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Florida Power 8 Light Company 
Docket No. 100077 
Staffs First Request for Production of Documents 
Request No. 1 
Page 1 of I 

Q. 
Provide a copy of all scripts that FPL customer service representatives use when a 
residentialbusiness customer contacts them to establish electric service (see interrogatory 
request 2). 

A. 
Documents responsive to this request are provided as bates numbers FPL 000001 - 000044 



Questions U A W B L  balance when using reopen feature 

- Wrlte tlowi, accoiiiit iiuiiiher to reuleve 
1302228000 

Accoiiiit Balance Traliietl R e p :  
Now that I L e  completed yoiir order, I wlll 
research the prior halaiice for you. One 
iiionient please wlille I access the accoiiiit. 

Noli Accoiiiit Balance Tratiied Reps: 
Now that I've coiiipletetl yoiir order. allow ine 
to tranffer yoit to a represeiitatlve t o  research 
the halaiice 011 your BCCOIIII~. 

- Retrieve prlor accoiiiit 
-Transfer call to Specialist 

I 

FPL - 000001 



Alternative ID Reqnirecl (Sewice OFF) 

~ Coinplete order 
~ Advise Deposit 8 Sewice Cliarge 
-Do not provide Final Script 
-Advise ciistonier 
t4r.M. _, we wlll not Le able to place the accoiiiit In yonr 
name and connect the electric sewlce nnt11 we receive the 
reqidretl clocrinieiit. Please lnclucle the address you're niovliig 
Into and a contact phone nnniLer. Please call 11s back at 

1800383-7030 after you have faxed yoni clocaiiient. 

AFTER HOURS & WEEKENDS, WHEN POSID IS NOT AVAILABLE 
Mr./Ms. -, we will not be able to place the account In yonr 
name and connect the electric service entll we receive tlie 
ieqiiirecl tlociinient. Please Inclncle the address yon're niovliig 
Into and a contact phone iiiiirber. Please call lis back at 
1800883-7030 after you have faxed yonr clocnnient the next 
Lislness clay. 
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FPL - 000002 



<I2441 SW 19JTH ST> 

Premise Risk investigatioll Pencling 

DO NOT TAKE CONNECT ORDER - Traiisfer t o  I @ Prenike Risk. 

After Iioiirs ant1 weekends when Prenllse 
Risk is not avallal~le, have ctistonier call the 
next Lisiness day: 

- Monday . Ti~iirstlays belweeii 70111 - 6:3Opn1. 
- Fridays between 7ani ~ 5pIn 

I 
Premise Risk Conilltion: I 
- Coniplete order lnfornintioii 
p i s  call will Le transferred to Premise Risk) 
M-Tiiiir 7AM TO 6:30Pffl Friday TAM TO 5PM 

After hours & weekends. when Prenike Risk is 

- Coniplete order iiiforniation 
If yower is ON 

If powei is OFF 

Effective Date 

- Enter appiopriate Effective Date 

-Enter WEXT Irasiness clay (or after) for 
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FPL - OW003 

~ 



Premise Risk Coiidltioii: 

- Bill Deposit (do not discuss with ciistoiiier) 
-Validate order 
-Do not provide Final Script 
~ Advise ciistoiiier 
Mr./Ms. -, at tlils time I wi l l  need to transfer 
you to the representative assigned to this 
accoiiiit to coiiiplete yoiir orclei. One nioineiit 
please ... 
-Transfer call to Preiiiise Risk 
M-Tliiir 7AM to 6:30PM Friday 7AM TO 5PM 

After lioiirs EL weekecitls, when Premise Risk is 
iiot available 
- Bill Deposit (do not disciiss with ciistoiiier) 
-Validate Order 
~ Do not provide Filial Script 
~ Advise Customer 
MrJMs. _., the represeiitntlve that will 
coiiiplete yoiir order Is iiot available at this 
t h e ,  they will coiitaa yoii the next I)usiiiess 
day to complete yoiir order. 

- lssiie RlTS request - Connect with Premise 
Risk After How Coiitiitioii 
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FPL - 000004 



Verify ID 

-Verify identificatioii entered 
if SSNlSlN entered correctly - requesl DLN. 
If DLN entered correctly - select Alternative 

If iiiforniatioti entered incorrectly -re-enter. 
ID. 

- Press Enter 

Alternative ID Recliiireci (Service ON) 

- Conipiete Order 
- Advlse Deposit 8 Service Chaige 
- Do not provide Final Script 
- Advise ccistonier 
MrJMs. _, in  ordec to prevent t i le seivice 
froni Leiiig disconnectecl, we iieetl to receive 
1lie required ciocrinient within 24 iiorirs. Please 
include tile address you're nioving into and a 
contact phone niiniber. If we receive your FAX 
before 2:00p.n1., we will contact you the same 
iiieiness day to confirin receipt. if we receive 
your FAX after 2:00p.m., we will coiitact you 
tile next i,tisiiiess clay to confirin receipt. 

0 

5 

FPL - 000005 



Verify ID 

.if iircorrect re-enter 
-if correct aiivlse custoiiier 
MiIMs. -, since you were itliable IO irrovide us with a verifiable Social 
Security Naiiii)ei 01 US Driver’s LlcenselState ID Natiiber. it will be iiecessary 
foi yoii l o  FAX lis another foriii of hon-expired iclesrlficatioii. 

We can accept one of the foliowiiig: 
-US Driver’s Liceiise or State ID (if avaiiahie) 
-Passport (info & picture page) 
- Alieii Reglotratioti Card (Greeu Card) or Work Periiilt 
.Visa (Permit To Le in Cowtry) 
.US Birth Certificate with your Social Security Card 
-US Military pictiire ID 

Please atltlress your FAX to: FPL-ID Veriflcatlolb, ani1 oirr toll free FAX ii is 
1.866523-1383 

0 

- Complete Ortier 

6 

FPL - 000006 



c1911 CLEMATIS ST> 

Meter Needs to be Set: 

-Advise ciistoiiier 
Our records indicate that your iiew lioiiielaiit 
requires a ineter to be iilstalied. We iionnally 

@ caii liistall the tiietet wlthlii 13 workiiig days, 
providing yoiir liiilldei, electriciati atid FPL 
liave coiiipleted ail the iiecessaty work. 
Please iiiake sure lire meter area Is accessible 
and all clrcutt breakers are tiiriiecl to tile off 
position so we caii safely liistall yoiir ioeter. 

- Coiiiplete order 

e3218 NE 7TH PL APT 2 APT R> 

- Coiiii)lete Order aiid Advise Citstoiiiei 

Our records Itidicate ai1 iiispectioii is reqiiireil 
for your new Iioiiie/Lasiness. This iiispectioii is 
provided by the iiiiiiilclpslily oi coillily tlial 
your new lionie/biisliiess is located in. Oiice 
we receive coiifiriiiation that the iiispectioii 
has been Issued, we can noriaally coiiiiect 
sewlce wltliiii 13 workiiig days I)rovlcling yolit 
biillder, electrlclnii aiid FPL have cotiipleted 
all the necessaly work. 

FPL - 000007 



STOP! 

before coiiiiiiuliig with order. 
@ Must call CIC to cancel ~ieticliiig Disconseet 

I 

8 

FPL - 000008 



416 NW 114TH AVE APT 1032 

Oar tecorcls lntllcate that oiit revenue 
protection clepartiiient inust liaiidle orders oii 
tliis accouiit. Yoti iiiay call tlieiii to coiiiplete 
your order at 18005286621 oplioii 8. They are 
avallal~le Moiiday tliroiigli Frlclay froiii 9 alii to 
5 pin. I aiii sorry I was not alile to coiiiplete 
your request toclay, tliniik you for calliiig. 

0 

9 

FPL - 000009 



Special Cut I 
1. Call CIC for coiiiiect time fraiiie (CIC will 

issue Special Connect ticket) 
@ 2. Acivise customer of time fraiiie 

3. Note remarks - aclv ciist of time fraiiie 
1. Select No Field Action in Metei Special 

Request area 
5. Cotnplete order 

I 
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FPL - 000010 



~3601 SW 117Tfl AVE APT205> 

Meter Needs t o  be Set: 

- AiMse custonier 
Our records Indicate that yoiir new Iionieiapt 
recisires A nieter to Le installed. This will take 
approwlinately 13 Lnsiness tlays to complete. 
Please make snre the iueter can Is accessll~le 
ant1 a l l  crrccilt breakers are triniecl to the off 
1)osItioii so we can safely install yonr meter. 

-Type reniarks ~ Aclvisecl c i ia 13 business ilays 

- Coniplete oicler 
to set meter 

FPL - 000011 

I 1  



AfIer cotiipletltig yoitr a~iplicatloii for senrlce, I 
wi l l  traiisfer yoii to someoiie that can 

iiivestigate why there is ail accotint In  yo~tr  
iiatne with a Lolaiice. 
Moil - Filclay 8AM TO 5PM 

After hoitts 6, weekeiiils, when Preiiiise 
Research iiot availaLle 
- Coniplete order liifortiiatloti 
- Reiiiove delay for clocuinetitatioii 
~ Achrlse cii&oitier 
After cottililetiiig yoitr order I wi l l  provlcle yoit 
wltli a phone tiriiiiber of a specialist tiiut can 
iiivestiyate why there is an accoitiit in your 
iiaine wltli a balaitce. 

12 

FPL - 000012 



I 

>Advise ciistonier of deposit 
>S~ihiiiIt order 
>Provide Final Script> 
Advise citstoinei 
At this tiine I wil l  transfer you to a representative to ~I~SCIISS the prior balance we sliow 
in yoiir iiaiae. It is iniportant that you reinaln on the line to speak to this 
representative to ensure tiiis halance Is not transferred to your new account if you are 
itot resi)onsihie. Owe nioiiieiit please ... 
>Transfer l o  Prenihe Research 
Man - Friday 8AM TO 5PM Q 
After lioiirs 8 weekends, when Premise Researcli not avaiiahle 
5 00 not transfer t o  Premise Research 
> Advise catstoilier of clepostt 
> Siihniit order 
> Advise ciistonier 
Our records show there is a prior halance 111 your iianie. It is ilnponant tiiat you call 
14884864849 the next hrisiness day to speak to a representative l o  eiisnre this 
halance is not transferred to  your new aceoiltit If you are not resyolislhle. 
> Provlcie Fliiai Scrlpt 

13 

FPL - 000013 
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FPL - 000014 



FPL - 000015 
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FPL - OM1016 
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FPL - 000017 
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FPL - 000018 



19 

FPL - 000019 



20 

FPL - 000020 



I I I I 
Exit 1 

21 

FPL - 000021 



22 

FPL - 000022 



23 

FPL - 000023 

~~ 



you qualify for our special F 

seiicl mi appllcatiori with yow deposit 1)ill 

*If ciistoriiei ieqiiests more Iiiforiiiaiion 
aboirl ABP please advise: 

24 

FPL - 000024 



ABP Reduce - ON 

, I 
L I 
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FPL - 000025 
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FPL - 000026 



27 

FPL - 000027 
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FPL - 000028 



The required dei)oslt aiiioiiiit is the 
expected cost of 2 inoiltiis electiicity at this 
preinise wlieii occuiried. 
if ciistoiiiei asks The expe 
Based oii acttiel electric II 
occiipleti. 

If rCii6toiner Disjmtes Deposl 
Afier 12 inontlis of service, i 
exceeds yoiir two iiiontii average hill, 
please call LIS beck t o  ieqiiest an excess 
deposit refiind. 

n... 
I 

Explahi Deposlt 

GG Refiind Alternative 1 
liiltlai ~ Power OFF 
Initial - Power ON 

U.. 

D. 

Y 

- - liiltlai - W a k e  

Military Reduclloii 

Temporary Accoiiiit 

- Transfer Dep True Up 
t 7  

29 

FPL - 000029 



choose to eiiroll we will refiintl your 
tleposlt aftei your eiiiollineiit Is processed. 

'If customer ieqiiests more iiiforiiiatlon 
aboiit ABP please advise: 

1X-J 

30 

FPL - 000030 
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FPL - 000031 
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FPL - 000032 



- 
Mr.fMrs. - yoiii ortlei i o  coiiiieet seivlce is now coiiiplete. Please allow iiie 
to traiisfer you for your order coiifiriiiatlon iiiimher, aiicl thank you for cilllliig 
FPL. It lias been any pleasitre to assist you. 

iSt4 . Vapois ti ansfer script 

Sr.fSra. -, la ortleii para coiieetar el servicio e 
Periiiitaine ahoin Imsarle a1 clepartaiiieiito qiie I 
coiifiriiiaclon. Eii nomime de FPL, cJraclns pot 811 Ilainada. 
IieLeile ateiitllclo. 

rlco lie sido procesatlo. 
ro de 
io iin placer 

- + 

@ Traiisferred To Sales Rep 
0 Traiisfer to other clepanineiit 
0 Saiiie Ciistonier 
0 Not Declsioii Maker 
0 Other 

QiiallRes for: 
IlPD CMC SSP 

33 

FPL - 000033 





Connect 

Final Scripts 
SCdDt TVDe 

Premise Type Name of Script 

Commercial commercialConnect 

anguage 

role 

panish 

Sdpt 

IF TRANSFERWemet mwsn wy&w w Id kot6 pou now0 rdmem Mdwn a. M k i  desk6-w le die 
FPCr BIlrinass Care Center. Scte youn plcri poum s&v?-w.\\lF NO TRAHSFERIP6m*t m n  ba 01 

nimhvO btdm a. NinCrro bddm a Se %. Wsl desk& 10 r6le FPL's Business Care Center. Set6 
p u n  #&i w - m  sM-w. 
IF TRANSFERWbw me to transfer you for your new Bin Account number. Thank you for caking 
FPL's Business Care Center. it has betn my pkasure to assist you.\UF NO TRANSFERWlow me I C  
m n h  your order by prmiding you with your new Bill Acmnm number. Wwid you like that number 
no*r? The number is %. Thank you for calling FPL's Business Care Center, it has been my 
plaasum to assist you. 
fF TRANSFERWenitame transferirlolla pare que pueda reciiir su nuevo nIjInem de cuenta. 
Gradas por llamar a el wwicio de negocms de FPL ha sido un placer asistirle.\F NO 
TRANSFERPermltame que mnf ine su orden dandole su nuevo ndmero de wenta. Quisiera eSte 
n6mem de cuenta? El ninnem N %. Gracias por llamar a el sewido de negoms de FPL. ha sido 
un Dlacer asistirie 

Final Scripts Commercial commercialConnect 

Final Scnpts 
Final Scripts 
Final Scripts 
Final Scripts 

Commercial noSewiceChargeSummary 
Commercial noSeMceChargeSumrnary 
Commercial noServkeChargeSummary 
Commercial pacPremiseSummary 

a@ic.abk.\VJO Y W H A M  kY QUESTIONS ON THE TIMEFRAME Uf applicibk OR 
REQUIREMENTS\\TO HAVE YOUR SERVICE CONNECTED? 

&e 
nqlja 
panish 
m e  

I 

1 of6 

Mr.lMme. %I Nap voye pr6myiC b6dwo a %2. 
Mms. %I, your Wst inn stalementvrill be %2. 
En res&. Sr/Sra. %I. sv primer estado de cuenla sera en Y.2. 
SOnj+. nap b6mzn 1-3 j-3~ traag pou-n mete koum-an ap& n w  &em deny6 ksans lan. 

Final Scripts 

final Scripts 

Commercial pacPremiseSummary 

Commercial pacPremiseSummary 

nglish 

panish 

m k  

@ish 

Remember I will take 1-3 mrkiig days to activate your semce once we receive the Cerlkate of 

Recwrde que t m r a  1-3 dias laborales para adivar su sewkh en su nmbre en cuanto recibamo! 
el d a d o  de ocupad(nr. 
Si v w  p, pa mwi de prekospn meIe tout breke nan bwat fuib la "OW'; epi asure nou genyen 
rantre Ih kote konte an ye. Ou pa bezwen nan kay Ian pw nou k m k t e  kouran an.\\SAME DAY or 
PRIOR EFFECTIVE DAm-Avan 2pm - NOU pra'l fe tout efo pou konekte kouran ve mimi as* 
an.\*Apre 2pm- Nou pra'l fe tout efo pou konekte kouran ve mimvi nan jou travay ka'p vini apre jodi 
a.\WJTUFE EFFECTNE DAm%ou pral fe tout efo pou n w  konekte kouran ve mimvi nan jou ki 
dat efeldiv la\UF DEPOSIT IS REQUIRED PLEASE ADWSEWou nou kapab konekte kouran nan d l  
sa. ou h peye depo an avan 2pm oubycn avan dat efekfiv la.\\(Please also remind customer of 
any dwannentation requ'rsmtnts if appticabk)\Wote: When Equifax Is down, advise customer 
depssit wili be b i W  and member to remm the deposl delay d e  if applicable.\Eske ou genyel 
kespn SOU tan pou kaskte k m n  anmande k I nNew oubyen si ou dwe mande. 

In wdar lo saw m n e d  your meter, please turn off all drcuit breakers and ensure accass to the 
meter area. You win not need to be at the property In order for us to mnned your swvice.\!SAME 
DAY or PRIOR EFFECTM DATE\*Bcfon 2pm - We will make wry enDd to h a m  the servia, 
mrmaded by midni$n migilL\\*Afkr 2pm -We will make every etfort to have the Sewice 
mnnecle4 by midnight Ike Mowing bwsinas day.\FvTuRE EFFECTIVE DATE\'We will make 
mmy effort tc have the =nice mnneded by midnight of (ordcr effectin date).\UF DEPOSIT IS 
REQUIRED PLEASE ADVlSNn d e r  to have your Service connected by the tineframe provided. 
your deposit payment must be receivad by 2pm on or before the date of p u r  nder.\\(Please also 
mind customer of any dwumentatkm reqwhmefrb if appkaMe)\Wote: When Equifa? is down. 
am.%= aahnner den~sil MI  be billed and remember to remove the deposit delay mde if 

Ocngancy. 



:onnect 

Final Scripts 

;cript Tvpe 
inal Scripts 

Lomrnercial powerOnSummary creole 

'remise Type 

:ommercial 

anguage 

panish 

lame of Script 

owerOffSummary 

ScW 

Para wnectar su metm contador de una forma segura. apague todos 10s mlermptores de 10s 
circuitos y areglirese de que se pueda aceder al Area del metro wntador. Noes necesario que se 

Final Scripts 
Final Scripts 
Final Scripts 

encuentre en la pmpiedad para que wnectemos el seNicm.\\SAME DAY or PRIOR EFFECTIVE 
DAm'Before 2pm. Haremos todo lo posible para que el servicio quede wnectado a la 

Commercial powerOnSummary english 
Commercial powerOnSummary Spanish 
Commercial serviceChargeRRDSurnrnaty creole MeJMme. % I  wap peye S%2 POU sevis la nou mete. Lap pact sou prhiyi, bodw a shlman. Ian 

- 
statement 
Sr.lSn. %l, habra un cargo de $%2 que aparecera en su primerestado de cuenla. 
Me.lMme. %1 wap pee 5%2 pou &vis la nou mete. Lap par.9 sou premiye bddwo a elman. Ian 

Mr/Ms. % I ,  there wilt be a OM time sewica charge of S%2 that will appear on your first bill statemer 

Final Scripts 
&mal Scripts 
.u dat %3. 
f inal  scripts 

Commercial serviceChargeRRDSummary Spanish 
Commercial serviceChargeSumrnaiy 

Commercial sewiceChargeSumrnaly 

creole 

english - 

I I I ldaL 
Final Scripts (CONIrnerCial (ServiceChargeRRDSummary lenqlish IMrlMs. 561. there will be a one time serwice charge of $%2 that will appear on yourfirst bill 

Y 

Final Scripts 

%3. 
Sr.Era. %I. habra un cargo de S%2 que aparecera en su primer estado de cuenta %3. 

*le FPL SLte pl&i mwen pou-m te Me-w. 
A b  me to coin?nn your order by prwidmg you with your new Bill Account number, Would you llke 
that number now? The number is %. Thank you for calling FPL. a has been my pleasure to assist 

Commercial serviceChargeSummary 
Residential noOfferSalesSummary creole PhmN m n  ba ou nOUvO nimdw bWw0 a. Now0 n imho b6dw a %. M&i anpi] paske-w te 

Residential noOfferSalesSummary 

Spanish 

english 

Final Scripts 

Final Scripts 
Final Scripts 
Final Scripts 
Final Scripts 

. .  
YOU. 

Pmitame que confirme su orden dendole su n u w  numero de cuenta. Su nuevo n h e m  de 
cuenta. Qukiera cste nlimem de cuenta? El nlimero es %. Gracias por llbmar a la FPL. ha sido 
un placer asistirle. 

Residential noOfferSalesSurnrnary Spanish 

Residential noServiceChargeSurnrnary creole Mr.Mme. %I Nap voye pemyie Wvm a 562. 
Residential noServiceChargeSummary english MTlMs. %I. yeurfmt bill statement will be %2. 
Residential noSewiceChargeSumrnary Spanish SrlSra. %I, su m e r  estado de cuenta sera en %2. 
Residential offerSalesSummary creole 1F TRANSFEFWemM mwen konbktgw ak ou lot mounn kap pral ba ou nouvo n i m h  b M w o  a. 

Mesi desk& tC rCY FPL Set6 p u n  p k i  pou-m s&i-w.\\lF NO TRANSFER\Pem.mM mwen be ou 
n o m  n h h r o  bidno a. EskBw ta renmen n'mCvm a kouniye a? Nimewo a se %. Mesi desk& 16 

I 

I I 
lele FPL SM p u n  p ~ h  poum sbvi-. 

providing you with your new Bin Account number. Would you like that number now? -The numbe; I! 
%. Rlank you fw wiling FPL. it has been my pleasure to assist you I 

Final Scripts 

2 o f 6  

Residential OfferSalesSummary english IF TQANSFERWliow me to bansfer you for your new Bll Amur4 number Thank yw fw alhng 
FPL. It has been my pleasure to assM you.\\lF NO TRANSFERWIlow me to confirm your order by 



Connect 
.Script Tvpe 
Final Scripts Residential offerSalesSummary 

Premise Type Name of Script 

Final Scripts Residential pacPremiseSummary 

Final Scripts Residential pacPremiseSummaly 

Final Scripts Residential pacPremiseSummary 

Final Scripts Residential powerOffSummaty 

anguage 

,anish 

'eole 

,@ish 

,anish 

wle 
PRIOR EFFECTIVE DATEVAvan 2pm - NOU pra*lte tout efo pou konekte kouran ve minwi aswe 
an.\*Apre 2pm NOU pra'l fe tout efo pou konekte kouran ve minwi nan jou travay ka'p vini apre jodi 
a.\\FUTURE EFFECTIVE DATE\*Nou Val fe tout efo pou nou konekle kouran ve mimi nan jou ki 
dat efeklii la\\lF DEPOSIT IS REQUIRED PLEASE ADVISEWou nou kapab konekte kouran nan de 
sa. ou dm, peye depo an avan 2pm oubyan avan dat eiekliv la.\\(Ptease ako remind customer of 
any documentation requirements if applicable)\Wote: When Equifax is down, advise customer 
deposil will be billed and remember le remove the depQsil delay code if appiicable.\Eske nu genyer 
kesyon sou tan pou konekle kouran anmande le Ii nesese oubyen si ou dwe mande. 

meter area. You will not need to be at the property in order for us lo connect your seNice.\\SAME 
DAY or PRIOR EFFECTIVE DAm'Before 2pm ~ We will make every effon to h a n  the service 
wnneded by midnight lonightl\*Aner 2pm -We will make every effort to have the sewia 
connected by manight the foh lng  bmhess day.\\FUTURE EFFECTIVE D A m W e  win make 
every effort to have the service mnnCdCd by midnight of (order effetiie date).\UF DEPOSIT IS 
REQUIRED PLEASE ADVlSNn order to have your sewice wnnechd by the tieframe provided. 
your d e v i l  payment must be received by 2pm on or before the date of your order.\\(Please also 
remind customer of any doamentaliin requirements if applicable)\Wote: When Equifax is down. 
advise customer depait will be billed and remembcr to remove fhe deposit delay m e  if 
appncable.\\[)O YOU HAVE ANY QUESTIONS ON THE TlMEFRAMEUf applicable OR 
REQUIREMEMSl\TO HAVE YOUR SERVICE CONNECTED? 

circuitos y ascglime de que K pueda amder  al area del melm wnlador. No N necesano que se 
encuenlrc en la propiedad para que wnectemos el seNicio.\!SAME DAY or PRIOR EFFECTIVE 
DATEWefore 2pm - H a m o s  todo lo posible para que el sewicio quede conedado a la 

el (fecha en que entsa en vigor el 

3 0 f 6  

Script 

IF TRANSFERWermhame lransfeMona para que pueda recibir su nuevo numero de cuenta. 
Graaas por Aamar a la FPL. ha sMo un placer seNirte.\UF NO TRANSFERWermilame que wnflrmf 
su orden ddndole su nuevo n h e m  de cuenta. Quislera este ndmero de cuenta? El nomero es %. 
Gracias por llamar a la FPL. ha sMo un placer asktlrle. 
Soye. nap bemen l-3jou bany  pou-n l i e n  kouran-an aprl, nou @ s e w  deniy6 lisans Ian. 

Remember it will take 1-3 mrking days to activate your sewice once we receive the Certificate of 

Rnuerde que t m a n  1-3 dias laborales para atiNar su selviclo en su nombre en wanto reubamo! 
el amcad0 de ocupaci6n. 
Si1 vou ple. pa w i d e  pfekosyon mete tout brake nan h a t  I%J la 'off epi asure nou genyen 
ranbe lib kote konle an ye. Ou pa k w e n  nan kaY Ian POU nou konekte kouran an.\\SAME DAY or 

h p a n c y .  



/Connect /Premise Type lName of Script lhnsuaae lscript I 
.Script Tvpe 
Final Scripts 
Final Scripts 
Final Scripts 

- -  

Residential powerOnSurnrnary english 
Residential powerOnSumrnary Spanish 
Residential ServiceChargeRRDSurnrnary creole Me.lMme. %I wap W e  fY2 POU sWs la nou m6t.5. Lap pact sou prh iye bDdwo a elman. Ian 

A r t  

Final Scripts 
, ._ 

Final Scripts 
Final ScriDts 

IResidential IservlceChargeRRDSurnrnary lspanish 
IResidential IserviceCharaeSurnrnarv 

ISrJSra % l .  habra un cargo de 1%2 que a p a m r a  en su pnmer estado de cuenta. 

IMe h e  %l wap PeyC 5%2 pou sevis la nou mete Lap parel sou prbmiy6 b M  a sClman Ian dat lcreole 

Residential serviceChargeRRDSummary english MrlMs. %I. there win be a one time service charge of $%2 that will appear on your first bill 
&t.rnrnt 

Final Scripts IResidential IserviceChargeSurnrnary english MrIMr. %1, there wll be a one tune service c h a w  of $562 that wll appear on your first bill statement 
"* 

Final Scripts 

I'Mon-Fri 8AM to 5PM 

Residential tugsummary creole ?mqC. nap b t m n  1-3 IOU travay pou-n met6 kourandn sou non-w aprc nou r&evua den@ lhsans 
la" 

. Complete order information 
(Thn call Unn be transferred lo Premise Research Department) 

'ARer hours .3 weekends, when Premise Research IS not available 
- Complete order intormalion 
If power b ON 
. Enter appmpnatc EffectNe Date 
If power IS OFF 
- Enter NEXT business day (or after) for Effectwe Date 

L 
Final Scripts Residential tugsummary english ' Rimember it Will take 1-3 vrorkiv days to adivate service in your name once we receive the 

Final Scripts Residential tugSurnrnary 

Fraud Scripts Residential OrderinfoFirstFraud english Gadin File Resear& Condition 

CeMicaIe of Occupanq. 
Rewerde qua tmara 1-3 dias laborales para activar su servicio en su rmmbre en cuanto recibamos 
el cerliricado de ocupacion. 

Spanish 
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:onnect 
criot Tvpe 
raud Scripts 

anguage 

nglish 

1 
? 

a a 
+d Scripts 
0 

MP~ 

Credd File Research Condtion 

remise Type 

!nglish 

esidential 

Won-Fri 8AM to 5PM 
Complete order information 
D o  not discuss deposit requirements wth customel 
-VaMatc order 
Do not provide final sdpt 

Advise customer: 
MrJMn.-. at thii time I will need to transfer you to the representative 
assigned to this account to mmplete your order. One moment please ... 
-Transfer call to Premise Research Department 

'ARer hours & rveekends. when Premise Research is not available 
-Complete order information 
DO not discuss deposit requirements with customer 
-ValMate order 
-Do not provide final saipt 

Advise customer: 
M r . M r s ,  the representative lhat will complete your order is not available 
at this time, they mill contact you the next business dag to complete your order 
Submit order AND Issue RITS request "Connect with Credd File Research ARer Hours Condition" 

Credit F& Research Condition 

'Mon - Fri 8AM to 5PM 
-Bin Deposit (do not discuss with customer) 
-Varkate order 
-Do not provide final script 
Advise customer 
Mr.JMrs.-. at this time I will need to transfer you to the representative assigned to this acwunt to 
complete your order. One moment please ... 
-Transfer call to Premise Research Deparbent 

'After hours & weekends. when Premise Research is not available 
-Bill Deposit (do not dscuss wth customer) 
-VaMale Order 
-Do not provide Final Saipt 
Submit order AND Issue RITS request 'Conned with Credl File Research ARer Hours Condlion" 

lame of Script 

rderlnfoDepositWaived 

epositlnfoSecondFraud Lesidential 
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Connect 
Script TVDe 
Equifax Scripts 

Equifax Scripts 

Premise Type Name of Script 

Residential equifaxDeceased 

Language Script 

english The social Security number YOU have provided cannot be used to complete this order. 

If you have questions or concerns about this information. piease wntau E q u k  at 1-888-259-2983 
to inquire on the stalus of your di file. 

The social ScwW number YOU have provided cannot be used to cmplete this order. Residential equifaxCreditFreeze english 

New wnned order must be taken using the new Nstmer  path. I 
Process Scripts 

n 
7 

8 
0 

0 
W 
ID 

If you have quesbonr or comrns about this information. please a n t a d  Equifax at 1-888-259-2983 
to inquire on the status of your credi file. 
'"Cannot recon& to an acmunt that has no SSN on record- english Residential noSsnMessage 
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Emaii Address initial Sdpts 
+If E U ~ ~ C T  docs not have email addmss to pmvida. dick pmceed with the email field 

MrlMrs - muld you please spell the primary business email address that we should 
haw on rewrd? 

Connect Residential NoEmail English blank 

I Mr IMm -Our ~ m d s  indicate we have an email address on record Could you Please 
" e m  the wllmg? I 

Emaii Address initial Suipu 
'If customer dws not have email address to p W e .  ckk  pmeed with the email field 

Connect Commercial NoEmail Endiih blank 

Before I mmplete youour request could you please confirm the wil ing afthe email addrea I I  on record? 

Email Address lnitlal SctiptS 

Betwe I oomplen p u r  requesL wuld you please anfirm m e  spelling of me mai l  addres! 
on mCnId? 

'If customer cannot r e d  email on recofd men obtain new email address if wssible. 
OR 

Bw Residential ExisbbgEmail Ewiish 'Nwstomerno bnqerrvam to pmvide an email, click pocced with the mai l  field blank. 

Email Address Initid Sctipts 

'If wit~mei cannot recall mai l  on record men obtain new email address if wdb4e. 
OR 

Bpo Commercid EnstiwEmail EnDlish 'If w s m e r  no longermnis to pmviae an email. click pmceed me email field blank. 



Script Type 

Email Address Initial S~n'pts 

*Ifcusmer canna recall email on record then obtain new email address if pcssible. 
lOR 

P W M S  Premise Type Email criteria Name of Languages script 
SCliLIl 

Mr.IMrs - Our recwds indicate we have an email address on mod. Could you Please 
verify the spelling? 

'If CUftOmsr cannot -11 email on record then obtain new email address if possible. 
OR 
*li EUsBlmer no Ionperwarn to pmvide an mail, Click pmceed with the email field blank. 

Mr.IMs. - Our -rds indicate we have en email address on record. Could you please 
verify the spelling? 

Rib Follow-Up Type Commercial EesbngEmail Engush 

Email Address Initial Scripts 
'If customer no longer nrants to pmvide an email. Click pmcced with the mai l  field blank. 

MrMm - wuld you please spell email address so that we may update our rewms 
and issue this request? 

Ris FoIIwUp Type Reridential EristingEmail EngtiSh 

Emeil Address Initial Scripts 
'If customer does not pmvide amail 

MrlMm - could yow please spell the email address so that we may update ow recwdl 
and iuue this request? 

R i  Follow-up Type Commer&l No Em r i 1 Enplish Wick pmc& buttcn email field blank 

n 
7 
0 
0 
0 
0 
P c. 

'If cusbmerdoes not provide email 
Email Address Initial Snipts Rb F0l10w-U~ Type Residential NoEmail Ennlish Click pmcced b M m  w'th mail field blank 

Mr.Mn. -Ow records indlcate we have an email address on record. Could you pleasf 
veri@ me spelling? 

I fcu~tomer cama reell email on mord then Obtain new email address if possible. 
OR 
'If wsmer no !mgsr w m s  to pmvidc am email. click proceed with the email field blank. 
Mr.IMm. - hn records indicate nre have an email address on m r d .  Could you pleast 
vwib the spelling? 

Email Address Initial Scnptr Ri ABP Commenial E x b m  Em ail Enmh 

Email Address Initial Scripts 

OR 
'If customer no longernrants to provide an email. click pro& with the email field blank. 

M ~ M R  - could you please spell the email address so that we may update our recad! 
and issue this request? 

RIs ABP Residential Existing Em ail Ewlish 

'If customef does rmt provide email 

M~MR - could you pkase spell the email address so that we may update our reme 
and kwuc this request? 

,Email Address Initial Scripts Rits ABP Commercial NoEmail En9lish Click pmceed with the mail field blank 

Email Address Initial Senpts 
-If customer doer not provide emad 

Rib ABP Resgdenbal NoEmail WWh C M  pmKsd btmm wth mail mid blank 



Yw slid haw he opbbn of prinlinp your bills. At Snt 
acd a paper smwmmt so m a  you can mnfrm your infomakm is identical. 

r*HI me@ a monthly ernail bill I 
Bpo Messages Emb An ErQsh canwesgnmuup for FBL Emaid m ram? 

Ancmcr )w qmWy for IS an autanalic payment wtlon. mat could as61s1 you 
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