' ' 
c:uatoaar naada Ind. u " 11 2 
and probla ...... . . . C/I 2t 61 ' 1 ) 

'· Raapond.in; quickly tnd. 21 64 • to raquaata •••••••• C/I " 60 l • 4 

7. Kakinv it aaay t or 
cuato-ra to do Ind. 30 60 • 2 
bua1naea vith tllu. C/I 21 Ol 2 1 ) 

•• ldnv dapanda.ll1a -
do what they 
proalaa on tiae, Ind. )0 n ' 2 
aa acbeduled •• • •••• C/'1. 23 .. 4 1 11 

t. Providitv c l -.z and Ind. ;u Cl2 4 11 
acc:ura ta billa •• ••• C/I n fO ' 1 3 

10. ProvicSlnv .inCoraat!on Ind . 17 .. u 2 
on •n•rvY .CCiciancy.C/I u n 7 1 4 

12 . Otterin; tncantivu to 
oCNatOIIal'a t or incraaa- Ind . 1t 5t 10 • 4 
inv anar9Y atticiancy. C/I 23 " 11 l 10 

12. lain; proactive in 
anticipatin<J Ind. u 60 17 2 2 
cuatoaar naada • •••••• C/I 24 " 6 2 5 

13. Takinv an actin role 
in tha coaaunitlaa in Ind. 23 52 4 21 
vblcb they oparata •. C/1 23 !It s 2 11 

14. lain; a aour ca ot intor-
-tlon about ener;y Ind. :u 60 ' 1 • uae . • •• • • • ••• • • • • • • • C/1 Ho\ Ho\ HA Ho\ HA 

u. lain; envir-ntally •• Ind . 27 Sl u 
reapon•lbla .••••.•••• C/T )1 5t l 1 ' 

u. Raapondin; ~~ovlad; .. bly 
and coapatantly t.o Ind. 40 54 6 
1nqu1r1••············ C/l )1 " ' 1 ' 17. Ta}tin; lnnovativa and 
craativa approach .. 
to provldinv tbalr Ind. u " 12 • aarvlca •••.••••• • • • ••• 0/1 "" "" Ho\ "" IIA 

HA • not aakad 



c;aap 2 

: • llt . In your opinion, what !•pact will co•petltJ.on a nd da~equlatlon ot electric utilltlea h ave on (READ rt~ ITEK OW Litr) -- under o~•petit\on a nd dere;ul•tlon do you e::pact thia will thia i•prova , atay the .... or 9•\. voraa l 

Lrp tnd 
lfot 

ltay The Gat lure 
lsprgye , ... KAaa ryp1 . 1 

1. Raaponaivan••• ot electric utilitl••··· 
l. Ralia bilitr ot alac~ic power ••..•••••• 
3 • Powe.r q\la.l t.y .......... ........ • • .. • .. • • • • .. • • • • 
• · Prica oC alac~icity ••••••••••••••••••• 
5. <:ua toaar aervica ........ . ... . ......... . 
6. Utiliti .. • w11l inqnaae co 

loclc tha .. alv.. into lonv-
tar. c .... it:aenta •••••••••.•••••••••••. 

... 
" l4 
f2 
47 

20 • 22. .. ,. 17 10 

" 20 • ll 11 7 
n 20 u 

U9 . And hov lonq do !'0\1 thiAlc it will taka betora you atart to ••• ctu.nv•• l ike th .. • r .. ultin<J tro. co.patltlon and daraqulatlon oC e1ac~ic ut1litiaal 

LrQ t - Averava 

l~h. In • co•patltiva enarvy anvlron.ent, do yo\1 thinll 1t 1• aurtar to try to ahop aroWICI t or the beat price or h it ... rtar to try to cvt a daal vitb the local aupplier ot electricity? 

Lra xad 
barter t o U'y to ahop 

aro\lnd Cor belt price....... lOt 
a:aartar to try to CNt 

• deal with the local 
avpp11ar ot electricity..... II 

8oth (Vol .).............. . .... 4 
lfelt.hlr (Vol.) ...... .......... 1 
Other (IPICtrY) 

Woe auz·e (Vol.) • • .. • • • • • • • .. • • • • 1 

Ui. And vlly do you A Y t.hlt7 (PJIDI& roa I'PICI7tC:S) Any other ra .. on7 

Lrq Xnd 

Jbqp Arpund Ppr fttet prf'' · 
latter coat/ price AV nqa.......... . ... . ....... lO' 
I•provad cuatoaer • ervioe... . ........ . ......... t 

hUt A Qtal 
They are lmovn to -/they have a proven ~allll 

rec::ord/h.i8tory .. . ........... . .. . ...... .... , • • • . • 24 
They are cloae by/near ua........ .............. 11 latter aarvioa.. .. . . . • • • • • • • • • • • • • • • • • • • • • . • . . . 17 
latter co•t/prica •avinqa..... . • • • • • • • • • • • • • . . • 14 
Thera ia no COJIP8tit1on aroWICI.. .... ..... ... • • • S 

Uj. In your opinion, ara alaotrlc utUitha vanaraUy reedy to co-.eta in the e•arvin; c~titiva anviron .. nt or are thay not r .. dy to co•pata7 

Lrp Ind 

Cane rally ready to c~ta . . • • • • . • an 
canaraUy not r..,dy to ~pete. • • • 54 
Xt veri.. (Vo1. ) • . • • • • • • • • • . . . • • • • t 
Hot •ur• (Vol.) • • • . • • • • • • • • . . • • • • . 11 
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t=a/11996 Florida Power Corporation 
Residential Customer Assessment CONFIDENTIAL 

METHODOLOGY 

In total, 620 Florida Power resldenUal c:vstomers were Interviewed by telepho'le N:wember 

1996. The sample for the turvey was randomly generated by Survey Sampling, Inc. for Flonda 

Power's service territory as designated by zip codes. In order to analyze four regions 

separately, an adequate number of Interviews were conducted In each: 176 Interviews were 

conducted In SL Petersburg; 189 In Orlando; 120 In Ocala; and 118 In the rural area. The llnal 

sample was weighted by region to ratlect It's actual proportion In Florida Power's customer 

baa e. 

Raspondent qu11med for partidpatlon by being a household head over the age of 18 years 

who receives a Florida Power electric bill. The average Interview was 15 minutes In length. 



R.KS R.ESEARCH A CONSW.llNO CAJU) I 

CAS4a. Now, how .Ufied are you with lho reliability of e!ecuic power aupp!ied by FLORIDA POWER •• that is, 

ltcC'pilla down the cum bet and ciufttlon of power OUIIJU lui ilia S mi.!lwea or lonpr - arc you very utiJI1ed. somewhat 

wiJfied. somewbal dlsawfied or wry cii.Jsads!led? 

Veryatilfied 

F1'C '96 
2i 
61 

Somewtw awfied 
Somtwhlr cl.!asaW[Ied 
v!!)' dluattilltcl 
Not JWW (Vol.) 

27 
7 

l 
2 

4b. AAd now, bow satisfied are you wl1b FLORIDA POWER's abWty 10 k«p down lht number of mgmtnllrv power 

ia~m~~plioM- ones that last Cor 10 ~or leu -ate )OU vuy sadafied, somewhat ut!sfied, somewhat diuatbl1ed or 

very dlualidltd? 

Soalewtlal satiaded 
SOmtwbat dliiiilllled 
v «'' dl.ua.datled 
ROC 111tc (Vol.) 

F1'C '96 
'1 ,.. 
29 
7 
7 
3 

4c. 14 (R..EAD FIRST ITEM ON LIST)- does FLORlDA POWER do an uc:e!lau, preuy aoocS, not so JOOd or pocr ;ob~ 

(R.ECORD BELOW- CONTJNUE FOR EACH ITEM ON UST- REPEA TlNO All ANSWER CA TEOORIIS EACH 

TIME) 

4c.l . Restorilla eleetrfc: power qulck1y after &D iatenvptioc 

EJtc:clleat 

Not sof!Od 
Poor 
Not SUtc(Vol.) 

EJtc:cUmt 

FPC '96 
h 
42 
47 
s 
2 
4 

FPC '96 
h 
42 

" 4 

I 
2 

CIU(S R.....-cl~A c-lua,. All nahu _..., 19H.-rw~ .. of 1111 JM (R.ev\Hd 112119'7) 
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CONFIDENTIAL 
B. METHODOLOGY 

A total of 500 telephone Interviews were conducted with a random-digit-dial (ROD) sample of 
residential customers, stratified by Division. One hundred ( 1 00) Interviews are conducted In each 
of the four urtan Dlvlllona lnd 100 lntervltwt are allocated acrou the three remaining Divisions 
(Central. Northam, and Ridge). Tht tolalaample Is then weighted 10 reflect the actual dlstrlbullon 
of residential customers across lhe enll,.. service area. 

Interviewing was conducted from the Mlrl<ll Str31egies. Inc. (MSI) Research Operations Center 
in Uvonla, ~~~ •Jgan. Flm Quarter Interviewing wu conducted from F11bru81)' 8·10, 11l92. 

The approximate sampllng error tor the total sample and for the Divisional subgroups u well as 
requirements tor atallatlcaJiy·slgnlllcant differences either among current survey results or over 
time are shown In the following table. 

Statlatlcal Slgnlncance @ 95% Confidence Level 

Sampling error (t) for: 
Total sample (n~O) 
Division subgroups (n•tOO) 

Percen •oe-polnt CSitftrtna. rtqulred: 

-----------------
Sampling Error 

Tolerance 

6 points 
14 po •. , ts 

Comparisons between n.SOO samples ( total sample) 
Comparisons between n-100 aamplts (Divisions) 

______________________ _. 

2 
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B . Methodology CONFIDENTIAL 
A total of 550 telephone Interviews were conducted wfth a random-Giglt-<flal (ROO) sample of 
residential customers, stratified by Division. One hundred (100) lntervlewa were conducted In 
each of the four Ulban Olvlslons. To pr~vlde for an examination of e&ch of the three remaining 
Divisions (Central, Northam and Rld;e), the research tieslgn was modified In the current survey 
to lncludlf 50 lntatvtews In each of the three OMslons (whereas previous surveys have anoca!ed 
1 00 Interviews agog these combined Olvlslona). The total sample Is then weighted lO reflect 
the actual distribution of ruldentlal c:uatomers aaoss the entire service areL 

Interviewing was conducted from the Mat1<at Strategies, Inc. (MSI) Research OperaUons Centet 
In Livonia. Michigan. Third Quarter Interviewing was conducted from August 13·19, 1992. 

The approximate sampllng errot for the tolal sample and tot the Divisional subgroups as wen as 
requirements for ::!=.:lst1cally·algnlbnt differences either among current survey results or over 
lima are shown In the following table. 

Sampling Error 
Statistical Slgnlncance 0 95% Confidence Level Tolerance 

Sampling ettor (t) for: 
Total sample (n-550) ~,.. 

DiviSion subgroups (n..SO) •14% 
Olvlalon alJbgtoup& (n•100) ~10% 
Division aubgrOUP (n.-1 SO) .:,8% 

Parcentag• 1olnt differences reqtll~: 
Co~arisons betwwt n..soo eamplea (:ot!ll sample) 6 points 
Comparisons between n-100 samples (Divisions) 14 points 
Comparlsona between n-100 and n-160 samples (Divisions) 13 points 
Comparisons between n-100 and n-60 samples (Divisions) 17 points 

2 
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CONFIOENTI~L 
a. Methodology 

A total of 1400 telephone lntervtaws were conducted with a random sampling of realdentlal 
customers, stratified by Olvtslon. Two hundred (200) lntervfewt were conducted In each of !he 
seven Divisions, reflecting an Increase In the numbe. of Interviews among Centrar, Northam, and 
Ridge customers to enhance the analyals of lhese Divisions. The totaJ sample Is weighted to 
reflect the actual dlstnbution of residential customers across the entire service area. 

Interviewing was conducmd from the Marlcat StrategiH, Inc. (MSl) Research Operatlons Centers 
in Portland, Oregon and South Bend, Indiana trnm August 28-5eptember 16, 1993. 

The approximate sampling error tor the total sample and tor the Divisional subgroups. as well as 
requirements lor mtlstlcally-slgnltTcant differences either among current survey ~o_tbgroups or to 
1992 results art" _'lown In the tollowlng tabla. 

Sampling error (t) for: 
~ 

Total sample (n•1400) ,:3% 
Division subgroups (n-200) ,t7% 

Percentage-point difference required for atatlatlcel slgnlllcance 
@ 95% confidence ravel for: 
Comparisons between 1992 and 1993 total samples 6 points 
{n-550 vs n•1400) 
Comparisons between sUbgroup samples 12 points 
(n•tOO vs n-200) 
Comparts01 s between subgroup samples 10 points 
(n-200 vs rlto200) ·-

2 
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CONFIDENTIAL 
B. Methodology 

A total of 600 telephone interviews were conducted with a random sampling of realdentlal 
wstomers. stratified by region. Two hundred (200) Interviews were conducted In each of the 
three regions. with the total sample reaulta being weigh~ to reflect the ectual distribution of 

residential C.Jstomera acron the entire 11Nfce area. 

Interviewing waa conducted from the Martcet Strategies. Inc. (MSI) Research Operations Centers 
between August 10 and August 21 . 1i9<4. 

The approximate umpllng eiTOr for the \Otal umple and for the regional subgro ... jjs. aa well aa 
requirements for atatlltlcally llgnificant dJf'ferencaa either among wmtnt survey subgroups or to 
the 1993 total sample results are 1hown In the following tabr.. 

Sampling error(!) for: 

Total sample (N&600) !4'111 

Regional 1ubgroups (N•200) !:7 % 

Percentage-point dlffll"'nce Nqulred for at:lltfatJcal significance 
~ 95% confidence level for: 

Comparisons between 1SI93 and 1i94 total samples 
(N.,1400 VI N•600) 5 points 

Comparisons between any two regional subgroups 
(N "' 200 VI N • 200) 10 points 

2 
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rn~.'clr"lC"': ·' CONFIDENTIAL 
B. Objectives And Met"1odology 

Since ils Inception in 1987, the Florida Power Corporation (Florida Power) Customer 
Opinion Survey (COS) has bean providing the company with regular measures of 
residential customer opinions, beliefs. attitudes, and evaluations of their relallonship 
with Florida Power. Historically, the slrategicaJiy-focused COS was conducted on a 
quarterly basis from 1987 to 1991. In 1992, the frequency uf the COS was changed to 
a semi-annual survey with the addition of the operationally-focused Flonda Power 
Service Action Survey (SAS). In 1993, the frequency of the SAS was ln.;:9ased to a 
quarterly measurement to provide more regular feedback on operational Issues 
pertaining to direct customer contacts. Because only minor variations were observed in 
the COS results throughout 1991 and 1992 (other than those that could be attributed to 
seasonal differences), the decision was rr.acfe to conduct the COS on an annual basis. 
The August measurement was chosen as the appropriate period lor the annual 
measure of customer opinions of Florida Power. This report pr&sents the llndlngs from 
the August, 1995 COS. 

Information collected from the COS is used by Florida Power to establish strategic 
goals concemln<.. the overall •position• of the company in customers' minds. and to 
develop operauonal objectrves wlltl regard t·o enhancirg Florida Power's relat1onsh1p 
with customers. Additionally, the survey provides tactical marketing information which 
Is used by service, marketing and communications program managers to design. 
irr.plement, and evaluate their activities. Th.e survey further offers an opportumty to 
aodress specific issues such as customer loyalty to Florida Power and tne likelihood ol 
their choosing altemative electric ufililies given different rate structures. Some or these 
specific issues are addressed in separate topical mini-reports. 

A total of 600 telephone Interviews were conducted with a random sampling of 
residential customers, stratified by region. Two hundred (200) interviews wert. 
conducted In each of the three regions, with the total sample results bemg weighted to 
reflect the ac :uaJ distribution of residential customers across the entire service area. 

lnter1lewing was conducted from the Market Strategies. Inc. (MSI) Res"'arch 
Operations Centers between August 10 and August 21. 1995. 

The a~proximate sampling error tor the total sample and lor the regional subgroups. as 
well as requirements tor statistically significant differences either among current survey 
subgroups or to the 1994 total sample results are shown'" the following table. 

t3 



Sampling error W l or: 

Total umple (N•800) !;4% 

Aegronal subgroups (N•200) ,:7% 

Percentage-point difference required for 
statlstl~l slgnlfl~c:• 

0 95% c:onfldence level tor. 

Comparisons between 1994 and 1895 total 
samplos 
(N•800 vs Na600) e polntl 

Comparisons berween any two regional 
subgroups 
(N • 200 vs N • 200) 10 polnta 
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MetbodoiOI)' 
CONFIDENTIAl ' FASTR.ACK Survey 

tnlet'Views an: conducled by telephone on an onaoin& basis amona custcmers who have had a 

recent interaction with Florida Power Corporation. Bqinnina in November, 1996, all 

FASTRACK respondents were asked about the reliability of their electric service and Florida 

Power's ability to keep down the number of momentary lntenuptions. In additlon, customcn 

who called in speclflcally to repon an our.qc were asJced about their level of satisfaction with 

the r=Dradoo of their electric service. 

QuestloDS 

Row satisfied an: you with the reliability of electric power supplied by Florida Power - that 

''· Jceeplna down the number of power outqcs wunc S mlnutcl or lonacr7 Are you ... 

Very satisfied 
Somewlw sadstled 
Nelther wisfiCid nor dissatisfied 
Somewhat dissatisfied 
v cry dissa.tisfied 
Don't know 
Refused 

And. how satisfied an: you with Florida Power's ability 10 keep down the number of 

momentary power intem1ptions- ones that last for 10 seconds or less? Are you ... 

Very satlsfied 
Somewtw gdsfied 
Neither sadslied nor dbsarlsfied 
Somewhat dbsatisfled 
Very dbsatWied 
Don't know 
Rcfu.scd 

Was )'OJr power restored when you upectcd it would be? 

Yes 
No 
Don't know 
Refused 

After you reporled the ou~a&c, how satisfied were you overall with the time ic took 10 restore 

your elccuic service? Were you ••• 

Very satisfied 
Somcwlw atlsfied 
Nc.lther satlslled nor dlssadsfted 
Somewlw dissadslled 
Very dissa.tislled 
Don'tlcnow 
Refused 



Spotlight on Outages c. 

In the October, "" cdirioll o( FASTIV.CIC. ,... c:.ununc.J the 

upcncncc of CIUIOtntn wt.o all~ the Cwromtr Solunont Ccnctr 
.JI'.J tpokc woch an uaocbtc Of UHd me VRU co ITpOfl "" ouc~s• 

bccwccn Julr an.J October. kpnn•nl in November. cUoro wctt 
m:odc ro rnccrvocw mote -n who had caJiad Floncb Power 
at.o..c an ouusc •o ctw _..,, mul!s could be ttpotml. In diu 
Ci!iclo<l. we wdl f011lc ~ Cl'lllds In C1Utomcn' u d1hctioto Widl chcor 

oucat• rcpomns and tatoudon tlCpcrlcnc•• (rom No•cmbcr 
chrouJb chc current moMh o( January. 

The ~ovcmbft..Jano.wy ITtnd In the overall upcriencc nuns 

-• ouasc ~ (VIlU and ~w-lundkd rq>Oml ap
pantObcpoi&U.,..widl 0+ -'Mr(~)andJ~(SI .. l KOra 

.oi'IICW!w hoJbct dwl the Ncwcmber ICOfW (.SJ .. ). 

Looloins ., cht llpe bel- rt Is dat that thfl f1119to•rmcnc 
c:sn be •cmbuccd complctdy 110 an lncraud ptOpomon o( "ClCC:d· 
lent" apcricncc racinp aivtft by CIIA!Omcn who ttpontd chtlr our• 
•1• with an UJOC:Uce. 'llnu.M llplficllldy mott a&~comm wllo rt· 
ported cbcir OUtllt tO Ill Mil ciaet ~l' chat tllpcntiiCa WU •uetf• 
!.N"In OeamOu and January ~71 .. ) than In No¥cmbct ISS .. ). 
the ptOpomon o( "aa!Jooc• f.11PCrimcc ndnp 11•m by cusromus 
rq>Omttl their ouc:ap d~twpo the VRU lua anduallr dccrcaud 
over the tuc cwo months (rt«. 41 .. co J.n•>· 

T'i'Mif el o...t I i llutce 1M 
~ ........... a...-o·a 1 ••• 

..... ,._._ ........... 

~oaa ~ ij ij 1 ... ... .. .. ..... 
1•-o-•==.1 .... _._. ............ 

n.MIII' I 1 __ ... ,_._,__ -.. -.... ---

~iii/ . .., -- ..., ...._ .., ._._ - - -1•=-c=-1 
The fil"tt .above shows chat ~ton wtch ouusc rcnon· 

non nmr amona aucomm who rcporrf'd chtor oucasc wnh tho VllU 
or wich >11 auocuce h.u nma~ncd fairly sable from Novcmbcr co 
Janu.uy, wtth a t!IJhdy poclciV'O mnd onralL Howcvcr. more a u . 
comcn wt.o rcponcd thttt OUtiJe wuh an J.JJOCUcc arc u::x Unl• 
lied wicit r<ltorsnon nmc rtun autotMn who tcportcd chcu our· 
ap chroup chc VRU. -" luJbiiJhccd "' the lis"" .abon, thu pp 
w wtdcnf'd uncc ~vccnbcr. 

... 0 • .. ......... ~.,.,., ....... 0... .. ....,.,,__OWIIIitllt ..... MI .......... , •• I 

- at> ,.._., . .. 
~· liMiktPJ •• I 1• ··-- s--·- 1 c ........ _....._.,.._.... o ......... 

.._..,_.,_ .. __ . ....__, ... .._..._ 

The ;oro portion o( aiStOIIIUS who Ccd th:u die -ace did an 
"urrcmcl• a-t JOb" ll'·IO r.u111p) dDnnJ chclr concaa...,.. 1IJO 

hoJhcr "' Ocumbcr and Januart rfun 111 November. :sldlo.lsh noc 
IIJnoficuldy hiJhtr. FOt the bit rwo monrlu. I~ o( cw:comcn 
have felc ch•c rhe UJOC!acc did &ll"tliiCtmtly Jood )ob" durlnJ chtfr 
ouu,ar rtpon c:ontaet. 

When ulccd what ftoncb Power could havo done ro make 
rhrm happtrr o.lunna the conan. many cua-n ur char Floml> 
Power CCM~Io.l have 11•10 chcm 111 anmacc o( whco ch01c powu 
would be rcnortd. 

AmonJ all FMTMCX cwcomcn (noc iu>t chose who c:slltd ro 
rcpon an ouapl. almolt ntnc tn 1m (171tl >n UIUiicd -.ch Floncb 
flo_,.•, >biLl)' to lcnp down the number of po-r OUUI<I WMJ 
five mlnuccs or lon,.r. T..,...tlvtd.s (671t) ate ur:x J.lrulicd. Only, .. 
of ~I F.~CI: CIISlOm«n >n dlu•ciJiicd woch Flonda flower's per· 
lorrna.n« in ciW .an~ Sunibtly, SS .. art1 Acu!icd wsch tho Comp>~W's 
abdlty co lcnp down cho munbcr of mommcry onnrrui"-J (10 se<· 

onds Ot lou), With ,J .. •uy wulocd and only ,... du .. cuncd. 

0 FLORIDA POWER CORPORATIO~ 



•••••••••••••••••• 
RESEARCHSPLUTIONS from 

· Florida 
Performance Goals for 1997 Power 
'Jloe Junwy FA.STRACJ: DCWikacr rrrlewed bow me 1997 pcr{onD&ncc 

pis dw art bMcd on 1WftJ raala arc-. 11le pia- ewalumd IPiDK die 
Qln!IIWj"-u chc Clld ol 1197. lhit Dlwslcaa rqiOf1l raaJa &am fctn· 
uy inca +h.-willa aod ptUCDD mmnlerift ~ cocala d. IDcfud. Wor
awioo &am boch diCJ~~~uaty ad fdlr_, _,ac:Gil4*ed co !he 1m !cadt
marit (tbc )'UI'Cnd cumuladn JCOR from 19M). 

CORPORA nON 

63 69 67 

70 72 74 

73 76 77 

76 80 80 

OvDroll Contoct Experience 

ffi 
.. - --.. - ,. .. - It I b - T a .. 

" 

CONFIDENTIAL 

The Oftrall cxpc:rimclt unon, all FA.STRACJ: ~ 
illcatkwed dedincd allabdy &om Juu.vy 10 Fdlnlary. Two
dlinla (f79t) of CWOIMI'I inttm-cd In Fcbnwy taD cbclr 
cxpaiaa wid! P1orida ,__. •ca~~cnt.. lhit ia 1om poima 
llboftlbe bachnwril 1m nd.aa ol63 ... The loftr Fdlnwy 
r.dJ:II impeca die curret ~ rad.q.-. ,,... 
EiPr iD 1m (II*)~,_ !he t111plo)ou or Cll)ftiiiiCOf 

m.,. dalt wid!• hariaa dou 1111 •CXD'CIIIdy JOOd. job~ eama. 
• f.J 0 cad~:~~ oa • a:cro 10 em ecal•) • 
o-lnw wiNed tor d» MW)'.,. Mired. die .:-.:au 

oldie luia ,;.,,_ lbout cbdr O'tenl.lll'npiaaloai ol fSarida P'tlwon. 
O!mady oa .t- CMRil mcaaara, hill C.Sl .. ) ol a'PO'Din arc 
._., ~ <Pin~• ,.10 J"8dAa ooa uro to IUl ecal.), and 
0... &d Florida Power It....,_, 10 do ~ wkh.. 



. . 

Energy Solutions"' Stores 

------

The owua11 cxpaimcell ft1ually 1m Nnp ~ &oa!JiliiWY to 

Fclnary _... BuA-otSc. _..,.,_.OJPOINR. Nariy 

dlne-qaanas (7396) &d dxir_..g apcr'--•mzllcuc • 
C • r=ndy, •111'0111 worjwilt ~ ID FeiN_,, 1111 dM olficr 

cbet Nbcd IIJlPCiftCl co be rllllllhlt d5dcady oo dM da1 of their 
ftit a an. ol Qlll!g ..._ U..vleMd dlullar iD tm &d tbdr 
tepMiiCiid .. did- •c:au 'T Fod Job.. 

ElPc Itt tal (liM) I II; !Win lis Jldnuy rue dM nprac:t~· 
wift dMy lnmMUd with • dcXI'I u ._,,fOOd lob" oo 
~ coocem• about dina, an~- dM JUIAiat'f 
..U..oi1S"- The aarill&,~ wids tha w,bnc Jlft'C'* •c:auww11 
Foci job" il •cou:nay and polh • wills fl96 ol 0111 c wn 
r.a.. tbc iCjH-wrifR dMy U..IQed wids ftiJ pwldtdy OQ 

chla upca of tbcit--. 

Toe Collowiat• • 'I •• tbc-bdliad-
__,~-'" lot~ ... -- --widsdldr09aallarpcriaa. 

Custori1er Solutions Center.:_ 

•• 
" Dolo ...... o-olhl .... 
,. • 
.. r 'l .. 

bo:,jmt .. I I ,. 
l .. 

' 
,. " 

In Fcbruaty, 6196 of CUJtOmcn conraaitiJ chc esc .. ,. tbdt 
on.raiJ apcrlmcc WU •mzlJcm. • The ycaMO-da~ Ot'~ CX• 

pcricDIX ndacamona .-.wn 1171"- Tbcu&b lliD wdl abcwc 

me mma edsic-lcd in 1 "'· cbc O'tuall cxpcrlalc:c racin& lk· 
diDcd u poln11 bawun january and Febnwy. Howncr, lh!J 
II not a mtlllblly IIJIIi&anr chanp. 

The mtployec pcrformanoc ruina lw Fcbnwy (7,_) Is""" 

cually ~ 1inoo 1--r (liM). Thls mans that citlhl 1o11 

-~_,me~ ... tbcy ipOkc wich did 1t1 "cxuuudy 

JOOdiob" (a9 or 10 ,..q) . 

The fo~~ow~nt-m- the iUICIN bduDd OJIIOm

cn' • '•ferrlon or cfionris&crion wid! chcit O'tcnJI c:s:pai<lla: 

• -n.. owrwJI-of tiN ,_loti - it U»JJ ,..., lwnt 

-"-diffjQJl. WHt ~....., bHw r 'ffllltl·t*-
ull .,.,.."""-. --n ... ..__. /10 ,.,. 

• "TJt.,wnw~lliuaJ~ TNyiMtl-toiNlp • 
- .,.,. t.N ,.,.,... to INftw .. ~,.,-')ow tlN .uaric 

·~· I)' ...,U, 1'JMw-. ~ lipi .... ...sJ. 
~toklptrMII6udN~ to_.,_,~ 

&ut~~~IIN.....,....., pollt1, Mtl.,_ wh4t 1M-t.Wifl 

~~hood, 6lfd ,.,.._ -~~~'" ""iow to - mlrf), 6lfd r!HM 
tiN W.U to - wry !fWIIbu o. tiN plrow. I told W. siN 
_,....., IN/pf.J, Mtll •ppood.lftJ ft. • [10 m i-.J 

wrylltltbm. lwat;, 0. •ITitll,.-... ., • bill 
-~-lit wry_.._,. (IONitbcJ • 

'71Hy ~Ill'/ IJWifiolu, apl.JMJ, ptoblnll. & 

pUiMfl to - how to ruJ Ill'/ lfUI~r. a-· tipf c. how to 
looHr wry bill. • ( I 0 nui'W/ 

• -rJt., _,. _., piMM~rt. 1Ny ~ )'OIIIIU )'011_, 

elM Oftl,- ,.., - "--lttr tflldt,. /10 ,.,. 

• -r- told t.M _ _, -.JII..,., at~ it IUM'l. AI· 
Ill' I uJkH witlr tMrrr ad,,.., .,.,t.iiNtllt, IN-tlbWto 
-' o.a • ,.,.,.,.,_,nrt.. I tlri~tA dNte tllotJJ II-
lourtlofu 10 4MJ ... FlotftU ,.__. (9 NtitcJ 

• n.olUDA POWU CORPOilA'ftOl'C 

• •1 r~H».tln riM ~My I tpob witlr _, u-t Mtl ro IH poblt. 

Shl d.itbt't'""' fQ II-....., polil• or IN/p(Ml. 1-u INw 
•~lfl if siN «Mltt ,..,. JOIN ilito ,_.. Mt.U 1111ott1 tiN 
/IOflm cOMpay. l'w }lUI ,.owJ 11M {rotrt Nortlt c.o/IM, 

wt·,. PlOt (Mitilw w1t1r riN •uaric COM/Mil'"- 1 fd• u, 
eotdd ,..,. ,_,-.,/Ibm, 10 ~ .-y ~ 

or q«ltll fflla o(fn.i for~ • (6 1fllill/f} 

...,...,.. -J>Io7- Ibid II--pto(-s-.J lit htmtllbft 

'*"-COIO'!tldzta. l.ulcaltW ~to---· 

botly Ofll to ...J dN llflf« SAo. ulJ '""' It AI-_," 

wiHttWr --_, ,., to ,.11111 '"' llflf" or-· '"' 
ciMtp ~~~t111t11 "" '"' bill.· 1 J "'II'Wi 



Spotlight ., 
Ownership Index for Customer Solutions-Center 

'W\1 bne paiocllcally reric INd 1M "'w.......Wp [ada"' lot 
dw: c-Sol•adoal Calccr. 1'111111a CXIalbiaed _..of 
aix "attribuca,. wtdch-Qltl - pactpdoal ofbowwdl ~ 
uaoc:iue cbey IDllllncr lritb lboWI - ud II MDiidw. to 
wba1 dcsree dMy feel 1M ..,.;,. Ia bdpluJ ud bowledp 
able, can IUIIWU ~-ud follcrwt tbroaP-

---~ --------
-,. -,. ,. ,. ,. 
,...1 

·--,. ,. ,. ,. ,. .. ,. 

Wolk -Tiuu fnc1 qy 1\ud•t·. H iq h Bi ll Hu n dli n q ' 

____ .... _ 
'" 

E I : 
,. .. 

Of~ CWtOaMn ~. wa(k,dn _.,~ .. die 
mood! of Fehnwy, Aatty apr ID - ~) '-1 tWr onrall 
c:x:periGic.e whh Florida ~ - •......Jiaw • OYv die a.. 
half of 1,6,1bis mc:aAre ........ d ftllJ llaJc, buc die '*-7 
radna II • ~a~·point =-&0111 die 1_, mblf Cltoth die 
1996 cwrual&d ... radq aad me jamaary radliJ-- ,,..,, 

WhcA radft& !be mditor wbo pcr{onaed die -.r Mldlt 
ift their home, AIU'Ofll IDIIori17 ~) ol d••: Dll'l IMa vla•tld 
in die first rwo moodla oi19J1 r.cJ dlt adi10r did ID •-.J. 
lmr Job, • 

Phone Resolution ____ .... _ 
'" 

o-.1 ..... ,.... ...... 



E nerqy Monagcrn.cnl 

Field Coordinators 

A lowu volume of-ffW d.IDOIIdt of Fcbt-1 docs 
DOt lllow 111 10 n:pon d. radnp, b.,.._., cbq will be 1tpomd 
a& die end of the ~· 11M foiJowial ,. r« co,_a 
~ their knl of nt!J.nioa wida dtdt _.u txpakAcc 
u. dcalina with EnusY MaMvm mr f"..W Coot"-" 

• •SJN_, .. ~Oif.JI~ _._,..,_,_,. ---'4P'Y· .. _.,~ .. iwwl._._,.,_.. 
(JOmii!V 

• "B«<aIu of tiN thM it toot t- t.W IIJhMl UII/Mil tiN thM 
il root rhmt to Ulll- t.li/IJ d I It tiN.,.,_,_ 
l'1N7-Ofllilbotll 11141 _.,.,.., tM.., obieJ I,., -
~ AM,._, tJw,- l.u." f7ffllltlrl 

• "Cooow _....,., {;,1 toltJ ,.._of tiN pro61- " (10 mile} 

• -n.ty c-.u ...... 10'"" ,_.. ,, - .......... (7 ~ 

• FLO IUD A. POWD COilPOilAftON 

Contractors 

Owct ~- (71 .. ) of all ~ heYj,., • QHI• 

~ paform E-., M•n.,_.1 ~ durinalbc month of 
FcbNiry P'f dldr O'l'cnll apt:ricnce with Florida Powv -
"aailmt. • Thll b a l~r IDc:ruK !10111 dw Jamaary lnd 
md .wdl abo-rc the I"*' bnldunark of 6~ 

Tbc ~employee radna Ia'"" ao nearly clp11 In 
In aaiCOCDCD wbo lntcraaecl wid! a CDniTKIOf th111 fat In I H7 
fetl d.lnclirictiAI wbo pcrfOf!Md the wotk dJd IIA •uu-cmcJy 
..,od job. • Th., i1 run •lialnly below &he cumllladvc 1996 .core 
ofl l ... 

Tbc foUowi111 - U11111nw C11110mCR" qrlaf.aion 
wirh Florida Powv ~· 

• -H• ,_,,, ~,., _.. c- ,... ""'"- H• 

raM;,_,""-"' taMnuM ..... - .ot.,-~ • isf*' _. , ........ 1'-1r1Jd it 10,., ~.lfOl 
dNin. ,..., ~-«-'"'" .M #(flcUtut,.. / 10 NtiiC 

• .,..., py...k--_., '"fnnwllint ,_"' tiH 
_,u. H• riJd lth lo61/1J- .-., pto(..m-1. h111t0t tal 
,.., I .w. .• II ttlthcJ 



•••••••••••••••••• 
RESEARCHSOLUTIONS from 

~ Florida 
Performance Goals for 1997 Power 
The 1997 ~ Go&la bued on FA.n'RAOC N~rYey mul~a arc lilud 

In the table below with tbc currenr ~ (YTD) and 1996 ~ 
ICORS. A1J che CUD'tllt ~ -lit lOewe dMrif 1996 bmtlunub. 
Coals Aft IIIIaRd .-u-rhe Clllll1llaiin -.-md ollffl. 

CORPORA noN 

• , ~- kUM ~~~ ~~~~:.._ ... "''• ~ ..... ,, 
ftD I'" ": :~ .. ~~ .,, .... ..,. .. ~. 

belu Soi•••...-Goel ss 13 70 g ...... .... oo.a· ,- .. 70 16 13 74 

Bllei:&JS4"1 II 
.. _, ..... 
Ill~ 73 BS 7B 77 

... .. ~ . c.doaacr lc":ll I ... 18 81 fJ(J fJ(J 

. Ovet·all Con toe.! Experience · 

,._flea...-......... 

,.~------------~ 

-~ ........ , .. -.. 

CONFIDENJIAL 

SlpJilcandy 1110te PAS'J'RAOC -n h:u.m-cd in 
Match report dldr ovmtll apaicncc with Florida l'owu u •ex· 
cdiCM" dwl clld aiiCOmcn intcnlclftd in Fcbnwy. Neatly 
~ (7l .. ) of a:lfMitn ina• tier.-! in March pYe a 
1·10 ndna (ona wo to tcntak), ""' cUd 10 in Fe> '>ruary. Tbc 
qanmr,.,. co daca milia 11 7<* <-n abo•• rJM ~ 
tm ...ua, of 6J .. ). 

Tbc pe:n:c:map of QIIIOmCn who uy dx -ployee Of c:oo
~ tbq dealt with cUd UI 5 Cittiancly aood Job• !.II .. (Of 

dle1110Dch of March, w:d!anpd from the lc\tcJ in Fcbniuy. Tbc 
~ omployce mina It''*' 



Cu•,to m e r Solu tio n s Cente r 

_,_ ...... _ 
,. 

~= 
o...tl ... los ...... 

• 
• 

Moft tba.a NTCG Ill rm (73 .. ) ~ IDea tloewied iA 

Warda who blld c:on~ die esc ln:l t:bdr --u c:xpcric:la 

wid! Fklrida l'owlr - •....a, • TlaouP - cecbricwDr 
tlplfloo«, dill ... -.a-olfiw PfiC&iii4* poina from die 
,.,_, .... ol""- The ~empJ,o,cc pnfonzwlca 

ndna Ia. ""' uam•nrt from FdlnMy. 

E ncr~JY So lut io n s .. Sto re '> 

Non·Parment Transactions 

• FLOIUDA l'OWD COil:POllATIOH 

Bill Payments 

~~ 
. 

• - _, __ 
• 

Six In em(~) aucomcn who paid a bill at- of Flori.da 

Jlvwv'r £ncrv ~ $cora U}' dJdr owniJ cxpci I 

- • ...,.,... • lWI lr Yimlalfr •• + 1 1 from die I"' bald.-
-t-of'l"' 0Yct~{7nt)olbUlpaymmt 
CUIIOmal .,. ttw lll!fllor•• who handlled lhclr parmem dld an 

-~pel job• durina t:bdr ----up duw pm:aiQp 

polaa from,._, md I'" (7$ .. ) • 





Ener~JY Efficiency Programs · 

Insulation Upgrade 

-~~ 
• 
• 
·-...... ....:c...... ... 1. I 

Scvm i.n tal (70%) ~cmcra 'IIWIIo hid an iMIIation up
pde U)' that dldr cmra1J upcricDca widJ florida Power WU 
"cxcdlcnt." Tbia II down from yar ead 1996 (7796), Eilbt;
lix pm:ent of ... , •• ., ... ..., clw cbe apployee cbey dealt with 
did an •cxamle!y pd Job" i.n cbe 6nc quaner of 1997, down 
lllabdr from 19H C'(M). 

Energy Mcm agem ent 

Support Staff 

-
. 

• 
·-.... _ .. a... 1, tlf7 

I • • 
Six in ~a~ (58%) Cllm)mnJ who &pOke with a member of the 

£ocrsy ~menr Npport lt&ff say they bad an •exWJmt" 
experience oorenll with Florida Power i.n rbc finl quarter of I "7, 
10mcwhar lowvrhan ynr mel 1"6 (6596). flahr i.n ren (11 .. ) 
a.romcn aarnndy uy that the cmployn did an •cxtmndy 
pd job" duriq chcir conua. 

· Ene rgy Management 

Contnactors 

-.. ---••r-----~:-----, 

Jn Match, tnCD 1o 1a1 (6996) QIStOIIICn rcpon havioa 
had an "cxceUc:ru" ooren1l cxpcrlmce with Florida Pllwu in 
cbc:ir recmt ill- oa with an &:ws1 Mmapmcar conrnc· 
ror, droppina to acufy the IIJIIC I eye) u reponed ia January. 
The current ~ cmployn rarfna baa ma&ly in· 
cruscd rhroua!Jour the 11m qu&IU:t of 151lr7 and currcmly 
IWidlat81'16. 

• fl.ORIDA POWER COBPOJIATION 

Field Coordinators 

!GO 

• 

0 

; 

t·:~·-~~~. ,.,, 
l!isbr in em (10%) cuscomm~ who had cnnv manatc· 

man work pcrlormcd by 1 field coordlnaror , , their borne in 
rhc Rnr qy.utcr of I '1'11 collllclu chcir Oftftll experience with 
Florida Power co have been •cxaJJmt. • Thll is hl&hcr than 
1 "' yar end (7096). ConrinllfnJ a IU'Oftl lbowillJ in rhll 
Bm qu.a=r, cbe anploycc rarlna it 1696 (lr wul196 at me 
awl o/19516). 

-c.a Aaa Mc:Cnw ia ct.c 
AetatlJl-4163 • 
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••••• •••••••••••• 
RESEARCH$OLUTIONS from 

Performance Goals for 1997 
The 1997 Performance Goat. baed on PASTRACK IW'Vey re-

1Uits are lilted in the cable below with the current yeu-to-date 
(YTD) and 1996 benchmark ICOl"CS. All the current year-to-date 
scores are above their 1996bencbmarb. Goab are~ tpinu 

the CWilulative score at rhe end of 1997. 

Florida 
Power 
CORPORA nON 

... l'ii" ' R .... ~~~ .... ~ -~-J-
~~- ~.~ -UlfGMI 

1 ..... --
ei ,, --- ;rt:.:~ 
~~., .... ·--.a..~"' as • 70 tJ7 

~,-, .• 5 4111111 - ,;~-·~! .. ·~'""' ... ' . 70 tJ6 71 74 

Pr -iltrZ II _,.. . • .a..~ 13 B1 79 77 

ailll --.. jii···· ~ ...... -~~ 78 116 82 80 

~ . ~-· ~Ui!';' Ell ., Delli., .... ~~·~ ::. 81 88 IU 85 

Focu·. o n Moss Marl<e h . 

This moadt we £oc:ua oo the Mal M.arbu division 
to provide 10me iDsiP inco opporumities 10 improve 
their Q.ISIOmer traliACiiON. In April, the niUtlber of 
tima we hm: "'OtrODecl cascamera oa EnersY Min· 
IFJDCZ!l ba inacwd ti.,nfbndy. Hmce, it is lm~ 
tant co CIC!!mioe how we handle rhe cooaas that are 

IJIO<i=cf with this DGW coocroJ ltlllCIT· 
The volume of calls 10 the Enav Meny111iilt Sup. 

pott Staff has inacwd a.t...nri•llyliJx:e]amw); due 
10 custOmen c:allina about bdna coouoUecl. ~ 
rent with this chcre has been a dcdlne in eu110mcr Jatil. 
f.aaion with rhe employee WJth whom they deal. fo. 
cwi.na on the followinl four atlribula should help to 

Improve rhe OYaalJ employee radnt foe the comacu 
with this srouP or people: "'handlina roar neecb effi. 
c:ientfy'", •JhowiJll COll«m about '1®·. "beq ltlal· 

dve 10 you and your needs•, and "bcina bclpful•. 

There arc abo opponunitia 10 improve our re
sponsivenea to eustomera wben they deal with us for 
an Audit or they rpcak with an EnctJY Management 
Field Coordinator. In partic:u.lar, W'l arc not perform· 
inJ up co their cxpeaations in terms of bow Ions it 
a.kes for romeone to ca1J to tchedule the appoint· 
ment for the Audit or the EnctJY MaMscment work. 

Further, we c:an do a bettu job of Jivin& the ~ 
comer a specific: time at which to expca romeonc to 

come out to thc.i.r home for the EncrsY ManaJemcnc 
work. We can abonen the time it takes to cet lOme

one out to tbe home for this work. Finally, our per

formance lor on-dme anivab for cbc Audit can abo 
improve. FocwinJ on improvina our raponaivcncss 
in these lituarions should result in improved scores in 
the future. 

CONFIDENTIAL 



, . . 
PrrforllHrrlce Goul'> by Dcpcrrtmcnt -..... 

-tla--C!Woe"'' ..... 
100...----------------. 

ffi iO . 
70 

Energy lokdlonlltDI•· 

...... c--.. ..... 11 ..... 

100~------------------~ 
fO 

ffiN .., 

...... c---..... " ..... 

.... ,. 
" 

100~--------------------~ 

" .. -• ,. 
,. 
• 
" 

_ .. _.._,.,._,. 
100 

_ .. _ ..... , ...... 
100r--------------------~ 

ffi: .... 
7D 

o.-1 f s Iowa Wne 

...., -==-~-=-~ • • • 
.. I e .. 

_ .. _ ... ,.,._,. 
100 ...-------

b -0 • 
..... .. .. -" 

" 
• 
" 



f 
. Voltoqc & Strcetliqht Problem'> .._ · 

VO&I'AO• PR081 •M8 

1 . Have we responded to their problem? 

Three out of four cuaornc:s ay cbey have had a ioidal call widUn l4 bows). However, not all of rhose 

response £rom Florida Jlowa-Iince chcr called co report who wnc conacttd within 24 houn were plc:ued. 

the problem. MOlt of tbae Notably, ,..... of those re

nJttomett ay 10meooe came CulfOme,. •flY they called becau•• ~~arespomcwithin24 

out to their home aad cbey theiT light• were dimming (24"), boun were lea chan very 

spoke with me Florida Power ffldcttrbto (24"), or they were without satisfied. Thb su11esu that 

repraa:ttatiwe. eladliclty (23%). we need to cxemioe our re-

We an: retpOndiaa co oat- apome time to these con-

IIOO:Iers rather quiddy (8196 ay we responded co d1eir tacU to Identify aituariona In wblch we can expedite 

our .aion. 

2 . How do these rustomers rate the experience? 

When cbey conaider aU upecu of cbdr ruent ex

perience, nearly half uy they had a vuy JOOd e:xpm. 
ence, ratiq it a 9 or 10 on die 0 to 10 ntiz1B acale. 
Unfomuwdr, ooe in &te II)' it wu a poor experi

ence. u abown in tht &pre a die riabt. 

,_._M&._,_, __ __ ---.--.----=---.. -·-·--

•m•nuoii'J' PR08UM8 

1 . Accord in~ to customers, what was the streetlight problem? 

The dominant problem they report l.a dta the Uaht Is bumed our (mendoned by 57%). AnJther 1396 aay 

the Uaht l.a fUckerina. while 896 uy It l.a on condnuoudy. 

2 . What did we tell the rustomer when they called? 

Six in u:n (6196) cwtomcn .ay cber were told bow looa it would lake co fix the AreetfisJu. MOlt OIStomCrl 

rcca1J us tdlina mcm three da)'l or lea, wbJcb meet~ our maudered requirement. However, 8CICIOfdio8 ro one in 

lour (2896) of these n.IStomm, we did not meet chit dmdrame. Further, all of thCIC o.astomcrS ay they cbd IW 

receive a call c:xplainin& wiry lbe Qa:bt could not be 6xcd within the n.hour d.mcframe. 

FLORIDA POftR COJ\PORATION. 



Stn~et l1qht Problem~ - continue d 

3 . Ho.v do these customers rate the experience? 

AJ 1hown In the fisure below, over half of the customc:n who called with amccdiaht problem rated their 

experi.ence a 9 c.r 10 on the 0 to 10 nlins IC&le. One in five rated lit a poor experience. Not 1urpriJingl~ 

c:ustomen wbo have their cced.isht fixed within 7l hoWl are siplficandy more positive about the experi

ence with ua. 

Are our ICDIW belnglnfl&lftiK!ed by cutromer perception• ol u• "' " c:ompgny? 

nu. bu beco a frequent quescioo iD fiFt of the 
aepavc pren we bDe been reccmn, about the out· 
1JC at our C.1al IUYcr Nuc:Jcar Plam.. This iuue iJ 
oftm railed bcCIUIC the Ovetal.l E.xpericuc:e retina is 
oftm lowu thaD the Employee miq. 

AJ m ·-- iD ... moam'a zw:wflleaut we have 
added a quaaoa to tpedfic:ally addrca this illue, and 
we will report oa it m]uly: Howev~ in the meantime, 
there is lJOmC infomwioa we can lbare oo cb1s topic. 

.......... lnt-10111.-..tlarFa'oOIJ~ 
0Millbpeo11M-.Mdlfaoltlla,M - -.. -.... 

• .. 
,..- -.... - -• 

1 .. .. 
• 
• - - - - .... ~ _. --· • • • • • • • • • - • . , . • .. " • • • - • • • • .. • • • • • 

• FLORJDA POYD CORPORATION 

AJ shown In the 6pue a th.e bottom left, the very 
favorable ntinp have remained mon& continuins 
to increue from December of 1996. The &ame iJ 
true of the softer 6-8 positive ratinp. Hence., at least 
yet, it does ncx appear that thete cxtcma1 evans arc 
baviDJ an impact on customer perapdons of their 
experience with \11. lr may abo be tbe cue that their 
soocl experiences arc heJpilll to positively influc::ncc: 
their perceptiON of tbe company u a whole. Previ· 
oua racarch hu lhown that good CUIIOmer contact 
expcrienca do ban a positive impact on perceprioos 
of the company . 



.. 

•••••••••••••••••• 
RESEARCHSOLUTION_S fro_m 

Performance Goals for 1997 flOrida 
The 1997 Performance Goals bued Oft FASJ"RACK wrvcy re· Power 

sollts arc listed in the cable below with tbc current ycu-co-datc CORPORAnON 
(YTD) OU!d 1996 benchmark scores. All the current ycu-to-date 
scores are above their 1996 bcncbnwb. Goa1a are assetaed aplnst 
the cumulative score at the end of 19.97. 

74 74 

85 80 77 

tJ7 79 80 

81 76 B2 

Focus on Customer .Solutions Center • 

Mr:t:r ~ I1\0ilths oliCOftS in tbe low to mid BO't, 
tbe employee raq ar d tbe ovcraO c:xperience l"'lin3 for 
tbe esc dtdined by Q • · ··• ·"r t~pi&ant IIIDCIWtt in 
May. In this iaue oftbe PAS1'RACK newslcattwe c:xam
ine some of tbe reuons for these drdjncs. 

Alchousb there may be rcveral &aors impaaina cus
tomer opinions, one rcccm change In how we are doing 
business with customers when tbty all us recms 10 be 
playing a role in 1hdr lower levels of &adafacdon. s~ 
c:ifically, customers who c:a1Jed us in April and May m 
repon a power oucqc were able to experience the new 
auromated OUI:aie restnralion l)'ltCrn. As shown in the 
figure at the right, in April and May more esc c:allm 
reoall comple1ins an auiOIII.IZed tran.saaion before spca~c. 
ing with a reprcscmarive, 

L 

The volume of aa1b 10 the esc reprding OUtllp 
waa roughly equal in April and May (and higher than in 
Marcb). More alle:: in May were repe2t c-allers &om 
April, and this may be ruulting in lo¥>~ levels of saris
faction. 

~In C.C Ce • • WIIO "-- a1 
AulomiiiiM 'II"• 1111f1n .....,_ • ......,. ...,., a 

..... _ .... (QIC) 

CONFIDENTIAL 



Focus on the Customer Soluticms Ce nter (cont.) "--

It is also rhc: case that fewer custOmers who called 
us in May about an outage rare the representative they 
spoke wilh and the overall cxpcriCDCe very posirlvely 
(a 9-10 rating on the 0-10 rating acale), u shown in 
Figure A. 

• 
·~ fta .. ~ .. 

1-~--~-1 

The verbatim comment~ of Mly esc callers u 
weU u those who only used the VRU abed 10me IJghr 
on c:unoma concema rcprclina cbeir recent call No
tably, 10me eust01rcrs report beiDa qucxcd lona ~ 
toruioo times. C wa1 report waminc to know why 
the powa b out. Examples of 10me custOmer com· 
menta are: 

-&cmcw of t1H p/Hmc ma~. 1h fint ,;,., (1 
udkd}, .. pm10II ~ ,.. lt wotd4 ,. :u ,_,,. to 
pt powG' rutomL. 

"W&tb power Old ...... ;, OfW .......... 

tiNrz shotJ.d haw ,_, tlt1fw.,... qtUdJy 10 I'd.,.. 
Ilia bGdc ""· 0...-o(tJ.IIJWt.., to INwt tW 
problem, wbiU the othw #16 ;, Iii. lt'1 ~ 
;,g. I udled the .JCtt dity. 1'Ny Mlid i1 WOtJd IH 0tr 

1119 o'dodr. TINy Ida tJ. MiptJtw 20 o'dodt. It 

""""" Ill 2:30 tiH followln6 1tfOrllilrJ. I IUUd why, 
IIH ...uJ, 'I'm ,.ot 1111 ckdridlm.,. 

·&azuu )I(* haw to u.p tiUJJ•IIIflil )'I* pt .. 
comfn~Ur voiu tiN# ritJa )'I* lllllllf.IUIIIr. YOMIIIYif't 
tol4 why t1Hre ;, IJif ~· n.y IOU .. lt INul 
b«rt rwpomd, tb. ~ ...-.. IMt .....,. t/Q I 
,.a to ahwm~~~~hfmt. • 

• FLORIDA POWEll COilPOilA110N 

Industry research shows that many auromcrs who 
deal with !heir electric company about an outage litu
arion exprcu a desire to know why the outage oc
curred. Ac.c:orcfina to Market Strategies, Inc. (MSJ), 
customers arc •comfort~ to know that they arc pan 
of ~ problem that iJ affeain& many cwtomas, not 
jwrthcm. 

The Mly data alJo wacsu that numerous cus
tomer. were: calling us bade (presumably to get a rc:~
torarion update) thb month, more 10 than in the pur, 
as shown in Figure B. 

,.,_.,c alllldlleO..CIIIVW.. 
.... ......... c.: .................... 

wQ !Mf!C*C) 

Further, the survey dallt also IUBSCSU that overall 
esc customers may be rucri.na to lOme: of the nep
dvc: preu we have: been receinng with the: 1arJest de
dJne in Favorabillty toward the company between 
April and May. Notably, there was a 2J·point decline 
in the 9·10\feryFavorable resporue durina that time:. 

While: the: findinp sugcst that esc callers wac 
reacting to the: new automated outage restoration sys
tem, they may aJso be reacting to external mmpany 
cvenu. We will continue: to examine thc:sc flndinp 
in the next few montlu and updotc you on what we: 
!cam. 

l 
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•••••••••••••••••• 
RESEARCHSOLUTIONS from 
First Half 1997 Performance ... Florida 

Power AJ of the june, 1997 .wvey1 weMv.~cocyar'a 
wotth of illwvicwina to lrlldc our per{oaoaocc tplnlt J01b.. 
'l he 1996 IWYey aairidcs fOQIMCI 00 ~ ID \I.IICkr
atanclinc of how our~ QUJwdy Yiewlbeir c:a~txa 
with w, idcDtifyiQs aaioo IIU'pl to cab to~~ 
rarinp. The 1997 a.ney aaiYitia hav• loc:aMd priDwUy 
oo mclcj"& our pcdalnllllliCC, 111 weliMidanilyifta &a,. nri· 
ouaaaivida we an uoderulcinaan: Iff~ c 11'1 : IDa' opin
iona of Florida Power. 

AJ of the middle o.f 1997, 1rrc haYe alnady met our pi 
for 1997lw Eoav So :ul.oriJIW and Eoav Sol•Jdoaa* s
ure arc very doM (w;cbln ooe polat) ro mcaJna oar 0. 

CORPORATION 

Tbe m.n,.,IP for \11 111 we mcu tbe teeood ball o.f the 
yat: will be ro CXMJMue to &bow pt011- .piDA our pia ill 
11Ft ol the faa dw • an: now mccriDa oar Nab ciccrricity 
a111p dme of,_... F\lrtber, C!XIPr!l4l £orca (t.!l-o a,-1 JUwr, 
pw-. co~a .. cte.) will COCHimlc to mab ua woric bard to 
keep oar ICIXU blah 10 m.t ftmcct our 1997 pia. 

The follow!DJ dun ahowt the Employee JlaliDp for all 
depamncn11 for qu&IUr ODC and quan.ct twO, maJced OCI 

the dilfcrcnce between the rwo quarurs: 

........ 01 ' OJ .... ,. __ 
" 

., 
$a $ ------ • ., ....... ...... n 111 ....,._ ........ • • 

I • ••• • • .....,; 0 0 I • ., 
..... nn-.. ...... • ., ...... - • .. ... • 71 ...... ..... n $ " 14 
-_,; :;. .. ., n 

tomer Soludool pl. On the Maa Marbu and l!netJY De- Owuall Expcrieoc:e ratinp an illiiiU'Ued foe all dcpanmma 
livery pb-an maldaa sood pt0$1e& on the followina pap. 

70 74 72 74 

73 Bt 77 

7S 18 80 

81 82 82 B5 

cONFIDEN1iiAL 



• 
Department Results 

c..t-11 a c... -4-......... 

.... ,,, -... -.. -......... 

• FLORIDA POWER COilPOBATION 

.. ................... 141 ------

-- ---
• -.... -'or"""..,.. • 1- " ~ • y 

• 
0 - - -· -- - -- - -- - -

~· • • • • • • • • • .. • - • • • • • " • • • • • 
~ • • • • • • .. • • • • 

Tbc dote relertonehlpe ~ dM J-10 IJCIOta oo die 
Ootcrall&p.--., !mplorce IUid P,.woabilny radap ooo· =-10 ... Orer dae,.. ,..,., dae ~ R.ma hu 
lfU 1 ~ 20it biPu cbu dae OrenU E.l~d n e Jt.dnl. In 
addiDoa. dae !mpao,ee Radoc hll••• .~ ~ ldPcr chan 
die fa'I'Onbillty "-iill wfUle dM OftniJ !xpcricnce IW:itla 
hu awa p! ~ ._ dae Jlrtonlbillry JWhl&, 

'IIC ooatiAue to Gpion dM rdadoaahlp beiWWD fiCI'OCP" 
do01 of cwtomcr contaCU and O«rall f.avonbllity to cktu
mllle dldr lmpaa oo ovcnll pergcpdona of the oom.,.ny. 'IIC 
wiD bPe more to report on tbb In the July FASTRACK. 
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Department Results {continue d ) 

e., M.r ... a.-IIIPICC_I_P na 

PLOmDA POYD CORPORA.110N. 
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New Activl!ic.., for Energy Solutions',!,• St 

11lejWJCFA.rlltACICA&rYqfeanaredquadoolldcsiped OIROmcn ~ 8ho ulced to cnlum the convalicncc 

to - wbcdxr Eacrv Soli~ s-.' ,.., IDCn 1ft ol oar office bouta. 
intuc:md ill ~~~ina the ROra fw dilfaalc aaiw-. It abo • ""ot llOII-biiJ peJinl rillton md,.,... of biD p!l)'ina 

indudcd quadoaa OD me i&npoiQIIIQ\ r:/ Yieiriat Ill Eocts7 'rilillon lrf me curra1l efficr hovn ere COO-cniall for dian. 

Solutioat1111 Store. lboetwbo ere acc..wied wilb me currall howl Wllllllllto 

Narlythrccquenmolcuncm~Soi.._...Scora ....,opc:n'-ron~IDd open an~ 

viiU:on uy they would pey CllDer utiliq bill • a F1adda ~'own 1b dcu:i anhM dM Yelue ow olfica play ill CIIROCIICn' opin· 

office. This rdlcat n .. ot QU'RIIC fPC bill peywt md 739ft loal of us, .. aelced dsem to ~r bow die ~ of Ul 

of olfKC 9iaiton wbocomclo for --s-1 w 1111 :•!I- l'berc of:6cc would effect chcir diob of en ckaric lldllq. 

ila .u,luJy hl&bcr prc&:rmce for perk~~ tire pjloac biD 8lt ooc Nally all would 1Ca7 with 01 il- bad en office nearby 

of ow aora, but a majoriq ol .t-bai 111 dill peylfta ocher •d aoothcr dearie udl.lty did noc, tllfll prtc. _,. dw - · 
bmt would abo .,., rhcu cable and_.. bUia. u &DOCbct cJccmc llli1ir'1 bad prica chat wen s .. 1owu but 

jURO'IU ball81Tiber-'clpaacbw_.,.,,,...tproct. dad AOC ba\oe a local office and we did have ooe, eben It ap

uc:u such •lllrP upp 1 btl equ'J• '* oca ..U bedt-iap pan thll about a dalrcl of oar a"''aatrs would forqo the 

CDCII11Vl'PY• oar olfica. 11ley waald allo ~a aall local olfb illlavoc olalowu price. 
ckaDc appliulce. 

Only about oac iD three would ~ •loa& dlaance 
c:allillc card ar oac of oar uora. 

..... ,.. ..................... ,..,-...? ----.._ ............ 
-·~ --.._. ............... 

-·----

There b n~atomcr willinpa~ to par thtir florida Power 
bW ar other C:ODYaUav loc:aciona, primarily at alii~ 

·-=r::r:..-............ ,. ........ ., ......... _ ......... ·=.-··· F .......... ........... .., 

• fl.ORJDA POYEil COR.POIATIOH 

____ ......... _ .. __ -----------... - -·------·-----------------... ' 

---
Jloar ole..~ bill.,.,_.., they would be wi1liDa 

to par tbdt dearie bill It a local Focar-. ~ ll1lft oc 
awhloe liml1ar to enATM nwtWw II Florida Power no~ 
allowed them to pay at en PPC oflice. We can CDCOW'JIIII 
aomc (twO of tbra) of cboN wbo arc nofwilliDa to do rt.ia by 

pladaa u PPC cmplorcc • thac loalboaa. Tbia "JCP'I" 

--ba\oe Ul oppoctwlity toiiiOYC- ot out~ 
,Oft!, aaf6c to other ftlll*. 

~ ..... -.. at UI-4JJJ, 



COAPORA110N 

Ent!rgy Sol utions''''' and Departmental Performance-- · 

IIMflr loluiiOM• _.,_ .......... 
ffi .... 

l'l .. 

Here arc eome of the lon&et rmn U"mcb char are cmerain& 
&om our ana!JIIs of the dcpuunenta~Jn.d raulra for me 
Overall Experialce IWiq: 

• The~ for tbe Eoav Soluliocw* Stom pabd In May 
aod hanu~ Cfec:JJMd in ]WIC a.ad July. TbiJ hu 
oaly Jowued the cuinuladve mini b:-oae point, and
arc lli1l abcad of die pi fot 1991. 

• The ecora for Hlah Bill Handllna have been tluetUazina 
liDa: tbc bqjnnlna of1997. The Oftl:l!l !mid, howewer, 
- 10 be acpd•co • die QVD"'nm ICOf'C II dcdinl"' 

• The aco:ra for w.lk·Thru Audia have been tJantBandy 
blaher lor cwo moadla 1Jt a row, maJci.na rhe cwnuladve 
ICOf'C ten poina hilbet chan il-M me bcJinninl uf !he 
rc:ac. FoUowlna tbe dccliDC in die cmrall cxperiala: a.ad em

ployee ruiop In May;-have reb on Mol thllaa CWO -m. • 
10 dw our~ ICOrC iJ beck0111J1dc lot IIICidial our 

The Cuitoi'DCT SoiJJ.doru Ce.'IW ICORI have scabi1lud for 
cwo mondla in a row, foUowina the May decline. 

year-end Enqy SolutioM'W goa&. 
• The acore for !he Ellqy Manaaemenr Conuaaon hu 

been rd.uivdy arable for~ m011dla in a row. 

65 71 74 

74 80 77 

81 80 

81 85 

CONFIDENTIAL 



Department Results 

C. I rlniiS 1C:... -.. - .......... 

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

-~~-............. ••r------------------, 

• FLORIDA POWEll CORPOilATION 

• 
• 

!lwgylllnlllrftCol .. rt ,. _ .. _ ........... 



Department Results (continued) 

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

Focus on H igh Bill Customers 

f ocus on Outage Callers 

Ill Joly, - looked ac dY calliq paiW1ll of oucqc a&IIOIII· 
en ro ace it they uc ca11iq IliOn! than oocc. Herc'a what '" 
found lbout tbe IJ7 oump-. we IDrcni~: 

• Mast (77) called - lime. 
• Many (41) called ~Wier. 1.7 of chae were oo dY ame day 

.ad 14 WVC Oft a dilfucnt day. 
0 1S CIIIJal 3 rimel; 9 CID die-dly ..J 6 011 a clframt day(a). 
• 14 called 4 a-., wid! 3 oa die -day and 11 oa • 

dilfcmll cby(J). 
• 4 c:a1kd s a--. all Oil • dilfumt day(l). 
• 4 called 6 dll-. aae 011 dle-dly -.13 on adifkrmt day(a). 
• 1. c:a1lcd 8 ci-, all 011 • dlfftrmr flay(l). 

We nlOk a look" the a-md bow they rapondcd to 
dla cmnll raliJIIIIDd cbe employee DlfiDia. Whar Wll fouod " 
chat for cbe CUitomcrt who called 3 or more d-. kftr of 
lbaD an ftTf poaidn~ 011 cbe two br-. 

----
ID addldoo. we '-lccd at CUilomcn wbo uted the VRU 

aad ~cd oa the phone to lllllc whh a "P· Hue are aome of 
me tcaiOIII w111 me,. clld lhil: 

• Tbcr wauud 10 bow die au~~ of the ouaacc (dW b aomc-
thlnJ we aec a lot theM daya, pan:iaaJat!y In no"'-ftOrm 
liuwiolu). 
They wa.oted to uk quaUON, IW&Ily about why it u 
calciD,J ao Iolii ro fUfOcC the power. 
1bey wanted to ood1y IQ that the powa- Q>ma o'l and 
soc- off apln.. 
They think lhM tallclna to • pc:noo will Ft. bmcr iapoiltC 
or farter acnicc. 

PLOJUDA POWEll CORPORATION. 
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••• • • • • ••••••••••• 
RESEARCHSOLUTIOJYS from 

Florida 
Power 
CORPORA nON 

Energy Solutions .. ~.~ and Departmental Performance 

~···"" ...... ,o...-.......... 

Wltb only fo111monrhJ kft ill 1997,asa compet~y we an 
on w-get with mccdni 011119!17 pl. Ahl!r 1 alanl6cam cfc. 
dine in July in 1M £Mr.,. Soludoos'l" ec:orc, - have ~ 
bowJclcd niuly to bdp,. mUnuin our onnlllevd of pcr/or-
11'\&JlCC apinJt the yUJ -end pl. 

Of coocaa, bo,.uu, II the findln& dw rwo ucu an 
fadDc cballmsn as we mcer die lut quancr of the yar. TM 
M.- Marlcca sroop Jw. for rwo lllWIW i.o • row, been rattd 
IOIMWhat lower dwl i.o prnioul periods. M a ruu1t, dlia 
poop b ldll 3-poloa ahy of radUna ia year-end pl. 

Althou&b it doa QOC allca die £ntrsy Sol~Jtioo~M" on-:-JJ 
~ the £ntrsy DdlYUy yeaMO-d.uc aamulaJjyc ICOrt of 
II adlllap the ye&Mnd pi by 4 polna. This businaa unir 
has a •aooct mood!• followed by;: •nocaoaoocf mondl" wbJch 
mcms tbar die acora tcr011 the yar have been etRnrWly 
flu. With the <Xtobct FASTJlACK A11WY we will launch ad· 
cfilion.tl interViews for eedt of the opcmina Cltllten to bot.re 
tome of die cmtomcr c:xpca.ationa rqarclinaiCTVlce reliabil· 
ity and r=oratlon. M a res'ulr, EncraY Oellvuy ca'\ bcntr 
focw actions on pan:a of the UTYice ana where we are not 

~customer MCda u wcU u we ah.ould. 

Performance Against 1997 Goals 

70 71 71 74 
73 71 19 77 

78 IU 80 80 

11 81 81 85 
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Deportment Results . 

cc--s '1 c:.ew 

-...-..... 

The esc. ICOfU 1n AupR rcbounckd due, 1n ~*'• to 
improvement ori the mribu:ta oldie r., 

The foiJowlna chan allows the ftrf polidft acora lot die 
esc on each of die anributa o( the rep dlat arc cnlmtcd 
cxb month. While - rypically IOCUf 011 die ftfY polltiYC -
9-10 - tcOrcs, this time- abo tab a look at 11M MUttal aod 
ocprlve- 0-S - aeor- Cina dlar 10 _,,_art YU'f 

positive, the lea than pot.itin- become panicWarly ill· 
~ Then arc probebly lhrec- in wtak:b esc repl 

can WOJk to reduce 11M liiUIIbu of O.S IJCOCWI bdnt aaeedwa 
to r.)Q and your MCda, .t1owu1a _, llbout yoa. lftd bdQa 
helpful. Ocatly, it b poaa'ble to mlac:c 11M p1 oponioa of low 
ICOrtl to()%, Mat 11101tl ... J ... t-ed 011 dM flctcfw-. at'e 

dolna this with 1010e of the aaribora. 

*Y-•• ,,.. a,__.., 
0 3 •' .. 

• 
• 
• 
• 

The StorH 

.... ~. .. _ 

Allbouch- impcotcmaJC has beal made rwcaul)', K'l· 

cnJ of the rep anri1Ma mAlin low in~ wid! the 
.c:om artaiMd In 11M May-J- period. n. common tbemc 
IJTIOI1I tbac arrrlbuta - to b. foc:uslna on the CUlt'OmCf 

and their problem 01' Wuc. which in tbe malorfty of 1n1anca b 

rdatcd to • coUecdon V1'&llfiii'ICJl or a~ bcina luued. 

• FLORIDA POYEB COilPOBA110N 

The Storft (continued) 

• Answmna all your questions 
• BeiDa bdplul 
• Handline TOW' ncccb c(fidmtly 
• SJunrina conccm about you 

....., ............. 

High Bill Handling 

Thb clep.vtmcm ... profiled l.ut month. The OYUa1l 
experience rallnp for phone rcaoludon and field ~t~vcstip· 

tiona c:oatinuc to aoftcn over time u ahown In the ycaNo
datc ttud Una. 

.._,e;-........... 

-....-..... 

..... ................. . ..... --..... -. 



Deportment Results '-

Energy Management 

The petfol"'DD.DCe for the duw dcpanmma,.. U1ldc an 
very diffuent from one another. 1Vb1le !he ovusll cxpcri· 
en« rac:m. for the Collll'ICtOn b.u imptOYed each IIIOI'I&h In 
ont-polm iDcrmlcma aiDo: April. the JCORS for die S11ppon 
Stall &Del tbc Field CoordiMron fWMimac 10 boaDct aroaDd. 
Cumndy, diC Fedd c.oor&-ICCIRI- Aa o!6 •rcfy bJPcr 
than in July. while tht Support Stall 1C0R1 mPin within a 
l:aitly D&nOW ranee of .s ... to ,s .. for the Oftf"lll radJl&. 

Baed on the propoc lion oil. dian policift tc~~ra, dlcrc is 
room fw improvanem on •CoiJowinc dltoacb oa wbar diCy uy 
diCy wiD c1o• for the S~~ppon Stall &Del the Field~ 
and •handlina yogr ncedt c!ficiallly• for me SQppon Scalf. 

Due to the lil.ct dw cbae RtYice iDcula:ioas oflal in
Yoln more than ooe FOUP o( empL ).,.._ICIOCI, ~ l'tcd 
to Uql in mi.Dd tbar ~ cxpea c:mrAacncy ~ ... 
The foUowiaa cxwnmcnt w-ebb point: 

-s-- thq -·t ,.a,.. I ull«<. tlllil tiN fjnt ,_. 

- rw(rnwl - to • I«<llfti ,.,_., - ,.,. • tlmrJ ,._ 
,..frnw/,.. to• '-1 ~. to ull-dw-tMrc tiN fint 
~ tolJ -- 7W fint ,.,_ lllotlld ~ ,_, blfomud 
~~~ to htmdl• ,., problmu.. • 

....,... • 100--1 "' 

Walk-Thru Energy Audits 

Aim cwo -me o1..,., .,oct taiRI, me Aupc ovcra11 
ape dec c ,.q dcdancd lipiliandy, due pnmarily w cu:a
- rcponi11a dil6culdc:t in pallia a vilit achedulcd (takinc a 
while for aoaxorac fO call them bide w .......,.,,.) cw waldna a 
while (Of an mddor to come our to me home. Addidond analr· 
• of the Walk·'J'hrouab Audit 6ndinp allOWI char: 

• 

• 

• 

Compt.red to the lim MYm montht of the year, many 
IIIOC'C audit aasronwn Ay It rook 15 .:.:71 or more for 
~ to call diem to echcdule the aodit altu their 
iDidal c:oocaa with the c:omp&Dy. 
Only 50% of Au.- automcn u y cbcy wue very 
urisficd with d. lime thq wtited for someoac to call 
chc.m to acbclulc the Ylsit. compared with ?.>*-88% an 
prCYious moncha. 
From me point they achedulcd the vUlt to when someone 

came out, many more cunom.en in AI.IIWI UY It took 
more than 7 daya (19% men11on, compand with 1..,_8,. 
prniously). 

Wc'U continue ro monitor t:beK findi~~p ro ace u- an 
ahJc ro bmu m«t ewtomcn' tchcdulina II"X'Cb in the future. 

.. 
( -=;.:..) : 

f'LORlDA POlVER CORPOMnON. 

J 
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• 
• 
• 
• 
• 

• • 
• • • Ever notice how you remember little tac:a dial you bear on pmc shows llb Jeopardy? The rcuon Ia mar when you • 
: lave to UISWet a qumioo aDd think about it, you tend 10 rccall the answer lonp. Here it a shan quiz to rest your ! 
• knowledge of how we have dooc over the p&lf year In r:erma of our pcdorm&IICC on FAS"CRAOC. • 
• 
• 
• • • 

• • 
• 
• • • en • • • • 

• 
• • 
• 
• 

Tbe year-to-date c:amulatift owraJ1 c:xpericnc:e AI. 
rating for £aersy SolutioJu'l" Ia CUfi'C:Gdy at 

Coosideriaa the resuJu for aD tbe depan:mmu : 
together, what u the number on.: reason fo.r • 
cwtomcn pving w a 9 or 10 ratios on thcir : 
overaU experience with florida Power? : 

• • 
• 
• • 

67. Wbar was the naniDJ poillt for thu 
rating iD Aupst 1996~ 

a. 63 
b. 60 
c. 58 .... When we: look ar tbc trend io Favonbi.llty, the 

Overall ExpcriCDce Rarioa. and the Employee 
Ratilla, wbkh of tbac 1tatemcou it true? 

• 
• • 
• • 
• • 
• • • • • 
• 
• 
• • 
• 
• 
• 
• • 
• • 
• 
• 
• 
• 
• • 
• • • • 
• 
• • • • • • 

a. The Pavorabllicy rating which rellccu people's 
seocral opinion of Florida Power Ia ve:ry 
dilfc:n:ot &om that of the Overall Experience 
and Employee Ratina bec:aute thcac meuurc:s 
arcnorre~ 

b. The Favonbilicy rariog is higher than the other 
rwo tatiAp 

c. The pattern of JCOtC:S for the three ratinp is 
very • 1mllar; they rend to move together 

d. Nooc: of these are 11'\le 

.............................. -. 
8 FLORJDA POWEll CORPORATION 

• 
a. Our people are~ UlUrU:OUI, polite and friendly : 
b. We are very fast, elfidenr. and arc there when • 

they need w • 
c. ~are hdpfu1, thow OOtM!Iu, are coopuarlve, ! 

and go beyond tbc call of duty 
d. We take care of .aerything and do the b <t 

wean 
e. All of tbe above 
f. None of the ~ve 

~-~to"" 
- ,Cq !*lOP'*"._.....,. II') .-.o:» I! • ,. . ,, . • .... .. t .. • .. - ~ · . ••• t• ••• • .. • • • •• 

. . .. f • ... . . _t • J •_!. .. . .. ... ··= ..... ' ., •..•. ; - ·······'T-
• 
• 

~-- " 
1_...... - _........ --_::----... • 

• .. -..... ...... __,...-. 

- .. (....,...,... -.-J,< ····~ -:r~ ·-·•· ... ·--.tH"'~ 
IQ lfdiAI-) .-.o:» II~ 'R 
..,~.,..,., .. q.,. ...... 

• • 
• 
• • 
• 
• 
• • 
• 
• 

• 
• • 
• • 
• • • 
• 
• 
• • 
• 
• 
• • 
• 
• • 
• 
• 
• 
• 
• • . • •••••••••••••• •• • 
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BROAD 
• Suspkioos Coafirmed • Paao 1 

• Opinioo of FPC aDd~ below U.S. ad 
rq:iooal DOI1DS - Pqe 2 

• CUIInmer loyalty eoftena - Paao 3 

• FPC CAS Scorecard • Pqe 2-3 

• Pesoepti0111 oCFPC'a Cofporate 
CclmpcCCDCIO ad Iulqrity 11'0 lqely 
*PODSI'ble for dec:UDe iD ovwnJl 
CUIIOmer UP"'"'eDII • Pap I 

Decline In Customer Opinion 
Confirmed 
Rccau CVCJlS haw eroded •k'mtlal cua,..,er opin.l0111 

or FPC ICCORI.ina to I JUDO swwy. 

-...-----
FPC's ovcrv.JI pcr(ot'IDIItCe iDdlcalor lc:DowD u the 
CU3Ianc:r A "'211 Scan! (CAS) bu alplflc:aDtly 

decUoed siDce Fall or 1996, when a benchmark 

telephol:e survey amq 620 Florida Power reafcMntial 

c:ustomen wu c:ooducted. 

June's tclepbooc survey wu c:ooducted amooa • Q'O$I 

IIICOID of Florida Power resldeotlal cwtomcn from June 

I I to 18, 1997. lD toW. 250 interviews were c:ooduc:1ed. 

Competence and Integrity 
Issues Sway Residential 
Customers 
Pen:cptioos reptdiAJ FPC's Cocponte Compctmc:e and 

lDtcJrity are J.vaely rupo11.1lblo for t!-., cloclinc in 

ovcnll CllltOIDet --=u. 

... ·----------
Whlle FPC's ec:ore on ~o Competence and 

lDtepity alpltlc:aDtly decllDed, the other CAS 

pcr(o.lliWICC f~ctor ac:orea ooly eoftencd. but did not 

aJpific:aDtly chanae. 

··············•··•·•·•···········•··••··· ·•·· •• ························•·············· · ·· ··•••··•········ 
R~s.S 



BROADCA S 
••••••••••••••••••••••••••• 
This score is delerminod by C\lltomer raponaea to 

four related questJons: 

• Operatina In An OpeD And Honea Mlmler 

• Conabtenc:y In Won! And Deed 

• EoJurina Future EAC1JY SuppUa 

• FPC'a Manaaement CompeceDC:e 

On each Corpor.to Comp«mce and lnt.eJri1y 

dLJezuion. oepdvo miAp of FPC bavo doubled 

since Fall 1996 - oow ICCOWJtinl fM two =-o I1MI'I iD 
ten. 

FPC Stands Below Regional 
Norms 
Customer opinlon of Florida Pcrtm oow lliDds below 
eat.abliabod Soulb AlJ&Dtlo and U.S. 1101'1111. 111.11 marb 

: dctliDe in FPC'aiiDdiD • relldw to ocher udlltloa. 

.. .. 
In Fall 1996, =.'SI.om.er opi.Dioa of Flcrida Power 

renccted lbo U.S. Avet180 al~ h stood IOIIIewhat 

below lbc South At1mJic DOrD:I. 

Tho U.S. and South Atlantic CAS IIOJ1DI are elllblilbod 

by the RKS N'atioaal RaldmUal Cuslomer Au rmmt 

Survey. This eeml11111ual aurwy II CODdacted 11:1111q 1 

c:roa section of U.S. realdendal eJootrio c:ua10mm. 
coa.slstina of 2000 ar more iDta'Views of bolaiCbold 

heada eacb yeu (I 000+ iDt.a'Yiewl per wave). 

JUNE1997 
Page 2 

Four Factors Impact 
Customer Opinion 
()yal1 customa' UWIJ!N'l111, IIIC!II1iaa Loyalty, 

Value IIDd Fawnblllty, .,.laO•'II'C"d by four JPOCi1ic: 

factors of FPC' a perfOf'III.IDCO. Corporat. Compeunca 
llld llueJrity II oae of l'our perfoi"'II&&ICC factor~ that 

baa a alpifiCIDt im~ oa reaideotlal CUJtOmer 

opbioe.. The otbm ~ Perceptions of Price, 

CUIIomer lnU:raclloa and Power DdJvery. 

CAS welahU are ualpod to eacb fa~:tor accotdlna to 

ill lhility 10 inlluax:e CUIIOmer opinion. Pcn:qltloaa 

of Price (37%) baa lbc lqoat impKt oa overall 

ouatomer UM'tSIIIecll. Customer lnt~ (27%) II 

out, followed by Corponl.o Com~ IDO lnsqrity 

(22%). Alt.bouah Power Delivery (14%) stancb in 

(OW'lb P*e, it baa I aipJlaaal Impact Oll custOIIIC'I' 

opinioa u wdl. 

A W:tor'a telatlonshlp 10 overall C\lltomer 

aeesunmu (Loyalty, Favcnbillty IDd Value) Is 

llnc:ar - u 1 factM aoorc lmprova, ao docl tbe oYera.ll 

aeessment. Wortdna to Improve " CAS filctor wort& 

10 Improve c:ustom.cr opinioo overall. 

· ··········· ··•·····•···•·•·•··••••·····••••••···•·· ·•··· ····•·•· ··· ·········•···· ····· ... . ..••.. ... . .... 
~T~ 

, 



BROADCAS ........................... 
FPC C.U SCOil&CAJU> 

Met 

0 ... ~-
-·~ ,_Dell.., 

o.-IICA.S 

Customer Loyalty Softens 

,.., '"' J_ ,, 
2M Ul 

) .17 ) .10 

3.16 l.,. 
lAO ).36 

2." us 

Quae 

·AI 

.m 

..n• 
..44 

.. 1~ . 

JUNE 1997 
Page3 

A key measure of customer loyalty, llbllbood to stay wilh FPC hi a~ mvfroa.meat. sholw ~of erosloo: 

Cu.mnter Loyalty 
Percent Vflr/ Ubly To et.y. ... 

CliJ1PU'Od 10 MWY liD<tiDp JaiCI'II«l lut Fall, fewer 
rcaldcntlaJ CUIIOmen DOW IIY they would be Yer)' likely to 
.. Y with Florida Power it other c:bofca were available. 

1D IOU!, 74 penlODt of IWldcotlaJ cuatomen •Y they would 
be • leut 110111.-hal llkdy 10 Illy with FPC. Some IS 
peroaot believe the oppollle, aayhla It would be Yer)' or 

ICIIWNbat llllliJcaly that they Illy. One cuatomer hi teo iJII 't 
111te wbat they would do wbec the IDdastty ~es. 

Addldoaally, fewer residaltlaJ cwtomen (3 1%) bue tbcir 

Ubllhood to Illy oa CII1IOd loyalty, down alJt pohlta &om 
Fall 1996 (37%). llalher, more are ridhlathe reoco. aaylna 

thoy would walt 10 - wbat bllppma bcfon: they would 

'------------------' nrildi(FaJJ 199660%; June 199767%). 

Research Solutions Provides Monthly Insights 

BROADCAS aunmarizc:s major flndinp flowiDa &om a 

new raldenllal moatb.ly ttacldD•IW'WY· CIOmi1IJJIIoaed by 
EncrJy Solutions&' thJa June. This edltloa II the tiM 
publisbod ocwakner of the auwy'• ftndlnp. Other 

cditioas will foUc. w oa a IDOGl.b.Jy bub. 

R.esean:h SolutiOIU' aoaJ for B.ROADCAS iJ to dellva- up
to-date, IIC1ionablc ln.alahiJ rqardhi.J FPC'• raldcotlaJ 
custom en. 

· ···· ····· ···············••••••···•··•·•····· ··•·· ···· ········· ······· ···············•···· ··············· 



014 

BRDAD 
••••••••••••••••••••••••••• 

INIRGY IIANAGIMINT 
BRIIPS 

• &cqy~a .... ..,Min 
FaYOnble • hp l 

• McniD!crrvpdou Not Not'ONble. 

hpl . . 
• A/Cad E~lma:Jupdcw .. 

Nodoed A!:lll- .... l . . 
• Weekday. w .. .a..~.-.,... 

Pt&#aaecl-,.,. 3 

Energy Management 
Customers More Favorable 

Panlcipetioo Ill c:acq:y - ,..,..._. JII'OirUll m.a1ce1 a 

poUthte dl.tl«eDce wbaD l:lll. .. - FPC. 
Partlcipala offer a bill- owral.l ~ diaD 1'011• 

paticipcu. 

They also provide PPC lUper raliD,p oo every CAS 

Performance F_. :«. 

r-trov•nenn 
tnUnht •. 

.. •n tu 
ru51 om~r 

rh•n• •n•t 

Alti!C!up Cbly'w ...,....,.. 11101'1 poww outqa, 

-.:f .............. "'.DPI"I (3,0 ....... ) II'P'8f 

11101'1 ,. ' widl FPC'• ,.,... daliwly diaD -...,m ......... 'JI'I'OIWI(2..3C""''&M). 

EM Program Communicates 
Concern to FPC's Customers 

~&a FPC'• -.;y mm•,..._. JII'OII&m.S 

awawtly COP.-.yta.,...-- of COipoi'IU CODOIID 

10 on•omcn. n. p ,,. pp Ill oplllfoo batweeD the 

twO JI'OIIPI _.. ID die Qt.,...... IDt.entcUoo 
Pwb ...... FactGr (EW 3.20 VL I!C!D•EM 2.91) . 

......, mr·· Wh! pat~ f&• t1 nla PPC ncwdlmt 00 

tach dlmmttkm more ofteD d.--~ 

811'oc:dw Commtmfc:aUoo 

QaJct R"'P"D• 
C\utoalc:r c.ow.y 

32 15 

3$ l7 

49 38 

••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• R«n•ac:aTF£ 
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·sROADCAS ........................... 

EllCfJ)' DWIIJCIDeDl CUJtOmen .-e abo more Ukdy 10 

foel tlw FPC ll caacemod lbout them • IDdivfdllal 
c:uaomcn than DOD-panicfpmu. 

c - ... _ .... -

- - - -
Bill Credit Drlvea EniHfiY 
Management RartJclpatlon 
ParUcipedca fA JIJIC'a -.y s r JIR'Iiillll 
IJIIl I drhe by die wfllkp ID ,.,.,_ I 

credit/M......m OD tbeir mODlhJ.y e&.c:trio biJ1. o.toalcn 
repan ID averap IDODlhly crdt otsUO. 

All told, Ill<* <""> 1ft ·~ with die Jll'lillll4. 
Primary reuaoa: dllcoaDtecl --. 11ct ot oocaeble 
lmpea from iDterrupdaaa IDd polltlYe eavlroameDlal 
Impact. 

Customers Perceive No 
Changu 1'1 Number of 
Interruptions 
Al!bCJU&b FPC bepD ~ tbl IIDIIIher at 
lllterrupdau ID Febnwy, IDOil ""ltoaM"' ~eel 

in Iune n:port beiDa ulldi&tled <"")or man atftfled 

(S%) with tho ptOJI'IID DOW &baa Cbly ... u meat~~~ 

IJO . 

Ill fad, IWO-<hin:la (66%) fed that they've experienced 

tho llllllC IIWDbcr of llltcmlptf0111 11 lhcy dld au moalhl 
110 (IYCft,O: 5.2 IDtemlptiODt). Moat find th1J aumba' 
eooepcable. 

Maay (63%) ~ thal doubllna the aumber of outa,e~ 

&olD ftft to r.D iD I *-moath pGriod il also 

ac C"'J table. 

Which Interruptions Get 
Noticed 
Hoc ~y. illllODI all the 8ppi11Dca ::Ocluded ill 
die PI'OSIIDI, I plunlliy (41%) aodco izncmlpc:iC"\110 air 
ccadltioocn tint. Eveaiaa inienuptlOIII are alto 
DOdcod mont hqualtly (33%). 

Ra1l uy that~ intcmzptl.ooa are CODYeDicat (56%). 

...•...............•......•••••........••.........................••...•.................••..•...•....... RDUKW$5i 



·sROADCAS ........................... 

Interruptions Customers 
Prefer 
O•saomera ~y prefer M power iDtcrrapdoDs 

occur duriD• the week (5"') .ad ~ ocher day 

(SS%). Water beaters c:au10 dae leut iDcoaW~Dieoce 
wh= iDJemlpted. wbl1e air coo :Urk•!na IDla:rupdcu 

are tho most inccGWDieot. 

ApJIII•nc.lntwrupflon 
Most and Leut lnoonwnlent 

--Tolerance of lii&tM7'11pt/ons 
Increases When for Common 
Good 
K.eeplna clccttic pricel doWil for all CU~~Gmcn IJ a 

IUODJ iDc:cutive lor acceprina more inter.nlptica.l 

ac:c:ordiDa to many cutlOmcrl (66%}. 

Energy Management Profile 

&etJY m&D.Ii=leDI "IIIOCCI'I in dlis moa1h'a IUl'YW)' 

JQ'Ictall y: 

• Own lhdr bome (92'J6) 

• AR au aYeriJO oiS2 ye1r1 old 

• Eam ao•vera&"O or$47,000 

• Rave JOme collep echmarioa 

JUNE1997 

PllgBS 

Tbey &bare the amo profile u tbrit DOD•Ioad 

IIDIIlq.e!DCZI councerpa:u 011 all upecu except &JC. 

&erJy mm•jjC!TICDI propuD pmtlc:lplllta are 
app irulftly flw )a1'l older. 

Energy Management 
Baseline 
N pan of JIIDO'I 1110111hly crac:JdDa IIII'W)' or psjdendw! 

c:ullomen, ldditiOIIa1 lnterviewa of FPC't eoetl)' 

mm.,.......l aDd DOD--.;)' maDa,emeal CUIIOIDen 

WW'O oonct.'CCeCf JIIDO'I aarW)' IDcJ\Idod I l'lllldoally 

11ltcted IIIZiple of 137 CDCf1Y mm•l"""'l CUIIOIDen 
~ belwCI111110 llllld Itt, 1997. CAS aeona 
were dweJ~ for both cmtomer 1J0UP1. E.aerJy 
mm•acmeot prc.jlAUI pctlc:ipmtl were allo ubd a 
.;. of qaesriON tdatiDa to Jli'OII'IID atid'lc:tiOD IIDd 

t.oleaw or proJI'IZD chanp. 1beM da!a will eltlbllab 

a bueliDe of cullomer opiDJoa -..a -.;y 
~ aDd 11011-.Y IIWIIJaDGU CUIIOIDCft 

&hal cao be II'ICicDd over time. · 

....... ... ............ .. .............................•.......... . .....•..... ......................•.. .... R'R·ICWTri 
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BROAD 
••••••••••••••••••••••••••• RESEARCH SOLUTIONS from 

JULY NEWS BRJIFS 
• CUilomcrOpinioalmpo .. (Pqe I) 

• Compeunco ad~ Ratl.q 
locreuel Dramltically (Pap I) 

• Pen:epdoosofCuanmcrCoaoenl 
Improve (Pqe 2) 

• eu.tomcr Loyalty Simtlar. But 
Moc:Mtioa Shows Same Claop 
(Paae2) 

• Four FK!Orl ~ oa CUilomer 
Oplnioo (Pqe 2) 

Customer Opinion Improves 
Residential c:uatomen In July award PPC 111 lmprovfna 
Ovetlll CIISiomcr Aaaanalt ~(CAS~. 

.... 

A I 
.... 

t --· -.w 

FPC's OvetaD CA.< DOW IIIDda mJd.way beiwMD tho 

Fall 1996 benchmlric and JWie 1997 low polrlt. 
AJt.bcNah Improved. July'a rel\llt is DOt ctplflcatl~)' 

dl trerau than June • a accn. 

The CAS Ia a wdJhtod Index of four pai'OI"'D&DC:e 
&.:ton that bave a siazillk:c!t lmpect oo ovenJJ 

CUAomtr llt-StmCUU. The hipeat score possible is 4, 

while tho lowelt iJ I. 

The c:blll .. bd'wNS JUDe md July Ia analoJOW to FPC 

reccivilla a p1lde from c:uatomera o( "C" In JUDe and a 
p1lde o("'C+" from tho c:urreutatudy. 

July'• atlt\-'e)' wu """"''Cied amoaa • r~~~domly 

eelected cross eectloo o( Florida Power residential 

customera from July I to 3, 1997. 1n tocal, 100 

iolc:rviOWJaverqiqlO mhulta were conducted. 

CompetMce and /ntsgrlty 
Rating Increases DramatJca/ly 
CUilomera rate FPC's Corpontc Competence md 

lnlqrity afanl!!c;enlly h.llber In July than ill June, 

alvin& 1.11 •venae ICOf'O of 3.10 (JUDe j;,,..). Thla 
lnc:reuc ruulll from IDOrC favorable automer 
paccpdooa of FPC oo all lltributea 1n thb filctor. 

Pereot of Polltfve Ratlap 

.lJw .li1x 

Openle ill Opeu md Hooat Ml.llner 74 82 

CanalJtcacy In Word and Deed 78 83 

EaeraY SIOWIIdshlp 67 ~s 

FPC' a Maaaaaneut Competeuec 72 79 
._, C.aan ,_,..FPC 

Elc.llet ......... ~)' 0... 

..... ..................•...••.......•.......•....•..••••...••.••..•.•.. ..•.•.. .••.....• ······•••········· 
RU&AM:MSZiS' 
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Opinion oo Customer lDtenctloa (flculr ICOI'e: 3.23) 

1w inc:n:ilsed 1n July u we11, movina bC)'ond the 1ew1 

establlahed in 1ut FIJJ'a buelhle IW'W)' (ICOre: 3.17). 

CUJtomer opinJooa 011 Power Dellwty ranail1 COOJCMt, 

while perc:epdODI of Price have 10ftcoed allahtly. 

These: cbanaes are DOC slplflc:antly clifl"creot Ctom 

JWlc:'' results. 

Perceptions of Customer 
Concern Improve 
As noted.. opinion 011 FPC't CUstomer lDtc:nc:tioo 

abowt alp or ltfm....... Whllo opiniooa Oil eiiCb 

dimension are IDill'll JICIIIdw, the most cSnmttic 

Improvement occun in the area or CUUlmer c:onc:au. 

Improvement~ In df'ectlve communic:ad011 (JUDe 7"', 

July 87%) laid quick l'llpCIIUII to quatlODslproblems 

(June: 79%,1uly 88%) are al.ao Rllllzed A more modest 

inc:reuc occun In c:ustomc:r c:ounesy (JUDe 90%, July 

92%). All pcn:a~taJCS an buod 011 the number or 
c:uatomm reponlna that FPC does au exceUeat or 

pretty aood job 

JULY 1997 
Page2 

Customer Loyalty Similar, 
But Motivation Shows Some 

Change 
1D I:OC1tJ'U1 to i.mprovina CAS factor IICOt'eS. a lcey 

meuure of c:ullomcr !Ayalty continue~ to lhows sips 

of eroalon. Althollab dmilar llliUlben u In June say 

they would be very likely to a.ay with Florida Power if 

other c:holCCI were available, the stn:nath of the1r 

.loyalty l.a wWDJ. 

When ukod 10 elaborwtc, fewer residential custom~ 

report that PPC bas c:amed thc:lr !Ayalty (23%) 

compared to previous ,..tlnp. Ever increasina 

nWDben of customm are UJcely tO taJce I "WWj1 IDd 

tee" attitude before malclq a dec:iiJoa oo their 1\nure 

electric ~~~pplla- (Fall 1996 ~June 1997 67%. July 

1997 73%). 

Yw ...... -,..,.,.. ____ _ 
Customer opinion on ocher key uaeumenu. 

FaVOiabWty aud Value. have JIJ'CIIJlhecen sllalnly. 

Four Factors Impact on Customer Opinion 

Overall C\lltomer usessmenu, meaulna Loyalty, Value md Favorabllity, ate Influenced by four specific fac:ton of 

FPC's perform111ce. ~ 1 .. •-•--4ov lc nne of four performauc:e fac:ton that bas a siiiJllficant 

Impact on residential QIIIOCDCf Rea <.0 N :Jtz., ;cpdoaJ of Price, ~omer lDtc:nc:tioo and Power 

Delivery. .u_ 
ON ~n•S 

~ON 

.........................•.. 
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A Majority Choose 
Florida Power 

T ~of die CIUI' • ., iaca ~ieouod iD Alt

pstuy they will """'"" to purcbuo olecaidly 
&om Florida PO'IIW if a ... ,,.. .;... omn die 

... VI U 'liHUJt\t. ' 

: 1 •n¥' c.thn ... 

·,.•'"'"" ···· 
·t lJ' : o m .. r 

'•.:.. T_fl ln~ ·~·t,..; ... 

CAs- Scores Return to June 
Level 

R es!dmria' atlf.CmCr opiDiaa at FPC dotliDca iD Auauat. 
~to ill 111D1 1c¥d: 

.... r.ee 

0 ....... ......... .... .... 
- sen1ce • • !.10 to- perccal diiCIOIIZ'C, wida 
110 local aaso.. n.. , ... ,. . .,. limillr to 

tbo1c C11111i1ta hal dieRKS Nlticmal R•lclearjel Alfhoaab dowa 7 poUiCI hal die JnVioua resWt, Auaust'• 

Survey; OwniJ CAS .. 100ft it aoc ctwtiuic:e!!y difti:mlt !han July' s 
l'eiUh. 

...._ ______ __ 

Of thole tbar • y cbey will amrleee to buy FPC's 
dcdricity, mort CIISCamC:rl (19%)cqeec:t deey will 
mnain with F1orida ~ IMII It FPC ckddclro 
cJosc local ofllca and opc111.1 up ....g;.. oflblln 
local mal1J, baDb or JlOCCtY ICOI'el. OfdW»ni» 
say they wiD pwdluo cto=ic:iry &c:e a w 4 si

tar ror • s% to 10% diiCO'JIIr, local omca of aay 
kind do DOl a&ct their dlolc:.l. 

nee CAS 11 a ~ IDdax at rour performance ficson !hal 
blw a dprificarc impect Clil ~ CI•ICCIIIW 1 "C'P 10 

(Fa¥alllbil&y, Vall» aDd Loyalty). nee bi&best score pouible 
it ... wbllo dee lowal h I. 

nee dlaDaD bcrwom July • AUIUJ1 iJ anaJosou.s r.o FPC 
RICIIIiviDi • Fade &am Cll"""""' a{ "C +" ltl July IZid • ar1ldc of 
"'C" Ia tho CUlTCIISIIDdy. 

lA ADJIIIl, FPC's customer~ pmt a modest l lCRUC m one 
kt.ar 100ft and aUPJy lower JCOra 011 1'\'10 ochcrl. wilh a 
~ Jooaweooro 110 Lbt: &aJ Cicu>r (abawn on pqc 3). 

AQaust'a IUt\ll)' WU ~ IIIICICII a J'lllldomly ICk :cod 
c:roa ICICOCiil o1 Florida Power ,.pdmr .. ! CIISlOniCrl from 
AuJ1UC I to 5, 1!197. Io toca.l, 100 ~'I a"'""ina 13 
m!nll!M WWCI ooncft"""Ci ........................................................ ~~~;;~~~~;~t~T~ 
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CAS weigh II are wiped 10 eKh tictor ~ to ita ability to lAilucDce C\IJtolllcr opi.Aion. hrcepcloos of Price 

(37%) bas the laraest lmpect ao overall cullomrr IIMSIIDCIIIJ. CUaumcr IDI"rac:tlao (2~) Ia nCIX'I, followed by 

Corporate Competenoc aud IAtqrity (22%). AJthouJb Power DeUvay (14%) l1ancb m founh place, II bas I 

significant Impact on CUJtomcr opl:nJao 11 well. 

A factor's ~lllionship 10 oYU'Ill cusromer IW!I,..,..,IJ (Loyalty, FIYCI'Iblllty and Value) b linar m D.ltll.n:- II ooe 

improves. 10 doe$ the other. Warkilla to Imp-ow 1 CAS r.ctor worts to imp-ow CUitOmcr opiD.Ioo overall. 

FPC CAS SCORECARD I· FaU 199ff 1...;im l' luiY'Ui7: TotaJ 1997 

PriceP • ' 0111 2A9 2.41 2.37 2.39 

C:US.omcr lntcncdao 3.17 3.10 3.23 3.16 

Compet.Cilc:e aud lntearity . 3.16 2.94 1'3.10 3.02 

Power Delivery 3.40 3.36 3.36 3.36 

OnraJJCAS 1.95 185 2.90 U7 

........ .... . ...........••....•..••...••••••••...•.....•................................••...•.•••....•.. Ru.AACBSiJii 
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Competence and Integrity Rating Continues to Fluctuate 

~ rate FPC'• Cofporalo Calupr• ,...., lind J.ascariry llpiftcamly lower In Aqult !han in July, n:wming 

to ltl J WIC l.evi:J: 
COfJIOfate Competen~• • lnteflrlty 

..,. 

0 -....... ......... 
Opinion of Florida Power dim 011 all 6rw eb• of this ficr.or, with tbe IDOil cfnunabt dcc:rcue occ:umna on 

~operadoa ill an ope~~ ad boarslllllllllef" (70% ~ IDOd; 82% July). 

, 

Customer Perceptions of FPC's Cost Containment 
Efforts Increase 

For tbc lim time, a an=w:r lllllDbor of a• NIMJI ill 
Auaust uy thai Florida ~'l:r worb bard to raduclo or 

c:c .ltlill com: 

errortsTo Reduce £ Conmln Co•m 

ow .... .- c-•••••"'•..., 

., ... .. .. U'l 

U'l ..... !i: 
:..-. - JW\' 

.... _ 

Tbet1: iJ abo an a.oc:reuina trcDd for c:ustomct1 to 

~ lhat FPC's ratet an: rca1001blo ~ to 

.,moas n:adillp. 

PlllCimON OJ' &LICTJUC RATES Posm\'f: 

llATIIfCI 

Low 

aeuo .. ble 

liLllll July AUCUJI 

00 00 (2&} 

) ,, 2 

34 

2 

40 

... .......................••...•...•.••.•••............................... ......... .. ........•.•......... 
~se~ri 
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Four Factors Impact on Customer Opinion 

O~'CBll c:usromc:r ...._IICIG, .......m, Loyalty, Value &lid Favonbillty, arc intluCDCCd by four apeafic 

facto,.. of FPC' a pcrlbnnaDco. CorpolllU C.•"i ctmc:e al.altpny it -lllfttvr pcrfomtance taaon tbar 

bas a •ianificanr i.mplc:t 011 rajdmrjat Cl\llfCIIDCr opilllon. 'J'be ocbon are: Perceptlcm of Price. CUJU~~ntr 

IJucraaioa ud Po\\1:1" Del.ivety. 

CAS \\oQahU arc aJSisnod to each fk:tor ~~CCXNdiuc to ill ability to illfiuaacD Qlltomcf opinion. Pcn:cptiOlll 

of Pncc (37%) hu tbe laJpst imp8d 011 CMnl1 cu"o""'niP II""''" CUSIOmer lm.cnldioo (27%) Is ocxt. 

fOIJowcd by Corpota= CcNiij* 1 aad ~ (22%). Alrbouab Power Dclivay (14%) IWidJ in Counh 

place, It !w a sjanif!c:anc impacl oo e-1 ,. opaliOD u wdl. 

A !Ktor's n:fl"iOIIship to CMnl1 am •t r UICI"' u (Loyalty, Fawrabillty &lid Value) it liDc:at in llltlltC 

-as one impro--. 10 docl tbo ~. Wcri:!Qa to impnM a CAS factor worb to improve customer opinion 

CM:rall. 

":\. ! /, 
~~,.... FOR MORE INFORMA170N rttgardfng FPC BroadCAS or 

~ the monthly ruldentlal trrtcldng cudy, pie ... contact 

Mr. Stu~· Itt 220-2441. 

·· ···· ······ · ·················•····•·••••••···· •·················•··· ..........•......................... R-.a'seie 
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Customer Opinion Fluctuates 

,., .... , ~" ..... ' ., .. 
'"'' ( ll. t ., t' . f'"' 

,...,,_, I 1'"0 

019 

s 

\ 

Jlrsjdmriel ca•stgmc:r opiaioa of FPC l"dUnnl to tbo ..... ""'Nilhrrl ill July, Jllid.oqy bc:cwoca !he f 111 1996 &ad JUDC 

1991 rradlzlp: 

FPC's 01.. 11 ~ ..ut modest iDc:niUca ill tbml 

of four &c:ur IOCJrCII (Cnstrmcr LAaaaiw, Car- ... 
~ Cc•nJ'C!' 100 aad Pow.:r Deli~ ia ,__ ..... _ 
Sepcrmbcr, u well u ill lbo Own11 CAS • A 
lli4ht dcaaM is OC*Id Oil Price, lbe llartla &ad 
final n=aldcmi•l f'adar--

Tho CAS ls a wcfabced iDdcx" of fbur perfbnnallco 
factors thll baw a oipiAc • • impec::t oo owralJ 
cautomct ew•umc:nu of favorability, Valuo &ad ~~-
LDyalty. Tho hJabclt poalOle ICOI'O ls ... wbllo dlo ~ ... N 

.... ... .... 

lowc:a iJ I. ~......=:-=· .. ::..:•:..:."::.;••;:.:-=-----------~ 
Scptanbcr'a Owrall CAS &ad f.ilaor ICDI'Ill 1111 

DOC sutistically ti1l'aalt &om August' a rcsulll. 

Tbc dwJ&c bctwceD A1rguJI aad Sepcembcr Is lftllcp&l to FPC'a rcc:civiaa a lflldc &om cwtoa. :n of "C' in 

AuiJUSliiDd • pdc of "C-+-" ill cbc camat IQidy. 

September's IUn'C)' wu m!du!!ftd amcllli a rucbnly ldcctcd ctOU accrioo of' Florida Power rcsidcnti&l Q.IJUlmCn 

&orn Scptc:rnbcr 2 to$, 1997. Ill toW. 100 lulcrvicwuvuaciDI 10 m.i.ou• we:: conducted 

.................................................. -................................. ii~T~ 
CONFIDENTIAl 
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Opinion of Power Restoration Increases Sharply 

Up Ia! poiDu &em tbc AvauJt I'CIIdiu& half(.l%) of 
those interviewed in Scptcmbet ay that FPC doelu 

cx<:d !cut job crf I'CIItOrizla dlcir doc:oicisy qaiddy: 

As the IIUDI.bcr of icpotlld CJUI:IFS dcc:n:uc. C!Woe!Jmt 

ntiDas of bow quldcly fPC ratorcs decuicity after an 

OIICip iDcn:ue drametic:a !!y. 

Number of Outagea vs. 
ExceQence In R .. tOf'lltton 

- I. f-;_ • ... - Average I Quldc Power 
NUI'I'Iber Reatoratlon 

Of"' ....... (CJI. Excellent\ 

June 2.5 <40 

July 2.4 35 

August 2.8 38 

s.pt. 1.8 48 

Total 2A 40 

Awareness of Deregulation Continues to Increase 

Coasistcm with. rai""""'l trai ........ Dy. =-............. 
of clccCie iDd:usay ~ evntfnu ... to lou-

Overall a'WU'CDI:Q crf ~ ~ da&J AriD 1997 &niCIQ8 

FPC'• rcsidcDtial cwh4UCtl (34% luao dlrouah Sqlcioobc:r) OCI!!dD

ucs to be allabtlr below t11e u.s.IMII'IF (.o%). 

•:p tal poiDb &om Auau~&'• ~ balf'cltbcle inll •itwod iD 
5cplanbcr aay they u. "wry llbly" to purc:buo aloceic:ity &em 

FPC in. iUUjcidW ~ OwnJJ, opiaion of FPC Ia dlla 

.... 

fM3~~~~,~~~tbc~mmaw~· ~~~i~~~~· ==~~----~ ~----------------------~ Oaly ~ of dlolo lara~ bowlmr, lily 

In A &lltw...,.lt FPC bu earDOd tbeir loyalty. Most ""'""'t"' 
- I caaliuoe to lilY diu tbey will wail to ICC willl happal.s 

beflw IWitcbiD& doccric mppt;en . 

.............................................. ················~;;w~~ 
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Four Factors Impact on Customer Opinion 

<MralJ CUIUlaler 'TF ma, "*'"'I Loyally, ValiiiiDd f~, ~r~laat..-ced by four spcd6c &c:tan at 

FPC'a pcdormaace. Corpol .. C 4 rt oeiDd ~II C11110 ol four prill- fllccors tbal hu a tfan1Acant 

impaa m ,...,vtc.nc;el Wir&:met ....... 1ba omen an: Poe pma ol !'rica, Q.._ lntctac:doo IDd Power 

Dcllvery. 

CAS wQa!Uare uslpd 10-* a.=r lllCOQdiat10 ica ~ 10 illth...,. cu......, opiaioa ,. • ....,, oiPricc 

(37%) bu cbl llrlllt implct a ownll CUI'I - IR I,... Quenmcr r.uw:dc:G (2"'l is IICil. followed by 

Ccaponae C 4 ce IDd' a II)- (22%). Ahhprab Power DeiJwry (14%) IIIDdt ill fbwtb place, il hu a 

'iani6c:mr illlpKf m1 ma-opiaiaD U ....0. 

A &c:tor•s mf•ri.•.r~J to owrall C."'tll« 111 "'I (Lo}111ty, FavorabWiy ad Value) ia liaclt iD D12UJ1J - u 

~ imprcMIJ, 10 doel dlo od.. Wcd:iaa 10 luip;ow a CAS Aclar worb 10 iaapow m• • .,. ~ ownJJ. 

,j, 1111 •aal'llly ._.111111 pn!VIDUI reponll~ ptf1od. 

'f' ... II: I fly..,_ 111111 ,....., • "'a ltt:t period. 

Customers Consistent on Value of FPC's Electric Service 

Contim1ina a !raid Cltlbl.i&bed iD dlo fl11 1996 bm t J+r\,r~abc~c~u~cao-qaancr~~~al~PPC~'I~I'ID~~· ~~'-:i:a~l C~G~I~< ~·CJ~i~Aly 
dw FPC's dccaic: aervico is m ..,..,.,.. ftluo, wont~ dlo 

price tboy pay: e n • ~ 

Scptcmbe: 's n:adiDa (2.4% """"""') II .......q_., widl 

prc:viOUJ moothJ' CM:D tbouah &war CUilOIIICti Ia 

SeplaDbc:r say tbll FPC' 1 ,... are low or raJIICIII"'e: 

PercepUon or Electrio RArt.lf 
Poaltfve Ratings 

Po.ltlve Retlnga 
(") 

June 31 
July 38 
Aug\IR ~ 

S.ptamber . " Total 31 

-

.... ....... .................................................................................
............. 
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FPSC Infraction Report- January (1996 Rulings) 

Complainant Alicia Summerlin· 2534-4-75522 

Complaint:. Customer saya the following: 

1. She has been complaining for several months about her meter not being 

read. 

2. She continues to get estimated bills for different months. 

3. Due to the continued estJmated billa, she waa being undercharged 

according to FPC. 

4. On May 29, 1996, her meter waa switched. She called the company and 

asked why? .... the ruaon she was told was ~ey placed a new meter that could 

be electronically read from the str.et.• 

5. June and July's biUa still were estimated billa. 

6. Customer called the company again. She was told the scanner was not 

picking up the meter reading. 

7. On October 14, 1996, another motor was put In place. 

8. Customer 1'8C81ved a call from the company stating that she had been 

undercharged. She would get an adju.ted bill which reflected the amount that 

she had been undercharged. 

9. Customer wants a break down of charges of the actual readings and not a 

lump sum charge. 

10. Customor can never get a clear answor as to her billa. 

Summary: Ma. Summertln'a meter was atlmated from September, 1995 to 

February 2, 1998 when FPC obtaJned a good reading. FPC Installed an EAT 

mete. on May 29, 1996. Unfortunately, there was a malfunctioning chip In the 

newly Installed meter resulting in addltJonaJ estimated billa for the months of 

August through October, 1998. The ERTwu changed out on October 1~. 1996 

and a reblll wu 11nt to the customer on October 18, 1996. On October 3U, 

1996. FPC recelv.d the FPSC Inquiry. 

Rule VIolation: ~.1 00 (3) & 6.099 • "When there Is sufficient oauN;· 

estimated billa may be submftted provided that wfttl the third consecuUve 

estimated bill the company shall contact the cu.tomer expialnlng the reuon for 

the estimated billing and who to contact In order to obtain an actual meter 



, ·--

reading. An actual meter readlng mu.t be taken at leaat once every abc months." 

and ·un~eu special cfrcumatancea warrant, meters ahall be read at monthly 

Intervals on the approximate corresponding day of each m• eN•adlng period. • 

Complaint: Mr. Mac:tt.y aaya that hie aervtc:e wu dlaconMCted !~y because 

the company aaya that Cdon Ek** requested Hrvice disconnection. He aays 

that he applied for aervk:o three weoka ago and paid a depo-'t and he wanta the 

service reltored lnvnedJately. 

Summary: Customer called Florida Power on November 28. 1998 to adviH that 

service had been dllconnected per the previous OCCtJpant'• requelt (the builder). 

A new account wu Ntlibflshed for the ~a. depotlt wu billed ., rJ a 

rtconnect wu ilaued for the following day. Mra. M.._, caUecf back and 

advlaed Flot1da Power that they were living at the reatdenc:e and needed service 

Immediately. She aaJd that the called on November 8, 19961o have .. rvlce 

placed In their name on November 21, 1996 and that Equlfu ecreenlng wu 

performed and the depollt wu waived. An lnveatlgaUon of Mra. Mackey'• 
Equlfax report reveaJa that Florida Power did make an Inquiry on November 8, 

1996 and according to Equlfax, no deposit Ia required fe"' the Mackey'e. 

Although FPC hu no record of Mra. Ma..."key'a call on November 8, 1996, the 

service charge and Initial ~ waa waived. 

Rule Vloa.tlon: ~.020 - Record of Application of Service. "Each U11llty ahall 

accept and keep a record of each application for service within Ita service area. 

The record shan ahow the name and address of the ar .,ucant, date of 

appllcatlon, date service II dellred and, In those instE 11 where ••rvlce Ia not 

lnltiatoo promptly, the reuon for the delay. Such rec J shall be preaerved 

until aervloela made available or as otherwise provldea under Rule 25-6.015(2)." 

Complainant: Mre. Elbert Dixon 30796-73058 

Complaint Customer aaya ahe reported her secunty light out on Oecemb.:· 26. 

The fight hu not been repaJred yet so she calf9d FPC this morning and was told 

It would not be repaired today. 

Summary: Recorda Jndk:ate that Mrs. Dixon -=.:011ed the street light outage to 

Fb !da Power on December 26, 1996 and agl ; ~n Oecomber 31, 1998. After 

receipt of the FPSC Inquiry, the light was rep.. ' 'Jd. 

Rule VJolatfon: Company Polley - Aorida P-;·:,er responded In a mann•r that 

waa not conalatent With company policy which :;tares "Replacement of lamp• of 



Company maintained fixtures wiU be made by the Company within 72 hours after 
the Customer notlftes the Company that the lamp Ia bumed out.• 

Complainant: Guy R. Gramley. 84225- 01020 

Complaint: Customer aald that the company lolt her November payment of 
$336. She did not ,.alia this untll lhe received her o.c.mber biD. She called 
and was told to fax a copy of the canceled check. She faxed front and back 
copies of the check to Elaine Rogers on November 15th. She called and Chuck 
told her not to worry that au would be straJghtenect out and she waa In no danger 
of disconnection. Customer' a 72 year old mother I'Midee In the home and while 
customer wu traveling on bualnMa two weeki later, the power was 
dlsoonneated. CUitomer called from New Jersey and wu told to start the 
process over agaJn as the company could not find her faxed copy of the check. 
Her mother had to ... rch the home In the datk for the check and go to a 
neighbor' a home to refax lt. Customer wu tad that there would be no 
reconneatlon fH charged. The $336 credit show.d on her bill but then the 
company added In the reconnectlon tee. Customer believes that aa the 
company ao mishandled her account that the connection fee should be waived 
and that she should be ,.lmburaed for the $85 In long d!stance fMa Incurred aa 
well as $1 50 for the hoHday food that wu lo.t In her refrtgerator. She wu rudely 
treated and no one ever apologized for the mea made of her account. 

Summary: On November 15, 1998, Mra. Gramley caJied FPC to advise she had 
mailed her payment. The representative advlud that payment waa not received 
and that she should fax a copy of the cancetee check to Elaine Rogers In the 
Credlt Department. The repreaentatlve then noted the credlt extenalon with 
these commenta. On o.cember 3, 19i6, neither payment nor a copy of the 
canceled check wu received ao Hrvlce waa dllconneated at 9:30 a.m. Mra. 
Gramley called FPC at 6:00 p.m. The representative laued a reconnect tnd 
requested a taxed copy of the check.. A copy of the c:hedc wu r-.celved at 6:42 
p.m. on December 3, 1998. Pow.rwaa resto~ at 7:00 p.m. lhat evening. On 
December 4, 1996, Mrl. Gnlmley contacted FPC and requested to apeak to a 
supervisor. The FPC aupervfaor explained that the payment wu mt.posted to 
thiP wrong acoount and wu Immediately transferred to Mrt. Gramley's account. 
She also apologtzed for the lnconv~lence and offered to ~oved the $27 
service charge. Mns. GtanWy receJved her Novwnber biD on December 16, 
1997 which Included the $27 Hrvlce charge. The seiVIce charge waa r l moved 
on December 23, 1997 and the FPSC Inquiry wu r-.celved on December 30, 
1996. . 

· ~· 



Rule VIolation: 25-6.100 (2) (c) (9) • Customer Billing: •(2) By January 1, 1983, 
each customer's bill shall show at least the following Information: 
(c) lhe dollar amount of the blll lncludlng separately: (9) Past due balances 
shown separately: 
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I'LCmiOA POWU COfii'OfiATIOH • .WQUST COVRTUY CAU.Im'O l__ 
I I ! Acc:ou'1C 

TWe 
Ff'8C rdiCI Prior ~ No. IO.S. Cui_,... ....,_ ,.,.,.,. 8v S&ldecl I Contacl 

I 8151V71~ .... 1011001 ... GI.QS ....., c.a v .. Tr .. I I.a..~ 
2 8/51V7l l!inldon. 1..1'* ~ ~ ... ,._ c.a Y• I No ........ ..., 
s MIIIJ7~ an- 80olat·71C. 01<03 """' ... No Tv .. Alia 

117N71V..._ ,._ 3e01~ 01-98~ s.n ~ v .. I No I~ . 111N'I ,..,...,..._ 1&111-13370 ~ ...,... ....... Y• ~ .,..... 
el 8/WT a...-. a... 2'3881-alll Gl.o:l AIM! c.a v .. v .. c-1 
7 8111N7 s.llt.Lhla 58110().74&65 OloiiNftlkld Rulli ....... v .. No ........ 
I I 811VV'/ .loldln. J.mee 1 0122-NI:III Ql.elllnllideT~ RoM! u.o 
a 811VV'/ 1'1111. JOe & ctndol 412$1.01810 Ql.lt T,_ Tdrn RIM! ........ v .. v .. IUO 

10 8113/Vf ~..,. .,...,... Ql.8e CM't "-"' ~ 8MI c.a No No c-1 
11 lf14N'I em.I. Wr. ~ OJ.al' s.n ....... No v .. I!AO 
1i 8/14N'I 1M!, Mr. NoiFI'OCUK. 01·· MDiolriG of £Me. ....., ........ v .. No Trw • 'i1111toi 1 

131 8/16N/1Andnan~ 117111-410111 Glo8t New kid. RIAl! ........ No v .. ........ 
141 8116N/l .HI!- 14~ 01-88 M Due DIM Ellen v .. No 
151 8116N/IQ8w. ·'"-'M 1 7070-122et 0"'" OleoclnnecA ...,... v .. No Cld 
101 8111N7l..,..__ ~ ofllllll c.- c-1 ~ ~ :r,.,,.,....,, 
17' 8111N71Qimw. ~ 117lloloOICM6 ~ Tim v .. No ' Tim 

Ill 811 IIIV7'10d1 !..oft Ull 01*1 ow I2S 1 olo3Z3II2 01.-80iliil Prol Sw KD ec..r. v .. No t.luaiAID 
I i i 1112!W7l~~.iriN TN 1~4 OJ..oel*oamec:l Rulli v .. No I 
201 ll/20r'II711Cifta. ...... 27W-t0044 {01...----llliina-....., Ellen ....... v .. No ........ 
211 emml 14 ~ ....... v .. No ........ 
221 B.I'ZW7flt-tzu~. ....... 1 7Ift-• 0«111 Gl.o3 &am Cwcl v .. No Carcj 

231 8/2!Sif71.._ c..n ~--- OJ .ell v.niV Pml AMI Rulli Ce/ol v .. No ICe/ol 
2AI 812!SR7l~ D11W1 2II2H"?M Ql.ti&AM ,.. Ben No v .. I 

:zsl 8127N7 . o.era.. ?Mtwa:mt Gl.o3 s.n c.rcl v .. v .. 'Ce/ol 
201 IV2&97 ~---.. Kallw 

&20IIH47II <Nellie. aiDIOO Don Cltcl v .. v .. I Ca/'cj 

211 812118710...,..,.,.. 171040141 Ql.tl c..c lei~ llll*le¥ Cltal v .. v .. ICe/ol 
~~ , ~I,..__Ktn tl~ QI.QS Jom ,.. 

~ YH IM&aMI!lg 
8121W71~ tw~,• lmu-t015f7 Ql.llO lid; Pml AtMI ....., ........ v .. v .. l l4elua 
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CUSTO'j~Ef. _ JNT ACTS 
COIIPLA!NT RESOU1T10N -AUGUST 1997 

EXEcunVE OFFICE CALLS 
No. Date eu.tomer Name Direct - Concern c.IITebnBy Clll Dl.rllloft ,..~ 

1 811/97 ..... Fuel Rellnt Carol - - -
2 814/i7 •..-.EIID -~ Carol 9Mnlles Yes _ 
3 814197 Mrs. FniRelund Carol -
4 815197 tb1l. John Rec:onned SeMce 70 ...._ Yes 
5 BIIW7 Comllul CONP 30t.IIUel --

__! 818197 CI'IM. Je&wv CONP ~~ ~ 20 Minules 
7 818197 Dl.lltl, Cblv E. CONP 30Minules 
8 818197 FIUW:I, Loula ~ -~ Relund Y-''111 25 Minules 
II J¥!}1117 F!l!d, Loula Relu1d ... • 25~ Yes -~- -· ·-10 ~?-~- CONP ~lei II -- - --11 818197 ~Em l' NewEIN!Icpl Alia 20 ..... ~ - ~Q - - ·- - - - --12 818197 Argllls.~ ~~- Phone Nlmlel -~ St.inulel 

~~ · ----- - -13 818197 Oavii.Mb ... : ': ENF Info Carol m 7 .ll.llp. ~- p~~ ~ 
--14 ~ 20Minutes F-

15 818197 WaiiOn, 111m~~~ Oula . ~ - Alia ~~ YM - - -- ·-18 81111i7 Johi 11010, Al!n t=orn.~ ftC I •• 15Minules No -17 8112197 Cllpp,BIIe -~~ Me Hill 10Minules 
18 8112197 Alh,Mn. ./ Ttee T•ti•• •*~~J ~ 15 Minutes 
19 8/12197 Haag,Aodcy CONPIAECO Mel1aa . . -
20 8112197 Rash. Mr. v Outages Carol 
21 8113197 Hawtc.Jucl Claims Carol 

I 22 18113197 Kuiawa Mia. CEX Caiol . 

Pagel 

Dept. CUat. Sllllln.ct 

--- -----
No : 

No ·-
Yes ·---- ---

Yes -
-

Yes --
-- ------

No --- - --
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- - -

No ..... - -· 
Yes 
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34 

35 

3S 

111 

31 

39 

40 

41 

42 

43 
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Date Customer Name 

811:w7 John -
8114187 ' Panc:v 
8114187 '-l<lm . 
8114187 :Alii. Pllllkill --
8114187 Mlllk 

CUSTOIIEF. JNT ACTS 
COMPLAINT RESOLUTlON- AUGUST 1997 

EXECunVE OFRCE CALLS 
Direct- Concern caiiT8bnBy c:.t OUnllall "'•eon.rt Dept. 

EFT tl.l ~i . ..P~_,.IV' ~ 12Minuta 
__ \ __ 

--- - ---
CONP \JnknooM\ - -- --- . -- , __ 
CONP 20Minutes - . --- . --
Rude~ Casol - -- - . - t-

I 

--· -- l..ackol~ toOii~r -~ 
8115197 ~·- .. ~- DINer Melissa 
8115197 ........... PSC lnqully Meisa 
8115197 Paaon.Mr. Dwnage Pioperty l<lnUc1y 10 Mlnules 
8118197 Noel. Robert ~ Mebla IS Minules 
81UW7 ~Aind O.DP.P•cp : tr; IOmbeltJ 10 Minutes 
8120/W eooe.-. .-.r Aecoc •IIIC:t Kmbel1y 18~ 

8/2fW1 ~. !otf. . T AI!' T !i!m* !R Casol -
812tJf/7 Ia....... Ronda CEX Carol 17 ...... - - -- . - - - . -
8121117 ~'hlJ_'!!_ !rudl_U!Ing Roeld MeliA 5~ Y• - - -
812!!!! ~. a.• -- 9u*9t carol -- . _ .. _. .. --lmll7 ISne.~- TreeT Carol - - - ·- -8I'25N1 lr.:.- Jctln LaleNolce Carol --------- -
~ F:~~~ ~ - Carol 27Minules - -
8l25lf17 ~~ a.lms J Mlnulea - -
8I2M11 S.UI!z F......, Treer~- Rita e....._ -- -·-- - ---8MW7 ~MIIc:l*1e ~ Carol ----
8128191 Bodvnan,...,.... CONP Carol 20 Minutes 

Pege2 

CUat. Setlded 

-
~ 

. -

Y• 

-

----- -
-



COMPLAINT RESOl N ·AUGUST 1997 

EJCECU»VE OFACE CALLS 
No. Date Customer ...,.. Direct • Coneem CIIT.-.nBy c..~ ""'"~ 08pt. Clast. Sldlaftld 
45 81'Z1191 P!41• sa.t WantedFPl . - . . ---- --- --48 812S/97 1<'1111,01 q Blhl Rita -- 20a.trdes -- -- - -- --
47 8I2SI97 Fddl. Milly 8111 CONP Carel 30Ynutes . ----------
48 8l'l2R7 Mara.O.Idl• in.-- Carcl 10 ...... 

411 8I20ifl7 . Blda.ctca c.al - ----- IV12J97 Blltw\ CEX ~ 20 ...... - - --- ~ ---51 
------ ---- --- - -52 - - - -- -53 --· . - 1--- -- -- -- -- - -- 1--·----

. 
54 ---- - - ---- --·-1··------ .. ·-----S5 - - -------- - - - ---·- ---- - -- -- - - -- --lie - -- - - -- --- - I " I·· -- - .. --- - - -- . - - -57 

--·. 1·-------' --- - ·-·- -- - - --- - -·-- . 
lie - - . - . -·- - - - . 
58 . . - . - --eo . . . - < - . . 81 - - . . . - - - . . . 62 -· ... . . . . - ·- - 1·-·· ' - - -83 
84 

Page3 



Ullal 
No. Reo ahed !slued To: 

58 7/W7 

eo 118N1 t' r 

81 711R1 Ul I 

82 7/11M c.ol 

63 7/18NI 

114 8I5R7 II I I 

115 8111M c.ol 

88 8111NI 

ff1 llf11M II I I 

88 llf11M Clln:ll 

118 8111W7 

10 8l8l'l7 Ill I 

71 811:w7 c.ol 

12 8114117 -
73 8118R7 Celcl 

74 IMR1 t' '111 

75 8113197 •••••• 

EXECunVE OFAC .ETTERS ·1997 
?}g 

0... 
Anpo;lded CCII liP"' .... Mime Type 

1110187 onct I 

Will. A ~811 

... 

7/1NI w. t.-t. J. ~ 

7fJ!J/87 ~Eialn 8a'O 
7124117 F-. e.g 
llf1W7 '~ JaM - lr.-,hJO 

81'1Ni1 ~- ...... ...,........ Outage 
•· --

Rio$" dBy: 

Sue a-rt 

~ J .y_ de;,.....: 

U I I 

c.ol 

-
SueC1eaty 

!Carol 

ac.-.' Gent~ kfree lriiiiMig 

81121'17 
Sv.~ 1'1' II 

AM.~. ED FPSC 

9/3 r.....,DIIId Hul 0-1 1 ii\'vr-1~ _, 
tbllr.R.C.. 

8l2fll7 ---.a.a. Va.n IT.~ 
I._ Wallar 

T .ChW 

8/ZTM Locllil. Glr..ulloM v .a.g t ' e' ·e 
811t'J97 I KJna.a.t~~ BllklG Uell n 
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No. Date 

1 815197 

2 818187 -· ---
3 8115197 

_ .. _ 8115197 

6 81181f11 

6 811W97 

7 

8 
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12 
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14 . 
15 

18 

17 . 
18 

19 

20 

21 

22 

CUSTOMb .ONTACTS 
COIIPlA&HT RESOLUTION- AUGUST 11197 

IIISCELLANEOUS 
Customer Name Direct- Concern calf.._. By c.IDintloa Prior Conlllcl 

ea ........... Heat~~---- £lc* l..lllnty - -
Edmated ...... 10 Minules --- - - ----- -,AI:Jalr EFT 

-- ~-.... lte! - . -- · -Plb,.-.. -- Crdlsaue ~~ ---- --- - -~.,... __ on Drtver Melua . . - . 
T~~ - ~~i&fllli&ll PoleRial 

. 
I 

• -- -·- -- -- . . . I . ·- . -·-- -
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·- I·. . . . -· -- - . 
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