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CONFIDENTIAL
AUDIT FINDING NO. 1

SUMMARY: The script glven to FPLES representatives who offer products and services
{o FPL customers does not require the representative to say that they wark for FPLES,
When calls were observed by Public Service Commission staff the representative did
say that she worked for FPLES. Although the script does not require the representative
to state what company he or she works for, the Key Elements section of the {raining
manual says "Always advise customers and pariners your name and company" as a
critical element. : ’

The way the question is phrased when providing the confirmation number and offering
services insures that the customer has o answer yes to the question if they want thelr
confirmation number. The confirmation number should be provided before they ask the
customer-if it Is alright for them 1o offer other services.

STATEMENT OF FACT: Part of the FPLES representative fraining [s refated to
handling the connect service business calls which are the fransfer of certain customers
needing new service from FRL to FPLES. After the coflection of information by the FPL
representative for the new service connection, the FPL representative then puts the
customer on hold to wait for thie conflrmation number and transfers the call io FPLES.
The manuai calls for the FPLES representative to greet the customer as follows: *Good
morning/afternoon Mr./Vrs. ,mynameis__ __ and!will bé providing you with
your confirmation number, as well as offering some services to help you with your
move: (s thatok? Thank you, Let me knowwhen you are ready to write down your
new number. Your confirmation number Is which is also your bill aceount
number. Using this humber for futuie inquires and requests will ensure a quick
response.” The FPLES representative then proceeds to ask the customer if thay are
Interested in the next sarvice that appears on tha screen such as telephone service,
cable service, newspaper deliver, or other FPLES services such as Utility Guard. Some
calls are never transferred fo FPLES because when obtaining the new servica
connection information, if is determined that the caller does not meet the screening
criteria. The screening crlteria is whether the caller is the actual customer, whether they
speak English or Spanish, if they have questions that require referral to another
department, or when the caller does not have ime when the FPL representative tells
them when fhat they will be transferred.

EFFECT ON GENERAL LEDGER IF FINDING 1S ACCEPTED: This finding does not
impact the general ledger. .

3¥ EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a fliing.
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AUDIT FINDING NO. 2

SUMMARY: FPLES offers several pragrams fo FPL customers such as Utilit_y Guard,
Power Surge and Surge Shield Protection. A-customer may befieve FPLES is the
regulated electric company.

STATEMENT OF FACT: FPLES offers several programs either through the transfer of
Service Connect business of through billlng Inserts. Thesa programs are for Utility
Guoard Insurance, Power Surge insurance and Surge Shield Protection, Wiility Guard is
insurance for protectlon of water lines and electric fines and it's offered to the customers
when the call is transferrad to the FPLES representative. Also, FPLES includes billing
insarts for Power Surge and Surge Shield Protection in FPL's utility bills. Power Surge
Is an insurance io provide protection for the customer's electronics and appliances. It
reimburses the customer for repair or replacement for covered losses, up to the
maximum of their policy. Surge Shieki Protection protects the appliances before surges
enter through the customer's home's electrlc lines or other vulnerable points of entry.
Sutge protectors are installed on the meter and ars monitored by FPLES.

When offering the Utility Guard Plan the represen’tailve says that the senvices arg
offered by FPLES. Tha bllling inserts included In the electric bills shows that the Power
Surge insurance and the Surge Shield Protaction p!an are being offered by FPLES, an
sffiliate of FPL.

Customers rmay not be aware ihﬁ‘@% non—regulated company. Having FPL in
the name may imply to the cust at FPLES Is the regulated utllity, A rule
proposed by staff on March 24, 2000 refated to Chapter 25-6 for a Code of Conduct for -
electric companijes. This rule was never approved by the Commission. However, it
stated that "A utility shall not give the appearance that the ulility speaks on behalf of iis
afflliates or visa versa or that the customer will receive preferential treatment as a
cohsequence of conducting business with the affillates. A utility many not promota or
advertise its affifate’s relationship with the utility nor altow the utility’s logo or name to

be used by the affilate in all forms of media unless 1t is accompanied by a clear written
or audio disclaimer that states that the affillate is not the sama compzany as the ulility

and Is not requlated by the Commission.”

EFFECT ON GENERAL |.EDGER IF FINDING IS ACCEPTED: This finding does not
impact the genearal ledger.

EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a fifing.
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AUDIT FINDING NO, 3

SUMMARY: The customer's confidential informaftion is fransferred from FPL o FPLES
in ordar for the FPLES representative to confirm the customer's electrlc service order
and to provide their confirmation number. FPL has a conildentiality policy for Information
entered on its website that says that FPL. does not reveal the customers confidential
informatiot to third parties, Including other subsidiaries of the FEL Group. The
Commission has a ruls establishing a Code of Conduct for gas companias that
disallows the transfer of confidential informatlon befween affiliates. A rule written in
March 2000 was proposed to provide standards for the elechic companies on handling
the coiifidential information between regulated electric companliss and affifates. The
proposed ruls for eleclric companies was never approved.

STATEMENT OF FACT: According fo the company “when new service calfs ars.
trafisfermed to an FPLES representative, only the information needed to confirm the
slectric service order, such as the customet’s name, address, the connect order date
and the confirmation number is provided. The customer is then asked for their
permission prior to offeting FPLES Connect Services. {See finding 1) If the customer
gives thelr permission, then only the confinmation numbey and any othey FPLES :
customer information needed to fulfiil the seyvices agreed fo by the customer is ratained
in the FPLES database system. If the customer does not give their permission, then
none of the customer Information used by FPLES to confirm elechic setvice is retained
in the FPLES database system.”

FPL has consistently throughout the years appled for confidenttality of customer's
information such as customer's account number, name and addrass.

Even though once the call is ended the screen i erased the FPLES representiative still
receives the cusfomer's information at the start of the call, ¥ the customer verbally
agrees that FPLES can provide further information, this information is also retained in
the database system.

-FPL's Privacy Policy on related to ifs website says “FPL does not reveal any personal

information that is provided by our customers thraugh our Web site fo any third parties,
including other subsidiarles of the FPL Group, except when requested to do soby a

governmental agency having jurisdiction, or by a court of competent jurisdiction or other
operation of law.,”

Commission Rule 25-7.072, 2 (b1} which is the Code of Conduct for gas service, states’
that the company "will not disclose, or cause to be disclosed, to any marketer, broker or
agent, previously non-public mformat(on about a customer wnthout that customer’s prior
authorization,"

This is a rule for gas service, but it appears reasonable that FPL should not disclose
any customer information fo any affiliate.
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A Commission Rule was proposed by staff on March 24, 2000 related to Chapter 25-6
of the Florida Administrative Code-for a Gode of Conduct for eleciiic companies. This
yule was never approved by the Commission, Although this rule was never approved,

_ the cohcept may.be relevant 1o this Issue. lfem 9(C}.(1) states: “Utilitles may not

release any proprietary customer information to any affiliate without the prior writien
cohsent of tha customer.”

EFFECT ON GENERAL LEDGER IF SIGNIFICANT FINDING 1S ACCERTED: This
finding does nof impact the general ladger.

EFFECT ON FILING IS ACCEPTED: This audit does not have a filing.
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AUDIT FINDING NO. 4

SUNMMARY: The FPL call care representative obtains personat information needed fo
establish eleciric sarvice from the customer before the call is transferred fo FPLES.
Some of this information such as: name, address and phone numbaer is used by
FPLES. In addition, certain information obtained by FPL qualifies the customer for the

& transfer to FPLES, No time Is allocated to FPLES for obtalning this information, FPLES
> Is charged for 10 seconds per call which is the estimate of the tims from when the FPL
¢ representative transfers the call to FPLES and waits for.a response from the FPLES

& representative. The FPL representative then tells the FPLES representatwe the

¢o customer's name.

1 From the observation ofnew service calls it was determined that io gather customer's
12 informatlon takes from 3 minutes and 18 seconds to 7 minutes and 44 seconds

¢3 depending on the iype of call. Only 10 seconds of this fime was charded to FPLES.
74 Seme of tha Information ebtained by FPL is a benefit to FRLES.
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STATEMENT OF FACT: FPL's rapreseniative obtaihs customer information such as:
rame, social securlty number, telephone contact, whether the psrson calling is the
owner of the renter, current power sfatus, closing date, billing address, email address,
depaosit information and verification of information. The computer does a credit check
based on this information. The time it takes to process sach call Is ranges from 3
minutes and 18 seconds fo 7 minutes and 44 seconds. (Sea attached summary of calls
chserved). The cost for the Hime it takes to gather this information Is not charged to
FRLES. FPLES Is not only bensfiting from the transfer call but also from obtaining this
fnfotmatlon without having to spend additional time to obtain it on thelr own. Based on
FPL's analysis of cost for call center representatives and managers every 10 seconds
costs FPL $1.46. See defall attached. Based on three month's data from 2004 there
are an average of {JjJjjjfjcalt transferred to FPLES each month.

.EFFECT ON THE GENERAL LEDGER: This finding does not affect the general

2Y ledger.

2]

EFFECT ON THE FILING: There is no flling related to this audj,
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SUMMARY OF CALLS AND TIMES

1) NEW SERVICE CALL

.2)

3)

4}

5}

8)

N

This call fasted 4 minutes and 20 seconds from fhe fime the customer called up
to the time.the FPL representative transferred the call and spoke.to the FPLES

representalive.

During the reguest for new senvice the customer requested the billing statement
be sent to a different address. This added time on fo the call.

NEW SERVICE CALL

This call tasted 3 minufes and 18 seconds. Tha customer's biliing statemant was
sentto tha customer’s address,

NEW SERVIGE CALL

This call lasted 5 minutes and 18 seconds. The call was made by a friend of the
FPL customer. The FPL represeniative gave the confirmation number and the
call was not {ransferred to an FPLES representative becauss the caller was not
the customer. .

NEW SERVICE CALL
This call lasted 4 minutes and 18 seconds During the request for new service

the customer requested his bifling statement be sent to another address and thls
added time on to the call,

NEW SERVICE CALL

This call lasted 5 minutes and 21 seconds. During the request for riew service
the customsr asked for the billing statement to be sent to ancther address. She
also asked if the name on the blll should be under the person renting for tha -
landiord which increassd the lengih of the call. The customer seemed confused

as to why the FPL representativa’'was transferring her to get her aonf rmatlon
number.

NEW SERVICE CALL -

This caltlasted-4 minutes And 51 seconds. The customer seemed confused
between the confirmation number and the account number, ~

NEW SERVICE CALL

This call lasted 7 minutes and 44 seconds. The person calling was not the
customer. The FPL representative gave her the confirmation number instead of
transferring her to FPLES, because she was not the customer:




t CALCULATION OF THE COST PER 10 SECONDS

Z 10 seconds
2 3600

Y =
002777

s

6 002777
7 113
¥ =
9

.0OD0160565

to Q0001605865
gox

2 1.15
3 =
/¥ .00001846496

/5 .DODR184B436
¢/ 7125

7 = .
2 00002591575
9

2 $50,736
a4 x
2 .00002591676

23 =$1.31486000

2 00002591576
2 16
2 = .00000164972

27 0000184972
2¥ X

23 381,163

i =

% 14766863436

# If seconds charged to FPLES per call
80 seconds times 60 minutes (3600} total seconds in one hour

Percent of ime per calt in one hour

Percent of time per hour per call
Total houre In a month

Percent of ime per I?wﬂfh per call QQ“?\DEN‘“N»

Queuing factor for time lost for calls going through queue
Parcer{t of time with queuing factos per call

Percent of time with queuing facter per call
Adjustment for agent’s productive time

Non-exernpt full fime equivalent (Percet of time per call adjusted
faor queuing factor and productive time)
Representative’s salary and overhead

Full time equivalent time _
Cost per 10 seconds for the represantative

Full time equivalent

Span of Gontrol (Supervisor handles 16 representatives)
Full fime equivalent for Supervisor per representative
Full time equivalent for Supervisor

Supervisor's salary a_nd overhead

Cosi par Supervisor

32. The total cost per 10 seconds is $1.31 representative + .15 supearvisor= $1.46.
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{ AUDIT FINDING NO. 5

2 SUMMARY: FPLES revenues for 2004 refated to the connect service business are
2 N e related expenses are

Y EFFECT ON THE GENERAL LEDGER: This finding does hot affect the general
5 ledger. C

> EFFECT ON THE FILING: There is no filing related to this audit.-
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1 AUDIT FINDING NO. 1

7 2 ( SUMMARY: The script glven to FPLES representatives who offer products and services
q’ to FPL customers does not require the representative to say that they work for FPLES,
" When calls were cbeerved by Public Sarvice Commission staff the representative did
§ say that she worked for FPLES. Although the. soript does not require the representative
{ to state what company he or she works for, the Key Elements section of the training
v manual says “Always advise customers and partners your hame and company” as A
g critical element.

9 The way the question s phrased when providing the conﬂrmalmn nomber and offering
(o services insures that the customer has to answer yes 1o the question if they want their
: confirmation number. The confirmation number shoukd be provided before they ask the

/ q /z customer if it fs aksight for them tp offer other services.

/)’ 2 STATEMENT OF FACT: Part of the FPLES representative fralning s refated to
¢ handling the connect service business calls which are the fransfer of certaln customers
5 needing new semvice from FPL to FPLES. After the collection of information by the FPL
4, representative for the new sarvice connection, the FPL representative then puts the
7 custemer on hold fo watt for the confirmation number and transfers the call to FPLES.
/¥ The manual calls for the FPLES representatiVe {o greet the customer as follows: “Good
18 - morning/aftemoon Mr./Mrs. , Iy name.is _and [ will be providing you with
2o your confirmation number, as well as offering some services to halp you with your
2 move. isthat ok? Thank you. Let me know when you sre ready to write down your
g2 New number, Your confimation numberls ___ which is also your bill account
23 number. Using this number for future Inquiries and requests will ensure a quick
2¢ resporise,” The FPLES representative then proceeds to ask the customer if they are
25 interested In the next service that appears on the screen such as telephone service,
a;, cable service, newspaper deliver, or ofher FPLES services such as Ulility Guard. Some

calls are never transferred to FPLES because when obtaining the new service

g{ connection information, i is deteimined that the caller does not mest the scresning
29 crlterla. The screening criterla Is whether the caller Is the actual cudtomer, whether they
3p spesk English or Spanish, if they have questions that require referral to another
% depariment, or when the caller does not have time when the FPL representative tells
22 them when that they will be transferred,

%% EFFECTON GENERAL LEDGER IF FINDING IS AGCEPTED: This finding doas not
41 impact the general ledger,

7§ EFFECT ON FILING IF FINDING IS ACCEPTED Thls audit does not have a filing.
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AUDIT FINDING NO. 2 . .
E\2 G | E
\ SUMMARY: FPLES offers several programs fo FPL customers such as Utility Guard,

Power Surge and Surge Shield Protection. A customer may belfeve FPLES is the.

f
2
3
: regulated elsclrie company.

- L’ STATEMENT OF FACT; FPLES offers several programs either through the tiansfer of
Service Connact business or through bilfing Inserts. These programs are for. Utility
Guard insurance, Power Surge insurance and Surge Shield Protection. Utility Guard is
insurance for protection of water lines and electric lines and it's offered to the customers

9 when the call is transferred to the FPLES representative, Also, FPLES includes bifling
/o insests for Power Surge and Surge Shield Protection in FPL's utility bills. Power Surge
¢ Is an Insurance to provide protection for the customer’s electranics and appliances. it
. relmburses the customer for repalr or replacement for covered losses, up to the

;3 maximum of their policy. Surge Shield Protection protects the appilances before surges
v enter through the customer’s home's electric iines or other vulnerable points of entry.
s Surge proteciors are installed on the meter and are monitored by FPLES,

rt6 When offering the Utitity Guard Plan the representative says that the services are
47 offered by FPLES. The bllling inserfs included In the electric bills shows that the Power

by Suige insurance and the Surge Shield Protestion plan are being offered by FPLES, an
yy  affiliate of FPL.

40 Customers may not be awara that FPLES is a non-regulated company. Having FPL in
2 the name may imply to the cuslomer that FPLES Is the regulated utility. A rule

2 proposed by staff on March 24, 2000 related to Ghapler 25-6 for a Code of Conduct for
a3 electric companles. This rule was never approved by the Comunlssion. However, it
“lay stated that "A utility shall not give the appearance that the ufility speaks on behalf of its
F’g affiliates or visa versa or.that the customar will recaive preferential treatment as a

¢, consequence of tonducting business with ttie affifiates. A utility many not promote or
27 adverise its affillate’s relatlonship with the ufflity nor aflow the ulllity's logo or name to
2% be used by the affillate In all forms of media unless it is accompanied by a clear written
29 or audio disclaimer that states that the affillate is hot the same company as the utiiity
sp and is not regulated by the Commission.”

%) EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not
32 Impact the general ledger.

33 EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing.
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ALDIT FINDING NO, 3 GQN‘:\“

2 SUMMARY: The customer’s confidential Informatlon is transferred from FPL to FPLES
3 in order for the FRLES rapresentative to confirm the customer’s eleckic service order
4 and to provide their confimmation number. FPL has a confidentlality policy for Information
s entered on its website that says that FPL does not reveal the customers confidentia)

¢ inforthation to third parties, including other, subsldiaries of the FPL Group. The

7 Comirilssion has a rule establishing a Code of Conduct for gas companies that

v disallows the transfer of confidential information between affiffates. A rule written In

¢ March 2000 was proposed toprovide standards for the sisctric companies an handiing
se the confidential Information hetween regutated electric companies and affillates. The
1 praposed rule for electric companies was never approved.

/2 STATEMENT OF FACT: According to the company “when new sepvice calis are

¢3 fransferred {o an FPLES reprasentstive, only the information needed to confirm the

/¢ eledtile servive order, slich as the customer's name, address, the ¢connect order date
15" and the confirmation number is provided. The customer is then asked for their

¢t, permission prior to offering FPLES Connect Senvices. (Sea finding 1) 1f the custormer
&7 gives their permission, then only the conﬁrmat:on umber and any other FPLES

¢y custemer infarmation needed to {ulflil the services agreed to by the customer is relained
/9 inthe FPLES database system, If the customer doas nat glve their permission, then

4o none of the customer information used by FPLES to confirm electiic service is retained
27 Inthe FPLES database systent.”

i2 FPL has consistently throughout the years applied for confidentiality of customer's
22 Information sueh as customier's account number, naime and address.

24 Even though once the tall is ended the screen Is erased the FPLES representative stil
25 receives the customer’s Information at the start of the call. If the customar verbally

2% agrees that FPLES can provide further information, this information is also retained in
#7 the database system.

FPL's Privacy F’ol;cy on related to its website says “FPL doss not reveal any personal
information that is provided by our customers through our Web site to any third parties,
including other subskiiarles of the FPL Group, except whern requested to dosoby a

governmental agency having jurisdiction, or by a court of oompetent jurisdictlon or other
operation of law."

Commission Ruls 25-7.072, 2 (b1) which Is the Code of Coniduct for gas service, states
that the company “will not disclose, or cause fo be disclosed, to any marketer, broker or
agent, previously non-publlc information about a customer without that customer's prlor
authorization.”

This is a rute for gas sarvice, but it appears reasonable that FPL should not disclose
any customer information to any affiliate. ‘
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A Commisslon Rule was proposed by staff on March 24, 2000 refated to Chapter 25-6
of the Florida Administrative Code for a Coda of Conduct for electric companles.  This
rule was never-approved by the’ Comimission, Although this rule was never approved,

- the concept may be refevant to this issue. ltem 8(C) (1) states: "Utiiities may not

refease any proprietary customer Information to any afiillate without the prior writien
consent of the customer.”

EFFECT ON GENERAL LEDGER iF SIGNIFICANT FINDING 1S ACCEPTED: This
finding does not impact ihe general ledger.

FEGT ON FILING IS ACCEPTED: This audit does hof have a filing.
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SUMMARY: The FPL call care representative obtains personal information needed to
establlsh alecliic servics from the customer before the call Is fransferred to FPLES,
Some of this Information such as: name, address and phonie number is used by

-~ FPLES. In addition, certain information obtained by FPL gualifies the customer for the

transfer to FPLES. No time is allocated 1o FPLES for obtaining this Information. FPLES
Is charged for 10 seconds per cafl which s the estimate of the time from when the FPL
representative transfers the call to FPLES and waits for a response from the FPLES
representative, The FPL representative then {ailg the FPLES répresentative the
cusiomer's name.

From.the observation of naw servica calls it was determined that to gather customer's
[nformation takes from 3 minutes and 18 seconds to 7 minutes -arid 44 seconds
depending on the type of call. Only 10 seconds of this {ime was charged to FPLES.
Some of the information obtained by FPL Is a henefit to FPLES.

STATEMENT OF FACT: FPL’s representalive oblains customer information such as:
pame, social security number, tefephone contact, whether the person calling is the |
owner of the renter, current power status, closing date, billing address, email address,
deposit information and verification of information. The compuier does a credit chack
hased on this information. The time [t takes to process each call is ranges from 3
minutes and 18 seconds to 7 minutes and 44 seconds: (See attached summary of calls
ohservad). The cost forthe fime it takes to gather this information Is not charged to
FPLES. FPLES Is not only benefiting from the transfer call but aisé from obtaining this
information without having to spend additional time to obtain it on their own. Based on
FPL’s analysls of cost for call center reprassntatives and managetrs every 10 seconds
costs FPL §1.48. See delall altached. Based on three month's data from 2004 there
aie an average o.all transferred to FPLES each month.

IEZFECT ON THE GENERAL LEDGER: This finding does not affect the general
edgsr. -

EFFECT ON THE FILING: There is no filing relatad to this audit.
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' UMMARY OF CALLS AND TIMES

1) NEW SERVICE CALL
*This call asted 4 minutes and 20 seconds from the {ima the custoiner called up

to the flme the FPL representative transferred the call and spoks to the FPLES
represantative,

Buring the request for new servica the customer requested the billing statement
: " be sent to a different addrass. This added tims onto the call

2} NEW SERVJ CE CALL

This call lasted 3 minutes and 18 seconds. The customar‘s billing staterment was
sentto the customer's addresa

© m—

3) NEW SERVICE CALL
" This call lasted 5 minutes and 16 seconds. The call was madse by a frlend of the
FPL customer. The FPL representafive gave the confirmation number and the

call was not iransferred fo an FPLES representative becausa the caller was not
" the customer. . .

4) NEW SERVICE CALL '
g This call lasted 4 minutes and 18 seoonds, During the request for new service

tha customer requested his hilling statement be seéntto another address and this
addedtime on fo tha call.

5) NEW SERVICE CALL
This call lasted & minutes and 21 seconds. During the request for new service
the customer asked for the billing statement to be sent o another address. She
also asked If the name on the bill should be under the person renting for the
{andlord which increased-the length of the call. The customer seemed confused

as to why the FPL representative was transferring her to get her confrmaixon
number.

6) N,EW SERVICE CALL

This calt lasted 4 minutes and 51 saconds. The customer seamed confused
heiween the confirmation number and the aceount number,

7) NEW SERVICE CALL _
This call lasted 7 minutes and 44 seconds. The person calling was not fhe

customer, The FPL representative gave her the confirmation number ihstead of
transfesting her fo FPLES, because she was not the customer.
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|1 CALGULATION OF THE COST PER 10 SECONDS

2
3
4]
5

G
7

¥
%

(o
o
 {z
(4]
4

5
&
i
s
9

AD
Al

ZZ [
23

2

25 :
¥/

27
2¢

27

10 seconds
3800

002777
002777

173
0000180565
.0000160565
X

1.15
00001846496

00001848496
7125

00002591676

$50,736
X

00002691578
= $1.31486000

00002691576
16 ,
= 00000161872

0000161872
X

$£91,163

301 =
%] 4765883038

# f seconds charged to FPLES per call
60 seconds Himes 60 minutes {3600} tofal seconds in one hour

Percent of.tima, per call n ohie hour
e FRNIR-

Percent of time per month per call

Queuing factor for ime lost for calls. going thtough gueus
Ferecent of time with queuing factor per call

Percent of time with queuing factor per call
Adlusiment for agent's produciive fime

Non-exempt full ime equivalent (Percent of ime per call adjusted
for queuing factor and productive tinie)
Representative’s salary and overhead

Full time equivalent time
Gost per 10 seconds for the representative

Full time equlvalent
Span of Contro! (Supervisor handles 18 representatives)
Full time equivalent for Supervisor per representative

Full time equivalent for Supervisor
Supervisor's salary and overhead

Cost per Supeyvlsor

y The total cost per 10 seconds is $1.31 representalive + .4 S.supervisor= $1.46.

10
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AUDIT FINDING NO. 5

: FPLES revenues for 2004 relafed to the connect service business are
nd the related expenses ar

EFFECT ON THE GENERAL LEDGER: This finding does not affect the general
ledger.

EFFECT ON THE FiLING: Tt?ere i na filing related to this avdit,
/ |
CONEIDENTIAL

11



P e e T o

Fiotiaa Paveer & Light Compatiy

Dotket Ho, Updeckeled

FPLYA Service Conntct Frocess Audit
. Andit Renuest No, § o

PageXol}

Sel up s wating la discuss;
! 1) Which atiitalas recatved casionst infarmatlon.
2) How the corfidentialty of such information (s maiatamed by FPL and tha aififates.
3} s thers a citsiomar agreament alowing use of sach loformation? =~ -
4] ts any of e lafonniation, abiained by nen-atitata oompanles?
5} What la the purpross and baw Is the conlidentialiy treated?

Cladfisalion wasreceived for parts 1 and 2 from PSGC, Kethryn Weloh b the 12187056 meet(ng;
1) Which afffales [a)f FPL atflates) recaived custemar information.
2} Hew e confidantiality of such Information is mnlntainad by FPL and tha
giiiiates (all FPL alftifates). - .

A, )
Muaitng logisiics:
T Dalw Thursday, Decamber 8th
Teney 1:00 P fo Z:00 PM
Lexation: Goroom 123 .

= 1) Only FPLES. (This Is & foliow-up responss from o 12/5/85 mesting)
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COMPANY: FAL .
| TILE: . MEETING RELATED TO THE FPL SERVICE CONNECT PROCESS
CLARIFICATION OF GOST ALLOGATION RATE
PERICD: 2004 AND 2005 & 8D
AUDITOR: GABRIELA LEON (‘N-&\ :

FPLES has ils own 1.800
Calfs tiat come to FPL felaled io FPLES can bs tfacked.

calls imes the seconds = FTE (MANPOWER=FULLY LOADED RATE}
The rales provided in DRR¥S ere applied lo.FTE.

5 second fime of watllng for the FPLES rep, After a 8 second vail, ifthe call s not
pleked uyp by FPLES {hen the call s foumted hack 1o FPI_

$9%:163 » AVERAGE SALARY OF A MANAGER
1T $50,738= AVERAGE SALARY OF REPRESENTATIVE
{3 total s2zonds forihe group times ha FTE {ful ime squivatent)
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Florlda Pawer & Light Company
Docket No, Undocketed

FPLES Service Connect Process Audit
Avdit Request No. 9

Pageloll

Plopss arrange forme to chserva ano of the FPLES represenialivas that 2nBwer the transfer ¢alls
atinhelr workstation. .

A & ¢ D g .
Dato: Oscember 20, 2005
Timec 260 lo 300 FM ‘
Locaflon: LFC Bulding -
Becurdly Access: Wil be arranged for Gabbiy Laon and [llana Pladta
Gol Phone Contact  Maria Basada 208-775-BEAE
MeslingLocafion: ©  Marid Besadawll meel you In the LY iohby and direct you to the
call conter lacation
LFO Address: 47200 Wesl Flagler
LFO Map:
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SUMMARY: Tha customer's confidentlal Informatior Is transferred from FPL 1o FPL
Epery Sarvicss (FPLES) In order for the FPLES representative to glve the customer
(heir accotntnumber. Florida Power and Light has a confidentiality policy on thelr

.. wobslls that eays that FPL does not reveal the custainers confidential information lo

third perties, including other subsidiarles of the FPL Group, Tha Commisslon has a ule
-sstablishing @ Code of Conduch for gas companies that disaliows tha transfer of
confidantial ifformation batwesn affillales: A nuls wriillen in March 2000 was proposed
{o provide standacds for the slectic companlés on handiing the cenfidential Information
batwaen repylaled electrc companies and affiltates. The proposad niie for slectic
companies WFE naver approver.

STATEMEMT OF FACT: Acsarding to ths company “when new senvice calls are
franaferred td an FPLES representative, only the Information nesded to confirnt the
elactilc servica order, such as the ruitomer's ndme, addyess, the connect order date
and ihe confitmation number Is provided. The customar s then asked for thelr
permission phor fo offering FPLES Connecl Bervioes, (See finding 1} ¥ the customer
glves thelr pémission, theri only the confimation number aind any other FPLES
customer information needed to fulfil the services agiead to by the customer is cotained
In the FPLES database system. if tha customer does nol glve thelr perarlssion, then
none of the customer fnformation ssd by FPLES ta confirm electric seivice g retalned
in the FPLES detsbasd syster.”

FPL has sonslstently throughout the yaars applled for confidentlalily of eustormers
Informaticn slu::h as customer’s accatint number, pams and address,

" " Even thoughiume the call fs snded ihe screen s erased the FPLES representative stil
- macalves the tustomer's Information at e start of the call, If the customer verbafly

agrees that EPLES can provide further ‘nfarmation, fhis infermation Is also retafned i
he dalabase system, .

Floida Powsr 2nd Light's Privacy Polfoy on thelr wabslia says “FPL. dogs nol revsal any
persongl Information that s provided by our custorers through our Web sits 1o any third
, pariles, Including other subsidiaries of the FPL Group, except when requested to de so

y a governmental agency having juslsdiction, or by a court of compelent jurisdiction or
ather operstibn of few.* ‘

- Cammission Ruls 25-7,072, 2 (b1) which is the Gode of Gonduct for gas senvite, states
that the sempany “will not disclose; or causs {o be disclased, io eny martketer, broker ot
agant; previously nan-public information about a custorner without that customer's prior -

© WAL

251 e
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This isn n)le;;for gas' service, but it appears reasonable thal FPL should not discloss -
any customer Information fo any sffiitats or any other vendor fof which they. sell
‘Services. .

A Commission Rule was proposed-by staff on March 24, 2000 related {6 Cheplar 25-6
of the Florlda Adminlsitative Code for a Code of Gonduct for slectilé compentes, This
fule was never approved by the Commission, Although this rule was never appraved,
. tha cancast may ba relevant ia thia lssue. liem 8{C) (3} slates: "WHillles may nol

- refedss any proprielary customer information fo any atfilate without the prior wiitten
consent of the eustomer.” -

. EFFECT ON'GENERAL LEDGER IF SIGNIFICANT. FINDING IS AGCEPTED: This
finding does hol impact the general ledger.

EFFECT O'N:FIUNG, 15 ACCEPTED: This audR does not have a fillng.
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Company: FPL ‘ Dondo ity
Te:  Summarg of EPL care rapresentative lraining e
. onfnsiizing Naw Servica Ordars
Dale: -Jan5a Taly; F?L
Aucior; _ @abela beon %
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e Jraining

A custonior makes & ol 10 £PL, bz estabiish new seivice. Once el s pecessary
sleps are performed and the Sallis ready o bs finafized the FPLcar raptesenfalive
0as theaugh Sha fofioteirng s18ps!

I cuslotner has addidoral questionsinguines or racuasts
relnted 10 FRL business

Examples:

Gonnect Duidont Lighting
Gacal .
Transfer ta Fremise Risk

Then salacl:

Teaninfor to othey daf tand thy rep tative
provides the confirmation sumber

which |s the seme a9 he bl account sumber
eltcks olt and stop,

\f same a8 pravious cusiomer
Exampls; Re-open sgme chsiomsr

Then atlpct o
Sama cuslomesand gives th confirmat on numbar
aftoka okand slap

1a ol civslomer of recond or Satmily e mber

Reslor
Sgcpmlary

Then seleok
Hot Decislon Mekar and the FP{ cace reprasantstive
ghies the custamer it confirmation sumber

(s not tranalerrad for any othes Teazon

Examples:

Oces it spesk English or Sparish

{Franch/Creols anly}

Dass notheve e or dosa riol wan
i {o be fransfared

Toon gelsct

Olfer .

Type resson for not kanslendng ond

the FPL cars representafive gives the cuslonter
Hie gonfirmalitn number cicks ok srd siop

1f none of tha above

Thon selacty
Tmnsemad to Salss Cenler Speciallsi and
clicka ok, and iransiers ko Salu Center Spachaiist

The VAPORS (Valos Acded Programs Oppostuniies for Relak Sales) tnoduction window
1 the hridge bsbusen tha sonneel secvite nrder and ths Sdles
Cantar product offar, shs

For iracking purpokes, atidws you to select the reason You may
niol ha krarisfaring = qualified customar fo a Sales Cenler Specialist

VAPORS transfef soript

Mrddrs . yourosder lo connest is now GOmpleie, Flease

remembar 1o check your cireut breakers vpon andval, Movraiiow

mata lansfar you for your order conflrmation number, &rd thank you
. for eafing FPL |1 has been my plaasars in #9sis your.

Cosclocion: SauCundi fixdony £3 9 WP A5,
& Ry V) Lo tiieo A Lasgslgeanind Ao
't?lei W&L: }J-Ma_, ?—'PL ﬂde Flopvr
Alain  auisteacd youredds .
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I Compsny: Floada Povier snd Light - \[!
2. Tee: Motgs ffom he FPLES tralcing manual 9 :
3  Paroil; 2004 .

Yy Dalc  5van08
¥
[

7

- Aupitor, _Qahtiela Leon e ——————

‘The FPLES Salss Cenfar providas Customers yith products and services althe tma
of connacion,

& ol Process Flows

% 4 Customsr calfs FPL fo connect of fransfer seruloe

1o 2 . Call{arcufed to & Servics Orders Représentative

] 3 Beryica Order enterod In FPL'a systomt ' . .
L 4 VAPORS (Velue Addad Product Oppostunties for Retail Bales}
23 system pre-quediites customers for Products and Services

0 §  Qualifistcustomors ara fransivirod to Sales Sneciatist

0w 8 Saies Gpactaliet provides confirmation sumber and

L . offsts Produots and Sarvioss

17 7  Processonder andjor transfer customer to partner

1§ vAPS (YALOE ADDED PRODUCTS AKD SERVICES)-ORDER OF OFFERS

28 rsper 5

5 R ‘@“%\BEW\“\"

23  Ontha ¥ey Elsmenls Summary
24  under Ciiticel Elaments il saya always adviss Gusiomer and parlfiera yourname and conpany”
25" howavey the sciiptdoes ol mention that he ernpleyas has 1o incieda who hefshe works for.

7(  Askwhat dass It mean "NEVER CLEAR THE SCREEM IF YOU SROKE TO THE CUSTOMER"
73 l1ddssainthe obescyation fhat the scraan was efazed, but don'l rerniarnier f cha erased herself
2y oflf after tha cetl the scroen © erased automatically. .



3 Aebew ST PR
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Provida 4 copy of the sesipt usad

A

puachad ara the seripls usad by
humbered b provide a genema |
and Adelphia scripts are used el

nasn offered loihe cuslomear.

Pieasa nota hat ha seripts ar

Flothla Power S LIght Company
- Dochet No, Undockated

FPLES Service Connect Trocess Andit

Awdlc Bequest No- 4
Fagefofl .

by FPLES 1o offar gervices to castomers.

BPLES to offer Connect Se‘niioae {o cusiomers, The scafpls B8
e of e fow of prodush sffednge during the call. The Balteouth

the cod of the cal, aftel the othel Sonnect Senvicas hav

5 considered confidantial for compafiiive regsons-

e QR
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Connoct Transfen

wGabd morninglafiarnosn ML, s Ty name o aod | Wik bs groviding you
with your conflrmetion numbet a8 w{-ll as offaring sare servicos to halp you with your
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move. Is that OK?° i
nThank you. Letme know wihan you are ready to wilte down your new numbar, Your
* confirmalion number |5 Which Is alse your biil account numbaer, Using this

T LN L

number for futire inquirfes and reguests wiil ensure B quisker response
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i‘. b Mj;_t_r_!ﬂB_l_‘g}xard Herald Script H
:. 4 & " i, [ s (. ) are yon curreptly sabseribed/ireceiviog MiamifBrovard Herald
P 3 your lecal newspaper?"
i " ! ;- “Great to welcome you to the aves, FEL Euergy Serviees and the Misml/Browatrd
T s Herald ive offering yon a 3 month snbsexiption at nearly S0% off which i3 only
DR {__yweel. . ' -
{ B J -" - X‘-§ 7 b
v ;g:":';:! o can soheduls your détivory to begiu on ( y (start date). Wilkyou bein the
: i % a‘ residenco to receive fiio prper?
o w : )
N ;5:_?_ :’ “Atgo, during that thne the Miaw{/Broward Herald may contuet you at{ } (Phone
S g 0 wusnber) to vesify your detivery and satisfaction with. the paper.” ,
' ,;—\ P . %’ﬂ' 1 *fs this {lic felephons aumber where you cal fie reached at your new home?”
': “Cireat, we can also inclnde the previous Sundsy’s papex so you ean immediately

take adyanfage of the TV Book and coupons} s that ok?
° o C_ogﬂt‘magl_gg Bfatement:
“Mr /M1 , to confivm/ reeap/ sunEmarize your nowspaper order;

o A3 mouih subseeiption for the MiamUBrovard Herald will beglzon.
( ) (start date).

e Youbave agreed ta have ihe Herald subsevipiion charge apfp'ear on the
FPL bill corvect?

+ The Itrodectory rate for the first 3 months Wit De at nearky 50% off ouly
{§ per month) inclnding tax snd delivary. After the fivst 3 montlis you still
qualify for a special 33% discount for thto following 3 months velich will
be (3 per montk) before it converts {6 tha regular rate, OK?

« Ifyou do uot vish o renew your subseription, you umst call the Herald’s
cutomer servis center’ 8t 305-350-2000 (Dada) 954-462-3000 (Broward).
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1 ’_l poCa Sun Sexfinel Serdnt
%‘? S 5’; ?3‘ Ny, f Mys. (____ Yareyou currenﬂ.y subscribed/receiviiig the Sun Sentinel your
SR PRI local newspaper?” .
s Ly . 'r; *l. #Gyeat lo welcoms you to tlze aren; FP'L Energy Services and Sun Sentinel aro offering
f_ . :" ¥ you 4 26 week subscription at 50% off whiclt ts only $1.68 5 weels -
I f can schedule your delivery to baghn o (__) (start date). Will you ben the
i residencs ta receive the paper?
30F “Also, during that fimethe () Sun Statinel may confact you at(__. 1
i{; 5 (Fhone number) fo vetify your delivery and satisfaction with tho.paper.”
T . . ) e .
(7 “Is this the telepkona number where you can bo reaclied at your new Iome?”
. -; . "
# “Great, we ¢an also include fhe previaus Sunday’s peper 50 you ¢an immediately

z fakee ndvantage of the TV Book and coupone; Is that ok?
(Ifsi0 type NSPA: J yes, type YSVA in the renturks)
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"Mz, / Mrs, , to confirmy Teca] summarize your sewspaper order,
o A 26week snbseripon for fhe St Sentinel will begfit en ( )

(Start date),
«  Youwillreceive a bill iz fhe mail fomthe {____3Sun Sentiuel Tor the
total pmonnt of {__ )
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Herald pe Sexlnt
(Chaslotte Manates | Sarasota { Venice / Noth Port) }

“Mr, f VIvs. ) ave you curvently subzcribedfreceiving (he ( ) Herald
Prilmne your local nowspaper?'!

Giseat to weloomo you to the arcs, FPL Energy Services and the (___J) Herald
Tribune are offering you an § weel subseription at 50% off which is only { Ya
weekt,

e can sohodulo your delivery fo begin an {___) (startdate). Will yon be In the
residence to veceive the paper?

A 150, diring thét timea the { ) Herald Tribune may contact you at ( } (Flione
mumiber) o verify your dsfivery and safisfaction with the papor.”

] (s tlte telepione number yrhere you can be yeached st yorr new home?”
Coyfiymatlon Statcment:
M, fMrs. 1o confirnd recapl suramarkie your pawspapex ordery
. « Angweek subsoription for the () Herald Tribupe ¥l begin on
) {start dats}. '

« Youwil raccive 2 il in the maii trom the {____ ) Hexald Tribune for ths
total antount of ¥ '
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Navws @umal Sevint

iy suhs-cﬁbed!reﬂdvlng the News Jomrnal your

1focal newspaper?"
«e(reat to welcomo you to the area, FRL Energy Services andl the News Journalis
gending youad vrock eomplimentacy subscription.
] gan schedule yous delivery to hegln o1l { y (staxt dafe). Wil yox ba fnile
residence to réceiva the pepar? :
pl50, Suring that rime cheng'JOurnal may contact you at( } (Phone pumbrer)
1o verify yout delivery, satisfaction, and to se& 1 you woald like ta continne pfter thed
weeks.
uTg tials the telephone numbor where you can be reached at your new home?"

s:guﬁtma! fon Statementt

ta coufivoy Yecap! summarize your pevspaper order
¥ subscriptlon to the Wews-Jonraal { ) will

i, WS- .
« A veek complimentar
begin on (Start ante).
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News Prass Scrl

syt FMrs, { y are you currently subseribedfiseciving the Neves-Press your
1ocal newspaper?” 5 .

#Great to welcome you to the axes, FUL Eaergy Services aud the News-Prassis
offering you 4 weeks which is omly { ) aweek.

ny can schedule your delivery tobeéin on (" ) (atart dale). Wikl you be in the
residenee to receive the papex? .

“Also, during that time the News-Press 1may coutact you 2t ( J (Phone nunther) 1o
verify your delivery and safisfaction with the paper.”

*1s this the Lelephone unmber yyHers you crn be reached st your new home?”

Confirmation Statement:

"My, fMrs. ____,to confivat/ recap/ summarize your IewsSpRper order,

+ A4 weeh subscription to the News-Fress (_____}will hegin 01
(Start date). )
s Vouwill rsceivea billin ihe mail fom the News-Press for the total amount
of { b
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(Port Salx
yr F M } aYe you Cury

your focal newspaper?’ !

s#(Great to welcome
offering you 3 mont

+ ann schedule your d
residence to receive d

#Alsp, during th
number) o ver

", £ s,

LR

A3 monil subscription for the pr

dafe).
You wilize
amount of

ceive &

¢ Lucte News 4 Stuart News | Press
ently suls orib e_d.freulvlﬁg the

yor to the axes, FPL Enerey
hs for the price of 22 33%

eltvery o begin o2 { }
hopaper?

=t ima (he ({ewspagper Name) may
y your delivery and salizfaction with the papes.” .

iyg this (he telcphone nuiaber where you ¢an he

Journal £ Tribuie)
(NewspaperNamE)

Serviges and (Newspaper Name)is
savings which i ondy [ ) avweeks
(start datc). Willyou be jn the

contact you 2t ) Zhone

yeached at your new kome b

Confiymatien Stg_temgp;:

- _to confirm/ recapl su

bl in the mall from the

.
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mriarkoe your newspaper order,

{ce of 2 wili hegin on { ) (start

(ewspaper Wame) for t‘n; total
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5 ¥lorida Today Serint )
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“Mr. f Mrs. ( ) are yon currenély subseribed/receiving tie Florida Today your
lacal sewspaper?™ )

S,

%iGreat to welconic you to the arca, FPL Energy Services and Florida Today is offering .
you an{1 week snbscelption st 40% off which 1s only $1.59 a veek,

-

7 can seheduls your delivery tohegin on ( 3 (start datay, Wil you bafn the
residence {o racelve the paper? .

“Also, during Thet tine the { ) Florida Today may contact you at { ) (Bhome
nuniber) to verify your delivery and satlsfaction with the paper.”’

"Is {hiz the teicphoua number iWhere yon can be reached af your 1ew home?”

Wea can also tnclude the previons Suaday's paper so you ean inmediately trke
advantage of (ha TY Book acd coupens; 15 that okc?
(If no. typa INS in ihe remaris)

e e g AR 413 8

Couffpmagion ents :

*Mr. / Mrs. , to confirm/ vecap/ summarkze your newspaper arder,
» An 11 week subseription for the Florida Today willbeginen (- )
(start date). * :

o Youwill receive a bill [n the matl from the {___) Florida Yoday for the
fotal amount of $31.80. ‘
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BurgeBhisld Sprlpg

Verify: *Own !
*Single family bome ) Towwn kome/ Trailer honse / Duplex:

M. /M, , FPL Energy Services is offering SuvgeShield, which i & program thet
prevents surges from entering your home znd demaging your mnjor spyliances, providing you
and your family with the peace of mfind that o things you depend on every day are protested
from costly sutge-related damage, )

We o Tnstall a lieavy duty device at your meter which will prévent surges frony damaging

your uajor appliagoes such 28 your sirconditioner, water Heater, refrigesator, slove, and

washes/dryer and 50 on. This does uot cover elcetronte devices, This proventative service is

ONLY $8.95 (:30/day} plus tax per month which can bas conventently sdded to youc FFL bilk, - -

Floida is the lightning capital of the US, and we know it ¢auges millions of dodturs in losses
every year. For examplé, Hghting causéa over 40%% of the damage lo air conditioners.

{cialavea contractor install thiz device within the next 15-20 days, re you interesicd in
signing up for this servieo? GONH DEN“ N—

Conflymatlon Statepyent;

« Thank you for choasing ¥21, Euérgy Services SurgeShield Protecilow for your home,
For quality controf purposes, the remainder ofthe call will bs recorded.

¢ NMentlon customer name and address

+ Yon are purchasing SurgeShisld Frotection jor $8.9)5 plus t2x per montl which witi
be included sa your FPL bill ls that corvect?

+  Plenss note (hut the first bill amount will be prorated for sctual days of use. Those
wha da 2ot make the biiling eycle for the first month wHI $es & greatey billed amount
fhe followlng month, '

‘This eter unit alone cannot fally protect the entire kome as snvges can enter
throngh the phone, cgble knd data Hnes. X yoo are interested In polut-ofyse
protection for your eléttronice, you cai visit FPL.COM / SurgeShield or call 1-888~
28 288-8843 for asslstance. :

» Xz your mefex aocessible? !
o 1fYés: A contracior will be at your home within 15 to 20 days to install your
system, You witl not have to be hiome for the installstion and wa will leave you a
- notice that we were thers and the instaliation i2 complets,
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B b hveme o

o TfNot A contrastor will contack you fo schedule a time to install the system
withiki 10 to 13 days. You will not have to be howme for tie installation and we
will Jeave you & notice that we wers thers and fhe installation is complete, °

~oae W ('\-J: (ahy =~

« Ploage be aware thaf there will ke a 10-15 minufo 1oss of power 'while;tite meter unit
15 being installed. :

«  Affer installation; there wiit hie two ved Yights on fae side of the metey device;
cnswring the unit js woiking properiy. Our meter readers will be monitoring the ’
lights on s monthly basfs. Shoutd you nofice either of the lights sut during the
wontl, please ¢all 1-838-NO SURGE to report the probleo.

L b e i

0 we appreciate the oppartunity to serve you. For any further questlons, just visit s on-line at
i mmmgnmﬂéd or feel fres to call ns at 1-288-HO SURGH.
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Verify: Own ) g
v# Siugls family home / Town hors / Trailer home ! Duplex
#* Are the electrlelines and water Hues i curvenily gosd working ordex?

e,
2

o

e $o WAL OERINE
-
o ket armuad Tamun¥

M. /s, . FPL Excxpy Services is offering a Service Plan {or homs owners called
UtlikyGard which repairs or replaces your fuside eléeitie Hoes, a5 well 2e your nside and
outside watey Hnexin the event they become damaged dus to noymal weay and tear, Thie
plam i only §8.99 » wonil, whith ié convenicatly sacluded In your FPL bl And best of adl,
there ia no deductihle, and you will have 24-how assigtanive, 365 days a yoar, Alllnecd o
process your earofiment {oday s 1o verify some nformation, okay? )

L TR PR

-

Lo

2 e NTW N~

° P

Qy_i_irmaﬂim Sfatemeni:

& M JMis ( Ytodny's date } and witl your permission the next few
raoments will bs taps recorded fo conffrn your enrcliment and epqure ihe carreef
Infoymation. Okay? ’

« Now that ] have your permission fo record ¥'d Hke to conftrm your egvofiment fn
Uttty Gard. This program provides sexvites that will help pay e cost to repair ax
veplaee your inside electric lines and your juside and outsids watcr Hues ha ihie even
there is 8 problem wiih them due fo nermal wear and tear, .

montlily fee will be inchuded fu your next BPL bill and every 30 days there afler

« Themonthly cost of this program s $8.99 a month and with your permisslon tho

wiless you eancel, You may cencel by calling 1-866-782-9163, bs that QKAYT =
» Today'sdatéls( ) \AL
T e GO

And your Haes are in good working order?

‘ v N
«  EleetricLineGuard pays up to $500 per calendar yeay for the repair or replacement T S
of fhie lusids electric Hnee. OutsideWaterLineGird pays sp 1o $3000 per gcourrence AT
sud sideWaterE hzeGard pays up to S1000 per occurresce for repair or
replacement of these water lnes.

= Your eoverage hegins in 30 days and you vill receivs yowr servite agreement in
shouttwn weelts, Lt wiil expiafa all of the benefifs of the progvam fh detail, As with
23] services there are sonis exelusions and lHmitaflone.
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! « Some of these exclusions Ere.
i ® 1. Bigctriclincpard: - .

i 3 1. Repiacement of switches and raceptucles in colors étber tlinn white orbefge,
PR 5. Addlng nevw switches o outlets _

L -3 { 3. Solar systems and componeitss and elecironic or computerized systeins

T, 'i 7 manageinent confroflers.

. - & 4. Replacement of gbsolela or unavaitabie mgterizls, or cost for nonstendard

i ;S 4 maferials,

) 3 0 5. Cosmeﬂc defects
o3 6. Loss (enks) priorfo enrolliment
& 2 ’
;;‘ 1 " 2, Insieand Ouiside Witerlinegards
o 3 [é L. Laoss (lenks) ocourring prior to eniolment 5 4 ‘
g 1 P o 2, Movement of the meter or water piping at the time of rapair or replacsiment,
Ve gh ,‘5 / P unless required by Jocal water code or' drexqed necessary by the admiuistrator.
o & ] ‘ 3. Water meter fuclnding conpention or sxtenstons. .
. 1 5, Maoverent of working pipes and/or Hues due to recomimendations by tlie water
: f 7;(. company. ’ ..
CO 5. Removal of ltems o¥ debrls necessary (o nccess the watdy Hane,
9 6. Updating noileaking pipes f0 et code, 1w or ordinance vequirements,
in

Plense review the service agifgeme_nt for: the complete list of excluslons and you've made 8
21 good decislon te enrell In OtilityGard, which is provided and adminlstered by Voyager
22 Bexvice Warrauiles, a member cempany Assurant Golutions. I youliave Any guestions

' 775 pleasefeel freeta coninct Voyager Service Warranifes at 1'—86@:782-9163. Thank you.
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transfer you. dig
sexvices, OK?
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_ AUDIT Ffrmma NO. 1 (,63% dn frall
SUMMARY: he soript given to PPL Energy Services (FRLES) representativas who

offer prodicts and sarvicas fo FPL customers doas not requivs the representativa fo say
that they viork for FPLES. When calls wera observed by PSC staff the representative
did say that sha wotlked for Florida Power and Light Enerby Services (FFLES).
Ajthough the scrpt does not tequire the representativa tojstate what company he or she

works for, 1ha Key Rlements secflon of the ralning mantdl says “Always advise
customers and partners your name end company” as a csilicatelement.

[ — 5 e
ROAF3205.41  Dedockeled 5 g
i By
- - "

—

XN T L

&

The way the guestion is phrased when providing tha cun_firmaﬁoﬁ numbsr and offesing
sepvices Insurea that the customer has fo anawer ves'fo the queation if they want thelr
confirmiation pumbsr, which they need, The confirmation’ fumber should lie provided

IZ  beforethey ask the customer If it |s alright for them lo offer other services:
t

~
o

3 STATEMENT OF FACT: Pait of ine Florida Power and Light Energy Services (FPLES)
represantetive training i related o handling the Value Added Proprems Opportunities
{5 for Retall Sales (VAPORS) calls which are ffie frandfer ogf! for cerfaln customers
‘tb  needing newlssivica from FPL to FPLES, If tha gustomey is pre-qualified for other
17 sendees basad on thelr answesa ta other gquestions, the representative takes the
;% Information needed to connect the new servite. The FPL represertative ihen puls the
1% customeran fiold lo wall for the confirmation number and then transfers the calt io
20 FPLES, Theimanus! cafla forthe FPLES reprasantaiive fo greel the ctustomer as
A follows: “Good momingfattornoon MrdMre, _____ " mydamels____ aadlwllbs
2z providing you with your confirmetion nimber, as well as offering some sesvices 1o help
23 you with yout move. [@thatok? Thank you. Letme kiow when you are ready lo wiite
2y  downyour hew number. Yourconfirmation numberfs which [s alao your bl
25 account number. Using thls number for fulure Inquires dnd requests will anzure a
yuick responbe.” Theé FPLES represontalive then procedds to ask the customar If they
27 are lniereste@ in the next sarvica that appssts on tha scréen such as falephions sarvice,
2y  cable sepvice, newspaper daliver, or other FPLES servicgs such as Utility Guard.

l ?.' EFFECT ONIGENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not
30" Impsot the generst ledger. :

%! EFFECT ONIFILING IF FINDING I3 ACCEPTED: This audlt does not have a ffing.

e
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Decket o, Undackeied

_ FPLES Service Congect Process Augit
Audit Requist o, 3
FPage1oft -

1) Provide a sl and & description ofall the servicas provided by FPL to FPLES R

2} Explatn how it Is detsrmined thet FPL is fully veimbursad for alf expensos icurred on behall of
FPLES, Provide any refated company procedures., 8

A

1} Gsaeral sarvicss that FPL provides £PLES. Inchide accouning; financlal, consulling, humarn

resoumas, syslems and programs, aducetion aad lraking: land management, legal, payrall,
management and adminisivalve, compuler servces, poialing and duplicaflng, physical facifilas,

softwans maktenancs, Jcenes fess, end aviaflon

seivices. These sefvicas are primarily biled to

FPLES through the Alilated Management Fea (AKF).
fh addiflor, FPL peavides specifc services to FPLES as listed In the table hiekn.

Specific Services FPL provides FPLES

Basls for charge

1. Bl meliing and g’aFn! procassing Actual use ~ diract charge: fully loaded rale
Produo Fne item bitlrg ~ elual use ~ direct charga: fully leaded rate

9 % Call handltiy

pchusl wse — direct charge: fully-loaded rate

“{retusi use — direct chare: fully loaded refe

g Credil chacks
»

Fiold Dparalions manageiment tgelual uwga = direct chasge: fully badgd e
Information manegement : clual usa — direct charge: fully loaded rale

0. Offica space, umiure and aquipment

7. Lepal da] usa — direst charge: fullylpaded rales
B. Marketing ) ual use ~ dirsci¢l s fully loaded tate
[0 Product development

bzl use — direot chatget fully loaded rale
Rofiial iss — direct ohiarge: lly loaded rabs

1. Long distatice lelephone

uef usa— direct charga; actual cost

2. Matefals and suppies

3al uze ~ diréct charge: cost phus FPL

red lading

2) FPL direclly cherges FPLES for spocific sanvloes and any refated- axpenses ncurred, FPL
P charges, for bofh disct charges and thess billed through the AMF, sre fully loadsd 1o
c2piere Indirect cosks, Ses aflached excarpls from the Cost Avosunting Manusl pravided by FPL.

Plarsn riole that e xcapls Torm iz Cost Allobation Manus! ts conskisred confidential.
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z ‘{“ _ Docket No. Undocketed
3 \B NF FPLES Serviee Cofnect Process Audit
g QQ Audit Request No. 6
< b Pagelofl
6 o
7 1) Provida lmining maledeis for Me ousfomer café reprassnlalives end the FPLES
¥~ sepreseniatives, Hightight the reining related 1o confidentiel procedures.
% 2) Which conpantes does FPLES offer by contect fo by area?
o 3) What commisslon dues FPLES getfor (he sonnectiof?
{ 4} Does FPLES offer fis own gas servica?
2. 5) Dacs FPLES offer olhar gas compeliy seivices?
3 A, , , _
1 1) Sse aitached Hes conialning tralning materdals covased with thi FPL Repraseniative during tha
‘s servics connect process. See iralning book soimiled thel contains Yglinlng material soversd with
it - the FPLES Connatt Servicas Reprasentative, Customer canfidenTieliy Is coveced in FEL's Gode
7 of Conduct (page 14%, which s avalizbla In sttachment it response fo gueston #10.
! 3’ 2} FRLES Conneet Services hea the fofiowing service providers:

N9 PRy ES Connect Soryives Providera Ares ]
310 Beliouth g;inmn saivics temitories botwasn BefiSouth and
72 |adeiphia Deds, Broward, Palm Beach Counlles
23 DirectTV. AR FPL. service lenjlory ]
2 Tha Miami Heraki Newspaper nads and Braward Counlles
25 IDayiona News Jourmal Newsgaper Vohssla 50l Flagiar Countlsy
47 Sentirm] Newspeper- Browerd snd Palm Beach Courlies
27 L aresota Haridd Tribine Newspaper arasala County, Manates Counly, Chailolls,
2¥ , North Porl, Venice
% Scripps Newspaper aasure Coast, Nodh Pakn Baach Counly, Mariin

ounty, indjan River County :
3{; e Florida Totay Nawspaper svard and Indien River Countles
2 [rne FL Mysrs Nows Prass Newspaper Ft. Myors, Hapes, Purta Gorde, Bordla
‘!\ 33 !'y&mpe ' s
v ¥ kph Commuicalions M 51 sarvite lerfory
35 |KPLED Surgeshiold FPL servio temiiory
| 3 FPLESUmGard N FPL sarvive tomitory

a3 3 :1 B
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i L/ Florlda Power & Lighi Company
t z Tracket No. Uridocketed
: FELES Secvice Connect Process Audit
> AndiBegpest No. 8
9 Page1ofl
5
is Q. f
?{ 1) Degeribe how FPLES Copnedd Services signs up customers for other services as felaphonsa or
: cabls .
¥ 2) Provido provediures.,
o 3} Lisk ol oompanles thal FPLES allemspls ts offer senvices to new customess,
" 4)When FPLES addresses (ha cusiomer, whal compariles do ey offsr connection ko,
14 . B) Aiso, dolatmine how FPLES Is reimbwsed for offering dervices ¢f other non-affillalsd
13 companies,
" 8) Provide peocedurss.
Ay , . )
b 1) Ses the FPLES Rerresentative iraintng malerlel submiited In rasponsa ta questlon. #3.
7 2)Sea ihp FALES Representative tralning matertal submited in fosponsa o question 45,
- ty 3) See responses o quastion # 6 for a st of all the FPLES Connest Servicas service providers,
1} 4) Sea responss tn question #6 for alisl of all the EPLES Connsot Services servics providers.
20 .
4 - _ 28 165pOsisa to quastion 26 (oF e o
L spechic fees and or the compensalion Is based on &t cefertal or a sele. .
73 8} Sea responsa fo question 8 relaled to the &\‘:mh” by FBLES, .
¥ =
=
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4 o |
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Florida Pawer & Light Company
Bocket No, Undockeled
TPLES Service Conpect Process Andit
g AudltRequest No. 12
Page dof 1
¢ . . _
1} The anawe provided In Cotument fiecncd frequast #8 wee based on a studyiatudias, If 30,
" plesge provida a ¢opy.

2} Has e corﬁpany updeted this siudy?

) 1) The document provlded In tesponse fo raquest 15 conlaing any studies conducied. -
2) The decument provided in fesponse o requgs\ #5 I the most updated enslysls at i tima.
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k4 ot B Docket No. Undacketad
3 ) ‘\ A FPLES Service Cotnect Frocess Audit
¥ - N?\B ) ) Augit Request Ko, 11
5 Q Pagelofl
. a
? What comrasion does FPL raceta for fhs conneclion Lo FPLES?
14 A
;l i £PL dora nol recelis a commission foc the connection (0 FPLES, Rather, FPL Is reknbtesed for
the casts and overheads, plug pald certain adidets, 2 addressed b quoestion #5.
’ 1t shoild be notes thel FPLES provides cusiainens thalr olackio service connact confimation
iz nunber at o charge io FPL. This coilfirmadion ournmbar 15 the cystomer’s FPL billng @esbunt
’,3' nuntbar. if a cuslorrer calls FPL, 15 easler 1o ransect business vith FPL uslhg their biking
Y accounk ninber and FPL's sulamaled voloe roshonse system.
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Fioclda Power & Light Company
Dechisl No, Undockeled

EPLES Service Connect Process Audit
Audlt Request o, 14

Pagelofl

CQUFRENTA,

Q.
1} Ase the oaly oalls transherred to I;PLEiB for nipw service?
2} How many calis ara fransfarced k@ yoer?
3) Provids (he number of calls for the yesrs 203 and 2004,
A,

1%!%. Tha calls thet ara ransfored from FPL to EPLES are relafed (o eustomors fat are elther
o) iransfendng thelr existing aleciit gervics of b are eshbﬂsh}r_ag_a new electic servica acaount,
2) The nurmber of call transferted fom. FPL 1o FPLES ws-'l'BGQS an-nzcm.

4} Sea responsa fo#2 for the specific smaunts for e years requasted.
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Fidtida Power & Light Company
Docket No. Undockeled -

FPLES Service Connect Process Audit
Audil Reguest No, {6

Paga 1 of1

Does the customer Information get entered Into tha FPLES database system?

When [he customer Is connected to FPLES, the FPL supplied customer information ia provided o
FPLES. Only the Informalion needed (o confinm the electiio service arder, suchvas tha cusfomer’s
nama, the addrass, the connect ordar date and tha-confirmalien number, Is provided,

The customer Is then asked for their permission prlor (o offeting FPLES Cannecl Services. If ihe
customer ghves thelr permilssion, then only the confirmatian number 2nd any other FPLES
custorner information needed to Rl the services agreed to by the customsr Is refalned in the
FPLES dalabasn system, If the customer doas no! glve thelr petmission, then none of the
customer Information used by FPLES fo conflrm the eleciric servica order iy retalnad 1n the
FPLES dalabase system.
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Florlda Power & Light Company
Dorcket No. Undocketed

FPLES Service Connect Pracess Audit
Andit Request No, 19

Pagelofl

CONFIDENTIAL

The attached treiring given to FRLES representativa under Criscal Elements 1t says "Never Clear
the sorean # youl spoks 1a the customer”,

1) What I3 the representative eupposed to do?

ation at the cara cantsr was that the customer's information

2) Wy undarstanging {rom the observa
i3 erased flom the screen onca the call Hes ended, Wheredoes the customer rformation go?

) la (€ keptin the database at FPLES?

1] The FPLES Represantalive Is hslructed to “naver clear tha screen i you spoka to the
customer" 1o ensure that tha Representaive salacts an outcomne coda for the Gal befors moving
onto the next ¢all. Once e citcome code fs selected, the system automatically clears the

customers information from the screen.

2] The cuslomer iInformaiion that is displayed on the screen s ussd o conflim the connect crder
resides In FPL's Customer Information Syslem. Since the custemer information i protected and

- eannot be updated, thera (s no re@san bo restora this Information. Conseguently, the Information
fields on the screen are hishked out, and {he information 1s erased from the screan.

3] No.

NADENTIAL
CONFIDENTIAL CON?
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COMPANY:  FpL, 5

TETLES COSY ALLOGATION
PERIOD: TYE 121004

DATE; FEBRUARY 18,2000
AUDITOR:  GABRIELA LEON
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SUMMARY: “The Florida Power and Lightcall care represenialive oblalis parsonal
irformation from tha customes before tha call ia ransfetred o FPLES, Some of this
Information sirch as: newe, address and phone numbar is usad by FPLES. In addillon,
certaln Information obtafed by FPL qualiies the cusfomer for tha transfer to FPLES.
"No tima Is allocated to FPLES for obtaining this Information. FRLES is charged for 10
seconds per Gall which le 1he estimate of the tie from when tha FPL represantallve
transfars Iha call to FPLES and walte for.a response from the FPLES representative,
The FPL represonialiva then {ells the FPLES represontative the customer's name.

From the obervation of naw sorvice calls it was determinsd that to gather customar’s
informatlon 14kes from 3 minutes and 18 seconds to 7 minules and 44 seconds
dapending o? the type of call. Only 10 seconds of this fime was charged to FPLES.
Some of the {rfomatbn ohtained by FPL (s a benefit fo FPLES,

STATEMENT OF FACT: FPL's rapresantafive oblalns customer information such as:
nare, social security number, telsphone contact, whether fhe person caliing Is the
ownes of tha fenter, curant power stalys, closing daie, billlhg address, email address,
deposit Information and verifloation of Information. The computer does a'credit chack
based on thid Information. Tha Yme il takes o process each call is ranges from 3
minutes and 18 seconds to 7 minutes and 44 seconds. {Ser altached sumbnary of calls
observed). - The cost for the tme i takes to gather this Informeation Is not charged to
FELES, FPLES Is not only benefiting from the ranaler call but aise from obtakning this
tformedion without having to spend additonal time to obtaln it on thelr own. Based an
FPL's apalysis of cost for call center reprosantativas and managers every 10 saconds
costs FPL $1(48. Sea deteil attached. Based on thres montiv's dats from 2004 there
are an average offiifilica" transferrad to FPLES sach month.

H

EFFECT ONITHE GENERAL LEDGER: This nding does not affect tha'general
ledger. ; .

EFFECT ON|THE FILING: Thers Is no filing refated to this audf.
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1 .
"4y NEW $ER\HGE CcALL :
! ris'chii lasted 4 minutes and Feconds from tha time tha customer called up
tp fhe Ime the FEL repr‘esentanva transferred e call and spoke 1@ the FPLES
* represontative, - - .
Duging the request for nol senice the customer requasted N8 hilling atatement
pesenttod different address. This added time.on o the call,

2) NEW SERVICE CAL

E | 5
“Thie ciih losted 3 minutes and 18 seconds. The customer's blling statement was
senttg the custornor's address.

3) NEW LeRvicE CALL o ' .
Tnis chll tasted 5 pnutes and 16 gaconds, Tha call wagriadaby & frisnd of the
£pL qustomer. T8 FPL repraséntative gave ihe S onftrmation number and the
&;2 wé‘:’; ot ransferrad toan FPLES reprasentative bscaust the cafter was not
tha clstomern '

4) NEW SERVICE CALL : -
Ttia calt lasted 4{m_ﬂnutas and 18 seconds. Ditring the reguest for now servi

: ca
e cuslomer rotjuasted his biliing slalement be sent lo another gddrass and this
addad fime on to the call. - ’

5) NEW SERVICE CALL - )

This chil lasted 5 minuiasand 21 secands. iging the request for.new gervies

the cuptomer asfed for the bilng statement o ba ‘asnt{o anoiher Bddress. she

glso :(aIkéd 3f the name on the pil shoyld ba yhder the person renting forthe
d which Increased sho fength of thie calk The customer seemed confused

esio why the FPL r‘epresemaﬂva \wias fransfering her to get her sonfimation

s S

8) NEW SERVICE CALL o

This o2l lasted 4 rinutes and 51 seconds. The custamer sasmed confused
petween the confirmation number and tha accotst numbet. !

7) NEW SERVICE CALL
This {lnated 7 mimutes and 44 seconds. “Tha person calling was not the
custorper, The FPL raproseptaiive gave hprtha confirmiation numbes Inelead of

fransferding berto FPLES, because sha was not the customer.
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CALGULATION OF THE CO8T PER 10 SECONDS e Quidit Dindeap ‘:{o

10 seconds | {#f seconds chamgeit to EPLES per oalt ‘ ' él“ '
3800 ; 80 sscohds fimes 60 minttas (3500) lolal seconds in one hour -
= ¥

002777 Parcent of ime per cal in ohe hour

002777 Percent cf tiria per hour per call

173 1 Tolat hours i & month

.0_000160565'! Percent of ime per month per cal )
0700160585 .

118 Queulng factor for time lost for calls going through queus

000018404 Percent of time with queuing factor per caly

,gbugjgggﬁge Parcent of tima wlt-h.queuing factor per call

125 Adjusiment for egent's productive time

(2]

.mouzssis:rla Non-axempt full tima equlvalent (Percant of time per call adfusted
. for queuing faclor end productive fima} .

$60,739 l Reprasentalive's salaty and overhead
X .

) 16  Full time equivalent fine
= 00 Cost per 10 secands for the reprasentalive
i ,
5 Full ima equivaient

18 {  Spanof Control (Supervisor handies 16 ropresentatives)
= 00000161 972 Full time equivalent for Supervieer por représontative

o 4 .
0000161672 Full time equivalent for Supensor

X . ‘
§91.163 | Suparvisers selary and overhaad

44765863436 Cost per Suparvisor
“The fotal cast por 10 seconds s $1,31 representative + 4G supervisor= $1.46.
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1 AUDIT FINGING NO.B 1 . ' \?\\ %[;p[a:},

2 UNMARY: |

o (he refated axpEnsos 85

FPLES 1évanues fof 5004 elated o the VAPORS program are

3 .
. ‘;_ vg}ram oukrmz GENERAL LEDGER: This grding-doss ot affect the general
ger. |\ .

i
b ‘EFFECT ONITHE FILING: Therelsng fing related to this audit.
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AUDIT FINDING NO. 2

SUMMARY: FPL Energy Sewvices offers several programs to FPL customess such as
Utliity Guard, Power, Surgs and Shileld Protection. A cuslomer may helleve FFL Energy
Senvices is the regutated electric compeany, )

STATEME&I OF FACT: Florida Povier and Light Enecgy Services offers several
pragrams sitier through the ansfer of VAPORS calls or through billing inserts. These
programs are for Uiy Guapd nsurance, Power Surga instrance and Shleld Prolaction.
Uity Guard Jv insuranca for protection of waler lnes and-eleciic fines and I¥'s offered
{0’ tha customers when the call 1a transforred to ithe FPLES represenialive. Als, FPLES
isludes billRg inserts for Power Surge and Shisld Protestlon In FPL's uiility bilis.
Power Stirgs is an Insurance o provide protection for itre customay’s slectronivs and
pppltances. |t rolmburses the custorner for repair o replacement for covarad losses, up
to the maximum of thelr policy. Shiskd Protection prolecls the appllances befora surges
enter through the custemar's hiome's aleciio Ines or other vulnerable polnts of entry,
Surgs pmtec}ora are Installed on the meler and are monitored by FPL, .

When offering the Utility Guesd Plan the representative says that tha services are
offered by FRL Energy Sarvites. Tha billing Inserts included in the eleefriz bills shows
that the Power Surge Insurance and tha Shlsﬁ.ngotecﬂon plen are belng offerad by FPL
Ensigy Setvizes; g i Ub Fre. .

Customers may nol ba aware that FPL Ensrgy Services s a nion-fegulated company.
Having FRL In ihe nanie rmay imply: to the cusfomer that Enetgy Senvices is the
reguiafed ulility, A rula proposed by staff on March 24, 2000 related to Chaoter 25-8

. for a Code of Conductfor elactds companles. This rule was never approved by the

Commission. Howevar, it stafed that "A ity shalf not glva tha appearanca that the
utilily speaks on behaif of its affiifates or visa versa or that the customer wH receive
prefetential treatment as a consequence of conducting business with the afillales. A
uliiity many tiof promote o advertisells affiliate’s relaflonship with the ufliity nor aliow
the ujlity's {oga or hame fo ba used by the affiliata in all forms of madia unfess it fa
accompanisd by a clear writlen or audio dizclalmer that states thal tha affifiate ix nat the
same company as e uility 2nd Is not reguiated by the Comnifssion.”

EFFECT Dh_lé GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not -
Impac! the general [edger. )

EFFECT ougrn.ma IF FINDING IS ACCEPTED: This audit does not have a fling.
CONFIDENT! AL
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%’\ Flortda Power & Light Company

2 Dockel No. Undockeled
3 (<\ EPLES Strvice Conncet Process Audit
q @ Audit Ltequest Mo, 15
5 % Pagelorl
(o

; Pleags set up a mooling vith the persen respensible for gnswering Dosument Record Request
#5, for naxt Tuasday If possiblo,

fo Ameoling was conducted on Januery 13, 2006 lo discuss the response to quesilon #5. At tha

7] meating, the Audilore requosled the amounts FPL bilted FPLES for 2004 relalad lo the calis

;g fransfeded to FPLES Connecl Seiviees, They also reqiesled the April 2004 enliy relaled o 1his
oxpense,

oy Allaghed Is the enlry for Apiit 2004 that was bliled by FFL Io'FPLES for Ihe calls trenslotred Lo
5 FPLES Connecl Services, The Aprit eniry 19 for the bifling related to March's call activily,

fb As noted In tho dlscusslon on Jan. 13ih, the billlng is based on the number of calls transferrad
7 from FPL to Fwﬂed by the kransfor {ma assoclalod with these calls, Wa discussed (hat

2.4 FPLES uses a3 tha (rensfer itme, H dy lransfer process the FPLES

19 Répresenlalive doos nol plek up tho call within ihen the call is routed back to the FPL

AD Represenlalive who provides tha servico ¢o alion number and compleles the call.
The blling Is based on a more congarvalive ensure that all Hene and codls Incurred

2 by FPL ere accounted for In the biing,

A Sthedule 8 Is an excerpt of the s, Ewt documant thal Is tha basis of the entry. {t shows that lhe
A number of calls lrensforred from FPL lo FPLES for Moreh 2004 was *rne totef monthly
25 cells'ata then dlstrbuled across the FPLES producis, Schadule B shows The brockdow of the
2 tolal March call volume across the varous FPLES’;{)jucIs. . 0

* W i N I
2 The produc specific cali count ls mulilplled by 10 seedhds fo determine the workload assaclated
2 wilh hendling thesa calls, This workivad amount fs converted to non-exempl full ims equivalants
e (FTE) using a formula pravidad by the £PL Care Cenler, This formula aceounte for the workload
30 assaclaled with handiing these cells ever a one month peried taking info accounl a queuing faclor
3! {system dotay ime) and a call handing faclor 9:3?% that appilgs fo all call {ypos.

) 2

32 Using the”lne 89 an oxample onﬁgw lo G, 16.333%(3!&36 cells (reforence
i3 scheduls 8) resultin a nor-exempl FTE of 542 Tho 0.42 non-axempt FTE ls usod {o delerming
;;L 1he Exemp! FTE supervislon based on a 1 lo 16 span of confrol. The resulling Exempt FTE [

0.03, The FTE amounts ars ten mulliplied by one bwelfih of the corresponding fully loaded rales
3 provided in the analysls submilted In response lo question #5,
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EEMPT/REG PAY

220 - MEALS - OVERTIME
624 - EMPLOYEE RELATIONS
B8« EXP.NCCHE, &

82— RAGHOR

644 - EDRICATION AND TRABING
§92 - PROFESSIOMAL GERVICES
T50- CE-LLABUTY
80Z - RI3 PAY-NOH BARG FiAR
B3 « REG PAY-EXEMPT FIXED
20507 PAYWBERGFD(

208 - OF PAGEXEMPT FIED

YorIFTES 0
trcludes FY, BT, FPL Tomps wal 01 1830 TYD AV

- ml wea
5 RS
¥ 144608
$  (2Er70)
§  AMSY
5 {7.35)
$ 0 3 X
5 Luess 3 42288
¥ 278158 5
L H800
§ IsUR 3 1
$ B8 § wisd
3 7874 8 AZLE
3 - § 38,00
¥ 46000
§ 4asTaent
] 150
% 1300750 §  INSTAD 1308400 S0QRE0
5 A8 240
[ $ 75340 TH2 535,30 ©
e 16280 [}
45000 § 50000
1582073 § B
S44:00

LY
1900.58
BT80
15725371 TotaiHous | WSIE3EF  EANMED
21 ss@-‘f EY

oA A

Foted Talezom §  213ART
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SERVICE ORDERS « 2000 B
ALLOCATE MANAGERISTAEF COST TO SERVICE ORDER3
AMNUAL MID-RANGE

MANAGER - EXEMPT LEVEL 10
PRODUGTION ANALYST- EXEMPT LEVEL 4

COST PER EMFLOYEE

AMOUNY TO ACCOCATE  § 648,52
(542 17085)

% OF CUST SVCS
joTAL  EAG  Bubger  TAd ARD

3L secggrmv-nenatemmvas

} TOTAL MANAGERISTAFF PAYROLL 5 176760 O
i3 1OTAL DEPARTMENT PAYROLL LESS taaeoste = (D teew el 803§ £31.3,

155

| MANAGERUSTAFF PAYROLL
5 5276

ADMNISTRATIVE & GENERAL PAYROLL 14.08% 0ATs S82%
: 2.16%
S8 TAXES & INSURANCE 384% 0.10%  8.32% s Mo
| eATMUTISTRATIVE & GENERAL EXPENSES 20.86% 053%  i7.8T% $ 11855
ALl CENTER RE-ENGINEERING 5 B408
Y. TOTAL DEPARTMENT PAYHOLLLESS |, $8 ,'a_d'%a 14 0.0:%  245% $ 1808
83 MANAGERISTAFF PAYROLL
d OTAL NANAGERISTAFT RATE . ( ?i 2068 100.00%: § 43743 §_ 4102 $170.38
5% <pPPLIED TO 1:99% - MANAGER & STAFF PAYFIOLL RATE ) T § edesR '
2 ENPLOYESS @ $2.165 FER EMPLOYEE .
- __Bi‘é (Dq-.U.l fq

Qﬁ\ﬁ\&v

Q)%“‘%\ @%%gq— S W%

\1,_})/?/

HANAGER

JDM12/142200512.66 PM - g




COST PER FTE CETERMINED BY (}
TELECOMMUN!CH.TIONS EXPENSES (B)
TELEPHONE SCAIPMENT (8}
BLILDING COST {A)

CiS11(8)

CALL CENTER RE-
OFFICE, CLBICLES, S WORK STATIONS ({*@

A
B

RFRASTRUCTURE

TOTAL

@ § 07,125

SOUTHERN SERVICE CRDERS FTE -

BOTH CARE GENTER FTE'S -

N

BL Y] MFRASTRUGTURE

SERVICE ORDERS - 2008

cosTPER COSTPER CO
cogy  SECOND MINUTE EIE

(B 28427 @pans s ooses
(% si,sﬂ,m@ 00008 § D.0370

Qpooss 5 00215
51406348 (EpO0OE § 001

ENGINEERING (8} @ $1,164,868 § 00004 § 00267

00

ST FER

5 3
§ 2,093.94
$ 184742
§ 270087
$ 2,165.18

124,151 _$ 0.0004 $ 00249 § 1.909.28

s/

g56.18 .

@ 50022 § 0.1030 $1543285

65  emgleycas
L1 emg\ *yecs

- U -

JOMA 2NAI200512:56 PM
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¥

2|0
" 3} PREPARED BY KEN GETCHELL
: EAC DESCRIPTION

812  LEASED PHONE LINES
813  TELECOM EQUIP/MAINT
814 CELLULAR MON TEL EXP

TOTAL

4 * Included ECCR Telecom charges

‘ COST PER CALL
; ¢o. AVERAGE LENGTH OF CALL
% 17, h
o -*
B o ° % i %
P ,."E;
2

e

£
o
2
A v
“

by Dy,
iy

TELE COM EXP -1980

SERVICE ORDERS - 2000 S- /)

* PER CARE CENTER PERFORMANGE - YEAR END 1999

720  COMMUNICATIONS - PRINT
721 Comm - Print Media (Deleted)
810 LONG DISTANCE TEL SERV
811 LOCAL TELEPHONE SERVICE

(:)Q&\Q $1,003,962

cm%\m\“\kh N

YTAL CALLS HANDLED - SOUTHERN & CENTRAL - 1688 (® 10,804,028

242 SECONDS  $ QODD@

AMOUNT

Q}Yx\\ " 94,471

§ 464

% 7664565
$ -

$ 158,657
$ 14,698

b ®

$ 049703

o a2, 1ag - 1970@

©10,504,03k
e
&
SRS
W &
JDM12{14/200512:56 PM
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BERVICE ORDERS - 2000
+E sPHONE EQUIPMENT
LEQ
ASOF 12189 - CPRLOCATOR soionz2
LFO ACCOUNT 3573
BROSS LESS: NET
PLANT RESERYE PLARY
s 8,432,584 $ (ife43g) 3 9260241
DEPRECIATION s 6120l
PROPERTY INSURANCE
2028 PER $1000 X § sA%250% 3 1452
REAL PROPERTY TAXES .
1233% X § 432588 § 3,121

REYURN ON INVESTMENT
100 X % aasanp § . 63498
ARNUM. COST-LEG_§ " 13063
G5E

A8 QF 1259 PR LOCATION 8042004360

PROPERTY INSURANCE

SMBPERE0 X § 2,848,798 § 863
REAL PROPERTY TAXES
i7m% X ¥ 2846,79¢ S 35018
RETURN C3 INVESTHENT
1204% X 8 atse § 956

ANNUAL COST - C56 3 UNE
TOTAL TELEPHONE EQUIPIAENT COST S 2 15in7a8 ®
OEAL CALLS HANDLED- SOUTHERN & GENTRAL - 1998 10,04 528
£OST PER CALL PXEL- ]
AVERADE LENGTH OF CAHL 242 HECONDS
COST PER SECOND § 0.0008 @

g 35" TELEPHONE BQUP

8

P
G

R

3

Ya- &

¥ > - ! : T s Ui

JORAN2IN4200512:58 PEb %4‘
e

M Rl ':‘1!.!1_5
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SERVICE ORDERS - 2000
BUILDING COST

GUSTOMER CARE CENTER - LFQ

C SERVICE ORDER PORTION
. %! COST PER SQUARE FOOT $ 16.68
17 [ -
|48}, CUSTOMER CARE CENTER SQ FT ,“f\\&\\,, 6,423
F¥ ToTAL BUILDING coST ‘ ﬁ\?@?’
g{} | s 107425
L |
. # OF CALLS QQ\\\"\.“E“ 1,032,703

COSTPERCGALL § @ 0.1087

AVERAGE LENGTH OF CALL " 200 SECONDS
COST PER SECOND _§ 0.0004 @)

AoteQ By cos¥_1O%, 135
Ty COs 032,303

cov qucall » \D3F

Yy 2-
BUILDING COST _ JDMA12/14/200512:56 PM




SERVICE ORDERS - 2000

cpp s

PER CALCULATICMS BY JOSE CASAS, CUSTOMER
CARE CENTERS USE 17% OF CPU HOURS.

CUSTOMER GARE CENTERS 1% 5

fY CARMEN VERDOOREN

CiB 1 o

cisH )
AGCOUNT 303.8 Q%&%
10 YEAR AMORTIZATION )
GROSS 1EeE: NET
BLANT RESERVE 2LANT
$ ___ 61,798,136 $ 23233.623 § 24,654,208
AMORTIZATION
] 57798438 X 10.00% $ 5,779,314
RETURM ON INVEBTMENT
L4 24564,208 X 1204% % 2887 531
ANNUAL GOST 5 8,737 344

NTIAL
CONFDE

1426340 <

TOTAL CALLS HANDLEQ - SCUTHERN & CENTRAL - 1969 w08
COSTFER CALL o3 ® .
AVERAGELENGTHOF CALL 242 SECONDS {25,543
7 GOST PER SECOND § 0.0008 Pl
IS 11 - ER 4839 4018 PART OF CPR7081000220, THIS ERWENT [N SERVICE

O 484,
RESERVE CALCULATION HAS A LIFE OF 120 MOKTHS (10 YEARS)
$ 57,708,338 1 120 5 481,851
1904 9 MONTHS $ 4,334,880
1983 12 MONTHS $ 5,779,814
996 12 MONTHS $ 8778,614
997 12 MONTHS 3 £775.814
{808 12 MONTHS 5§ 5,770,814
1893 12 MONTHS s 5778814
TOVALRESERVE 8 80203028,

GROSS PLANT TAKEN FROM CAPITALIZED SOFTVARE REPORT PREPARED

‘{5’2/—‘ . ::

JDMi2/14)200812:58 Pt
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SERVICE ORDERS - 2000 §
P 7 BUSINESS CASE 95 0302 - GALL CENTER SYSTEMS - ER 8710 -LOC 40 £}
Fr 3 W SERVICE 1/98 AMORTIZE OVER 8 YEARS- '
Y LESS .
g 5 . QROSSCOST RESERVE NETCOST
G § 4478812 & (22984060 3 230,406
s 7 AMORTIZATICN
b T
, L_; Y $ 4478812 b 20% = $ 395,362
(T . }
' iiu* 9 RETURN ON INVESTRENT
K 3!::.'1 g X
it D § 2238408 X 12.04% = § 269,504
yobdes
Nty ANNUAL COST () 2 104,866
Sk S
it TOTAL GALLS HANDLED - SOUTHERN & CENTRAL - 1693 10,504,028
i x.";’f
i COSTPERGALL & 01078
1 .gg‘i ]
AT AVERAGE LENGTH OF CALL 242 SECONDS
| lﬁk 5 COST PER SECCND, $  0.0004
(3 0\\?\()&\\\1\?\\— |
33 G
e T
i O HEN -
. L 5 .‘. QQ \ i
g
. 1
e
Y3
RE-ENGINEERING JDM12/44/200512:56 PM i -
A s ¥




I SERVICE ORDERS - 2000

&

et

2  GEORGEREYES SHOWED KEN AND MYSELF

3 TRE SERVICE ORDER AREA ON THE 3RD FLOOR
Eirs OF THE LFO. KEN AND] COUNTED THE OFFICES

z‘ AND CUBICLES. THERE WERE 6 OFFICES AND

7

<

4

{8 GUBICLES, 5 OF THE OFFICES HAD AWORK
STATION (THE OTHER OFFICE WAS A SUPPLY
RGOM) AND ALL CUBICLES HAD A WORK STATION.
A8 THE CUBICLES ARE COMPACT, WEWHL

USE 1/2 THE NORMAL RATE.

©

CONFDENTI-

. SOUTHERN CARE CENTER
-2 UNIT  TOTAL
- L UNTS  ERICE AMOUNT
Ly OFFICES 5 $118416 3  T.05
gt GUBIGLES 78 § 60208 § 48,182

WORK STATIONS g3 § 85379 § 70,864

5 17 ;
X TOTAL 5 _124,151(%0)
: €L 1y #OFCALS 1,032,703
i /% COST PER CALL $ 01202
5 45 2D AVERAGE LENGTH OF GALL 200 SECONDS.
? 2 COSTPERSECOND $  0.0004
. - ]
.
-] 1'.:-
i
3
i
‘_,{3/ 2
OFFCUB&W S IDMAZHARO0S1ZS6 PM
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TROWIRKER S ORPLILATON FATE

sm\nmmnlcom -

ACTIAL OGS TRISIED 4500.FLEROAL 1 Erigaa

ATUAL HEPERPEISEACTT 40015} B I

EFFLCTVE TS RATE- 1993 3]

W HOREASE R BASR. ’

ECTUAKIED TFFGCTIVE FIGA RATE- 300 . s
PR LR Ay

8 dysbI6E

PN BASE 3630
FAYALRL GASK - 19§2

GGEEASE M EARE

Y R EASE TEHENOGOIST
ALTAR DSSTRAUTAD TS RAVROLL
ACTIUL T) TAXBAOENER -
PEABSOLT W BICREASE
mmtwilnﬂw!
FHTRIATED 3% PAYRELL
ST T RATES

5% F
0% THLIEN
1A% YT

5 5 ¥ Ll
t - ¥ i
0% s

T DR T BWAMAS
¥ 2§ s

R Y 198.10%
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THE FOLLOWING 1S BASED ON INFORMATION PROVIDED

SERVICE ORDERS - 2000

BY PROPERTY MANAGEMENT

STANDARD CUBICLES AND OFFICES ARE ESTIMATED TO COST
$5,5000. THIS INCLUDES THE WALLS, FURNITURE, AND

ELECTRICAL AND COMMUNICATION HOOK-UPS,

INSTALLED COST ) $ 5500
7 YEAR LIFE
o wEcoRnti
$ 5500 $ 2,750 $_ 2,760
DEPRECIATION
1420% ©OF § 5500 = § 785,71
psnsomupnopfzaw TAX
12% OF $ 5,500 = $ 6800
PROPERTY INSURANCE
00245% OF § 5,500 = $ 135
RETURN ON INVESTMENT
2.04% OF $ 2,760 & _$ 331,10
$1,184.18
WORK AREA
50% 'CF

$1,184.16 § £92.08
i

JOM12/14/200512:56 P
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PRty
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¥
1

.
° ,.l i
i SERVICE ORDERS -2000
THE FOLLOWING COSTS FOR A SERVER, WORKSTATION, AND PRINTER
. WA PROVIDED BY C A GARAVAGLIA OF MO AND 15 BASED ol
. “RICES QUOTED ON 7/30/8%,
’ SERVER:
N HP NEFSERVER LT3 3298
i PENTIUM 500 MHZ, 3008 RAM, NG 1,665
4 768 7200 REM DRIVE (<) 1888
RAPID CONTROLLER 845
. HP 15" MOMTOR 123
‘ TOTAL 70 CONNECTIONS § 107
L \WORKSTATION:
P VEGTRA VEIB18, {0/TOGNIC, 32X €0
s \WITH SOUND AND AUDIO
s 1P 51 MONITOR
T ToTAL
PRINTER: L
P LASERJET 4050 10 USERS
i ) SUBTOTAL
LT
. SHIPPIHGHANDUNG § 100
50
3 1978
b |
b 85% SALESTAX 5 128
il : FOTALPRICE .5 2104 .
¥ i1 -
P WLeE roTALcosT 5 2104
. { y¥ sk aveaRuUFE . ;
N -
L[t ceoss LESS NET , E“'“N,_ e -
R | A | RESERVE PLANT 00“?\ -
i g AL $_ip52 §_ 1o . .‘\N,’ N,
R ik ‘ DEPREGIATION : “‘%\i{j{:& . : g -
i s
R 1 asw OF 8 4 = § 70LH (;j : i
E -
D . I e REAL FROPERTY TAX . E
-t ta% OF § as = § /B f.-
Y PROPERTY INSURANGE - ;
P | nozs OF & W = 0§ a2 | b 2.2 f
s s¥ RETURH ON INVESTHENT 4
56 12.04% OF § s = 8_12068 . Y
5. 37 TOTALANRUALCOST  § 85379
o 3 U - vE
IR vk WS SIDMIZAT0051356 P Q: = -
&y © .
i - J— S ———




Il

n ﬂ:’?:"“‘:ﬁ‘:;t‘o},
E A e,

SRghtor {bl&ﬁ%‘fﬁ* "

et L

SEMICED 6200

AT W

3G COsTS

ALGREGAR
- CUSTOMER POWER .;wzsa 5L
OEPREGIATION S ZAMTADY 5 F0ZMMD S 1SS 5 2205301 3 MBS0 S NI0M § LMEME § 112asr § 10023R § 288N
BLECTRICITY 3 EEOE 3O OLEAIR S WIS 5 Mzt 3 2300 5 16E 3 TR0 3 ABIIT § BARM B 241
WTANGIBLE PLANT AMORTZATION 8 2008972+ 3 30408002 § L E BIMEM S - 5 IMGME S 10745 § nalRMD 3 M3 5 N
+ PROPERTTY TSURANCE $ RU8 S 48305 ZME 5 T § 45 3 260 3 2T 3 A s 18w 5 Aame
PROPERTY TAXES § AO/SS S LOGWZ 3 RPID S  WRMS §  ZER § 1654 5 oSG 5 208H ¢ 107AM &8 B
ROL-FACGILITES § mENSD 5 M2mAL 5 THIN § A0S § (T 5 B4 5 4IWSID S L[EMD 3 35500 3 4310ST
RO~ INTANGIBLES 3 6S4085 3 BMASIY & Z.5 3Teass 3 -5 _ TEpbe g B033G 3 MI0BR 5 _1MSH 8 W
TOTAL - IMDIRECT EXPENSES t DFEES 5 NI § 2RO § WIWIR 3 ARTR B 4O0L1M 5 ZSIET & SN 62324 .52
RIRECT BXPENSES ¥ tUTINEN S 100072098 § (Y2107 S 19651787 3 20LLGID §  GANSAST 3 SASSATN 5 S4B § 3360eS § 1UAMMGT
TOTAL EXPENSES § SWITmATS § OURAGIESM § 4AFLIE § ZnQAMS0 5 209572 5 OMZEU 3 GASTW Y 4200401 § ASHZM § 688168
PAYROIL 5 UBASSME § TLFSLAZN £ JAMNBS 5 TINAZ0S 3 2MB400 § DA § RSIGESTT § 108EJES § T 5 BIQEM
As s DPENSERATE (4 S085% B a8 AL A% IR 6SET% B0 TSN 18A7%
A& PAYROLL RATE (8) 10 A 9% v mees 6% e AT e ek
ALTERNATE AR G EXFENSE . ° .
RATEM) A~B 2TS9% 0% Tt £29% FLGTR 5% a13% +.02% 14.50%

dors FrECTE WA 4BET%
Py
JDMIDAANORZES P
T

n 1@:;

tun, 3 ol

e
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LELNIENE PASLER OFFICE

BCCOLRFY A
¥ 19 MU RAL ACT
85 11 MOFFE ACT

PERTY IMSUAAMCEBASE
PACPERTY ESURANGE RATE
i PROPERTY HSURANCE AMGUNT
TOTALFAGIITY 1% 170,000

L]
B BCURIVE

PROPERTTMGT WO 143-H D19

4200 W FLAGLER ST, M

NET USABLE SGUARE FEEY, YHE BUILDING CURRENTLY I ISE OCCUPIES
135,000 SOLARKE FEET. (138, 000/120,000»
MANAGEMENT. OTHER £05T

CAIEGORES mumnalaaNm?ciﬁ a&%\‘

HERVICE ORDERS - 2000

LQCATIH,

TOTAL AOUNT S gmuers | tesm,

RENTANLE STUARRFEET 24550
COBYT PER SAUARE FOOT s s
ELEGTRICAL USABE « KWH 1711 B00
COSTPER KWH 508
ELECTAICAL COSTS &, TN

GROSS ) NET BOCK )

[-2.id REAERYE YALUR QEPEECINEHON
s 050 . §  MOEOT § -
s RITME § 2895 §  2WTeA 4 100.950
s AT 3 12342 § 30§ 50872
E3 87 7 869
§ BENSTO §  BOMME § BS2EH § 457,008
% 5003 ROIRAVE 12.49%

DDFII% MUAAMOUNT S 457620

L]

'y 15324

”HEEEMHG’ERWTMSSNDPRDPEW

CONFIDENTIAL
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BOOK

GROSE .
PLANT RESERVE

PLANT
Degcription ACCT

SERVICE ORDERS - 2000
408100022} CUSTOMER SERVICES DEPARTMENT -LFO

397 $6432.,58 32 $00.164,339.19) § £268,242.13

COMMUNICATION EQUIPMENT

HEW SWITCHGEAR

DEPREIATION

1198 TO 123192

. 612,040

397 3

COMMUNICATION EQU IPMENT

Q\‘! .

e o

JDMIZHARZOD512:56 PM
{13/"2/

LFO SWITCHGEAR
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SERVIGE ORDERS - 2000

. 15!5 Bervice Connect Galts Humber  Avd Lengthof Call
piami 1,032,703 230(%3)
WrB 483308 -344
Combined 1,518,012 is 74 ) .
Total Calls Hendled ~Combined 10,804,028 242

CONFIDENTIAL

Additfonal Actuals based on 4998 biweekly salary
Flarnl Manager - Eixempt 10 20,500

Prosuction Analyet - Exeipt 4 53500

Secratary » Hon exernpts 32,760

Op_aralinns Supepdsor 69,000 .

Teatn Sapenisor Payrolf 475,000 This is for the 4 team sutpervisors that report - : R
to the Operafions gupervisor {Georgs Reyes) g

Q)Q&‘?\W\“\N’ *- b
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1458 MEam) (Soultiern) Acknls

202 - Charge k1 NON BARGIREG PAY .
309 leueln EXEMPTIRES PAY

wsrmmmnowamaorgﬁ f;'

g‘::B In- OTHEREAMI

402 - tmarqe(mt FDLDIREBFAY

403- Chasge, uu&axt-:mpﬂnee PAY

405 - Chesge Qu\ NON BARGIOT FAY

408 - Ghargs Ouk EXEMPT/OT PAY
421 Cherge Qui s OTHEREARN)
B{5-DAYH _QLJERE’GUM o
617.- PAYROLL-ADS ,
518 “PAYROLL - TENFORARY
520- MEALS - QVERTIME -

821- BOOK PER., SUBSCRIP,
&24- EMPLOYEE RELATIONS
525 - EXE. ADCTS, & TRAVEL
828 - JANFTORIAL SERVISUPL.
825 - OFFICE EQUIP-MAINT.

12 B29- OFFICE SUPPLIES

630- POSTAGE
831 - DATAPROGC EQUIP-NAIN
" 634 - FORMS & DUPLICATING

21, 838 OFFICE EQUIPMENT - RENT

648 - VEHICLE-OCCASNAL USE
647 - VEHICLE - RENTAL
648~ VEHICLE - CONTRAGT
852 - CONTRACTOR
658 - SOUCATION AN TRAINING
875- FREIGHT & TRANSFER
678 - MATERIAL & SUPFL.GEN
492 - PROFESSIONAL SERVICES
B93- QUTSIDE SERVICES
094.- Secinlly o
TO - LABLRADIOSCOMM.EQUIP
726~ Prinl Dup! - Oulsida (Deleted)
735 « DFFICE FURN, & FIXT,
741 - MICRO COMPUTER SFTWR
750 « INSURANCE LIABILITY
7684 - MCR COMPSIFERP MANT
772 - VEHIGLE - CAR RENTAL
790 - MISCELLANECUS
12« RG PAY- uga;ame FIXD
a3, gEG TFRED
T PAY/NON BARA EIY
soa OT PAY-EXEHPT FIXED
810 -LONG DIST. TEL SERV,
811 - LOCAL TEL, SERVICE
813 - TELECOM EQUIPAAAINY
814 -CELLULAR MON TEL EXP
420 - INCENTIVE PAYMENTS
821~ PAYROLL-OTHER EARNGS
822 - PAYROLLA UNP Suis INC
B4 - MCRO CMP HROW PURCH
501 - BUBINESS MEALS
802 - HOTEL/ LODGING
543 - AIRLINE TRAVEY
EAC Tolal

TofalPayedil . ;046,574

1,981
79
12,538

7334891
1'. 495

74,424
2,470 included n overal; telecor budget
{5,800 Incltrad in averall telscom budget
10,168 lnchuded inaversif lefecom budgst
2.713 Trichuded In overall bebbunbudge:
48001
108200
118,207
7
74,350
3,54

205
3,873,278
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Cost Measurement & Allocation Department

. CONFIDENTIAL- " CONFIDENTIAL

Florida Pewer & Light Company (FPL) supports affillate operations through direct projact activities and shared
administrative fanctions, Direct activities ure cherged to affiliates tiirdingl spécifin work orders: Shared
sdminisiaiive fincfions are slocated fhongh six mapagement fees,

Al services provided io aflistes, cither dissct gr alfocated, as ransferred al fully toaded rates, Payroll is
tansfesred by isiig e smployes. job classiffestion midpomts phus ddders, whith covers beuefiis, asd
adminfstradive adders, FPLpayrelf 13 struciured fo be competitive s the warket place in nrdar lo secnm top
employses; Ihnis fully Joaded mies rellest market zates, Therefore, FPL ticlioves that the services {tprovides tolts

Lt

aifilfates s in compliswes with jis policy 10 charge b fhe higher of Cost ox niarket.

Descriptlon of the six nuagement fess:

I Affillats Mamsgeingt Foe FPL corporate staff inftasteuchize that tonafits affiliates are brassferrod at fidly
Joaded rales, This managefnent fos s based ona cost pool of shared sexvices, which is altocated based on
the Massachusctts formula, Services examplas [nciude:

Payroll Precesclog

Tax

Accounting

Informaticn Management

* 4 &8 8N b

Power Generation Divisfon Managepient Pacs FPL's Fawer Generation Division provides supgprt to FPL
Enerpy Inc. [FPLE), Fully Joaded coste aza charged to ahs affillato hpsed on budgeiod dollas whts & yeat
end trie vp based §o goiyal accnmulited dollirs via spacific workortars.

3. Ensrgy Mawketing & Trading - FEL's Energry Tradbag provides smport to FPLE, Pulty loadsd custs are
allocated based en Istalled meogawatts. @ . . - o

ol

4, Tntegoated Supply Chaln FPL provides pr canent and matcrials iR genRket fepport toFPi.Bamﬂly
Ioaded costs allocated based on Lustalled megawatts. .

5. Mucless Bosiness Unit — provides muglear opsrations, fiiels, masgemeat team and sssurancs uppart 1o
FELE- Seabrook af fully losded cosis allocated based on installed megawatis,

‘6, 180 Seabrook— FPL provides protuzement and materisls panagement support to FPLE-Seabrack ai folly
Toaided custs allocatsd bascd on inslalled megawals

CONFIDENTIAL
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An Introduction
This Cost Alkecation Manusl wasprepared for the use o FPL Greup's regulatedutility subsidiary, Bluida Power &
ofcost -'ilguﬁ:npoli@kl‘qndpneﬂua, apd to provide goldclines to
ity mensactione.

Light Compairy FFL op Uikity), to dogumt
earploys polictes for Lot Inter-Compacy ‘and Ftre

21 roganding the iso of thas

Outside vendors doiag wotk for the pfiliates shoutd be instreted 1o bill affilistes direetly oz work pesformad and
pol process paymanlt ‘hrough the utllity., This eliminates duplicate jwoles provessing and provides nffiilstcs with a
clexy npprovat of work perormed.

Whenever practeal; wliligy employess should dicect charge fF
Tiris srairead describes prosesses &rert chargs hote costs, 19

' gharging is not preaifeal.

siovices o the benefiting afiliato or usiness unit
wall uz the sﬂncaﬂnnpm‘:uunmdwhm dirsct

Cost Aceountiog Coneepls
fhe premie that alY costa Wil baej

prostiontd betweei regulted and nos-rogulawd
sciivities. Apportioament i defined a8 any Asstribution of costs to the beofiting rogaleisd o ponvegnluted
; b corpomats cenier oot sonintng in the rogalaied uility, phich paovids a dir henefit to the

1ing bostoess ‘uits, will b appentioned fo the benefitieg n_pmﬁn;buslmsuniu. Cousistent with e
omedl baged on thres cost sharsctaristicd:

apuasil L
soregoing premive med definiion, cosls are apportiened
iston of services thet are mﬂ!ly_iauﬁﬁ-bmo m

s Direck«Cosls at:csmsund:m!uﬁvelﬂurﬁww ¥
actvity. Ad exanpls gy direot costs wqddhomnhryo_fmenﬂnm
yegalated affllfale’s powst MDM!S‘IMM to fadisate work dons within the wblity dlsecliy bensfiting &
business mitnﬂbarﬂunﬁs‘wovidet.an eoxample-of nma-Utility disect ensts would be Fugan Teiources
charging :‘h&opztlm‘buﬁneslwﬂu for specific recrutting acividles
»  Asigned - Costs of resoprcss unsed jolndly in the provision of both Tegulated aad ppmyegilstod acflvitics that
are épportioned uslug diret meamres of cost cpussfion. Tho squars Toatage cost of offics space wsed byzon-
regulsled actvities would bean example of aspiguable codts.
oﬁlreg;_lmdandmgd‘lh& sctivifics

o Uneifribulable (amegement Fer)— Cost of rasounie? shared !ryfa
cenleted and Aliscated {2 both regulsted and none

fox which no causal rehationship clsls. Thoso costeRIs & &
ivitdos through Lhe use of the Affliats Mamagemest Foo for Tnttr- Cginpany tramdmm The vosts
tho

regulaled wofi

sstociated with FPL Grougs baard of direetors s am exarnple of nuatibutsbla costs 2l

Afilinte hianagement Feé (Sew AlGlals Isnagement Foa seikion [ more dotails on whattriuteble charges)

Tunier-Compssy Tranyixiions - Rebweea Regulated sad Hor-Regutatcd Ealitics i

This mapaa} i desigued 10 document the processes used o wpportion cosie berwoen rogulated aud noneguiated
regulated and numeguhleﬂgﬂiriﬁuahd&w

agtivitics, The provailing premstic is st ecsources shased hebyecn :
pesuitin g elfhex entity, This manvak descibek the stundan! mﬂcﬂpmviqdbemmteguhhd aud
pown-regulaied tuties, the uiifitr's iAer-Company process {for charging direct and tndirect cosis, vifiHale
managerent fee, and olber apporii scit methods. Thit Costng conpepts and pritolphes dezesiied heteln.ace
applied consteenily to all subsidinies,
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o B
E 3 Paurchase Orders
: EE A | Whets a flistes prasnse goods fram conmon yeadors of the ULy, they sh wonid o 80 diteotly wnider sepirate
- % L e csdore This s involalng #ad prodous delivury wil e grocessed dsesty Lo thi aflnke, pod
7 +he affiliste will ot by bilked Sor Udlity loadiny costs. J akso ensnres ibat the gontmact tarrhs (warrantiel and

Yabilities) o the prrchase srien(sy sire phaced with the affliats, not with e Uity

0 -
e
»
.
arinds tihat}

.nm’o‘m(’: PTTY
A

¥ Transfer of Asgets

“
-3

o When an atset used {n FEL's egulated operatione i3 transfermed (o8 noa-reguiated afBliate, FPL will charge fhe .
aUTiliits the grester of market prica of netbogk value. Bzeept, FPL may chargs the aififfate either Mo minrkef prich or
et ook vatas if documentation {s malatained to support and justifythat snch a transhotion bestefils regulated
opezdticns. When aa asset that s o o wsed o FELYs regulaied opteations is treasfared Goma aon-wpulated

3 affiliate, (hs asset mast be ecorded at the Jower of markst price ar naf book, valas, Op cerizin ‘accaslony; FRL may
:;_ secoud the esiek at either markst prios orziet ok tnhue {Fit maintains documentation ta support and jugtify that *
1

srtch & fraosaction benefits segufated oporatians. Au tndspondedt appralier must verify the market vaboa of2
13 sransfersed aeset with 8 net bopk valoe grester than $1,000,000.
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P M Cost Mensnrement & Allocation Department
% 2 Cost Accounting Mamual

FACILYITY AND EQUIFAENT CHARGES
Cost Bfastoment & Allocation is responsible for wonthly srtrics thiough BR 99 work orders to bl the frllowing
activities: o
Acopuntiag Systemy ) : . . _
mmanummuwmmﬁngsysmmzwmmmm wd ispning nafseeil invol

These systenss are the Cash and Accoants Rocelvible Managament (CARMS) end Costoroer Information Systemm
Plug {CIS P}, The uss of theeo sysiems iy ‘Bi¥ed on 2 transsptional basis. A cost stady i3 perfomid by the Cost
Meansroment

systems. The nindbar of tmmetion ars pollecled monthly and bifled tq the Affilintes at thove rics.
Furniture and Computers ’

The Affiliates ars billes for affice fraitare ot perscaal coropittess oo 1 Cost basfs period. The charges srebased o
the munber of FEL gwnied eqadproeal utidized by the Aftilfates,

el 2TRgU T e

IS LongDistance Telephous Charges
s The AifiFiates aze biiied moathly for their fong distance scrvice. This is trarked by telecommwniontions based oo
7 ctagloyne Jong distanes I0F Rates azs based on bomal contracicd rates with the phone companivs

¥ Offfes Space

€5 squar ok they occipy based on a mackatate, Cusrently, FPY, Bectgy, FPL Bnergy Services wd Fibeanat oooupy
2 spaceinutdlty buihdings, pimmedly the Gencral Office sad the Tuno Betch Oftlce.

CONFIDENTIAL
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i sp.nmwmmmm:mwrﬂaymmwywmmex%sn.mmmu‘n_mummm

o conpenma,  ONFIDENTIAL -

[

=2 CAM Manush Bcerpts forit} Pagadof§ ' CONERIDENTIAL :_',)‘3')'-.
i
SRty $n DV | HTLIKTAN FRLAAT) Sk S0h
T L




- VRt

Tt e fnc.
we D Qoarigs g

X = 3 P LGS ) OYEUM-

N
5

SR TRES

27

L}

Q

Elerida Power & Light Company
Docket o, Uidocketed

PPLES Setvies Connect Procass Andit
Audit Request Me. 7

Pagelofi

1) Provide all bl lvsarts by month for 2005, .

2) How does FPL get pald for foclding thesa Inseniz (i Dnas FPLES pay FPL of do ihe
Tndividual adveriisars). -

3} ¥ FPLES doas, pmvl&e revenuag eamed.

43 How doss FPL detertrina how much 18 a reasonabls adverfising fee?

5) Proviils (he anglysls that shows hiow rauch it costs fo send & bif,

&) Provido ho acoourt you record revenuas for thess adds In.

7) Print out the account far 1he most recet 12 manth data ang highight these revenues.

1) Ses ellached ko3 displaying the FPL bill inaarls for 2005 as requasted,

2) FPL signs agteements for the bIk Insart advarising senvica by twa methods: 1) by negotiating
dicacy with polentisl advertisses, in which case the adveriiser pays FPL direclly und 2) by ufizing
a third perty advertialng beoker, Inwhich casa tha adverllaing broker pays FPL direclly.

2) I 2004, FPL recelved seyentios from FPLES In the amount c‘-'haso révenues ars
related (o adverising for FFLES' producis.

4) Thie third party advaralng broker negoliates the foo thal FPL racelves for ils service. This is
reprasentative of tho market relas avallabla for this actly, The fes that FPL recelvés when they
negeliete directly with a polentlal adverllcer by aleo based on these market rales. e A
5) Allached e the anslysls cenunstad thel shows how tmuch ¥ cost for FPL I send a bl AU

. { y .
6 Tha tevnn%;t?g;ﬁchled with The FPI. Bp Statemenl Adverilsing pragram gre recorded in FPL
stooun! 458,022, -

7) Ses nitached 1% for the print aut of FPL sccont 456,032 for Sanuary through Dacembar 2005@
revartias speclfic to the FPL Bit Statement Adverllsing pragram. =

AERTTR A FERUL B0, BRI Gl .r_zé'.gun %8
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Pagslofl

1) 1S FPLES paying FPL for heir biing incerts?

2} s0, p!aasep:widedowmemmnforﬂﬁs and ]

3) Also, show ine If Tia rale is comparable to whal olher companies ace paying FFL for thalr evin
biiling knsens

S M NT RN
Q

T
Iz 1) Yes. '

L > 2 Se altachéd joutnal eniry fhat documants the ramsaction tiotween FPLES aid FPL, Note that
I N A { fhe ravenue lo FPL is recorded In FPL's account 436,022, while the detitls recorded on the .
TE ! books of FPL to the Intar-conpany accommd. 146,906 -"F°L Recelvabls from FPLES-VAPS",

v fta 5y EpL reselves rovenuarelalad o bBlinserts” by two mechanismst 1) ol from o acdvaiias
‘ . "2", stich a9 FPLES or, 2) frem ks third party advedsing ardiass of the arrangement, (e
! R © .t rates ara oompamhle Fér axample, FPL receives a faao 1 thousand insers from the third
: -Z) ﬂaﬂwr‘iﬁm broker, This broker typicatiy b¥ls ils cllen lrd-perty mmﬂ tobet fea of
ar thousand insarts. [f FPLES s the adverliser, FPL. receives the tolal fee of per

s 2 o Incerts. No broksr 1s kwoled when FPLES fs the adverdser.

CONFIDENTIAL
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Pagelell ~ . .

1) Pleass provide your policy thal shows what you require of campanles {fat sdveriise thrauph

)
your b stetfer,
2) Is Thera any EPL review of the companles? e, financial ntegrity, repudation, elo.)
3) Provide tha citeria of the reviow.

4) Doos FFL review iha bl sluffers to determine If the advertisement appears taindicate that FPL
Is endorsing the company, fts prosucts of services? .

5) Provide criteria osed.

1) Sea alleched screenind ciiteria worksheat used ln he bl lrraert managament ravisly peacess.

2YYes.
3) Seealtachad screening crilsria warkgheel.

4) Yes. .

E) As parl of the management ravisy procass, FPL reviewn tha canlent of ihe bl lngart. IFthe 1K -
Iser content eppesrs [d indiceln ihat EPL endorass tha company, Ns products or servicss. fen

the bif Insest Is Tiot gppraved.

= , “frne Q1Y B
ot
B A
w

e L I

Benvioe Condust Pacoesy =

R Tus L i

: Pgpier
Foaat e
Tloyldu Power & Light Compauy
a * Dockst No. Unducketed .
- . ﬂmsw“mmadl'ro:eubudli "
v Andif Request Nau 22 .
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3 QG | \\“‘\Da\“\ N" Dotket No. Undoctiefed
3 C,G FPLES Servies Connect Process Audlt
Y Awdit Request No, 23
' s : 0 Pagsloft
b 9
7 1) ts there any olher acllon FPL has laken io ensure that b stulfers do not indicate FPL
&’ endamement?
9 7) Fleasa proyide,
Fis) 3} Has FPL ever denlad any bl shiffer?
4 4) Provide the reassna and the names of the cémpanies.
1 a . WY fuet
3 1) 8an response #8 Lo question 22,
iy 2y Soe response #5 lo queston #22;
5 4)Yes,
iL 4) Tha following companies wers not approved by FPL as 4 b inserf adventizamanl.
47 Hama of Company Reason for Denfal
ey FPL manapement decision
4 | Felled seresner workshest ovaksation
o " Concany with fining of insert and appeslof
2t _ produc! b largs markel
2 Concem wilh (iming of kisert and appeat of
23 product o terga market |
&

11
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2 Flovlda Power & Light Cermpany

) e L g Packet Mo, Undocketed .

q : KDEN { ¥PLES Service Conneet Process Audte
5 GG 2 lant k ) Andit Request Mo, 24

i . Pagelofl
& Q.
% In the answer o dosurnant veccid request 7 kem § 1 tacelvad *Ona Page Bt Cost Anslysts for
2006" which s ays ths oosl per ono page Inser ks 30 cents, The answer fo decumant record
G request 17. Ham 3 you say that FPL recelves revanues of $15 per 1000 lngerts,
"o 15 Why fs the charge of the fnsert Jower than FPL's cost?

It 2)1s FPLES considerad a Ming party advertisfng broker ag well 23 an advertlser?

la A '

3 1) The £0.3064 cost provided ta the “*One Page BTl Gost Analysla 2005" document {item & of

iy quesiion 7)is Iha 2003 estimated cost for FPI. o generate & ope paga Drinted b weighing ane

ﬁ olmbe of fess. Tha fes That FPL reselves of $16 per 1,000 Inseds {refersnced i queston 17, ftem
t 3} ks a marketing rets for bil nsert advertiolng. Thus, a compariset of e $0.90 ona page hilt cost

? va the $18 per 4,000 Kisert fas I8 not zpproprate.

11

2)No.
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e 3 FPLES Service Couneet Process Axdit
' }" Audit Request Mo, 27
.l Paga14f1 .
. £ o
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INTRODUGTION

FPL Group, Wne. expects all repfesenlattvés of ha Company and lls subsidiarles
{collectively, the “Company’} 1o act o accordance with the highest standards of
personal and professional tntegeity In 2l aspects of thelt acliviiles and fo comply with &
appﬁcab%e taws, regulations, and Company policies. This Code of Busiess Gonduct &
Ethics (the Gode™) applies to all representauvés of the Company. including direciors,
offiears and amployees, temporary employses and all others who work wilh or represent

us, direcily or indiractly.
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LEGAL & ETHICAL RESPONSIBILITIES TO THE CCMPANY

Rasgopsibilities for Compliance

it Is your responsibilly fo read snd understand this Code and to comply with [t In both
lstter and spislt.  Aithough this Codo addresses a wide range of businass, legal, and
ethical matters, it cannet anticipate overy Issua that may arse. In many sifuatlons, your
Judgrient and common sense will provide sufflclent guidance; I something seems
tnethical or improper, it probably Is.  Bul, if you are unsure of what fo do in any
shtuatior, you should sesk addiflonsl guidance and infarmation before you act by
contacling your supervigor, the head of your Busihess Unit or a Compliance Officar
(who are listed undar "Compliance Assistance” al the end of this Code),

it Is alzo your responsibifity lo report any actual or suspected violation of a taw or
regulation, fraud, and any other violallon or suspected victation of this COGe.‘ Yoeu may
dn 0 by confacling & Compliance Officer. You may also call our 24-hour “Hotling™ at
888.604.8444 or contact any membar of the Audit Committes of tha Board of Direclors
of FPL Group {see "Cotmpliance Assistance’). You may chaose 1o remain ananymolis.

The Company prahibits any retallatery action agalnst any Individual for ralsing legitmate
concerns or questions ragarding conpifance with thie Gode or other ethics matiers.

Records and Reporting

Al tecords, data, and information ownad, maintained and used by the Company must
be aceurals aid complete. You are personally responsible for the integrity of the
Informatfon, records and reports upder your conlrol. Records must ba maintained in
sufilclent dafall as fo reflect accuralely the Company's transactions. All financlal
slatements must be prepared In accordance with generally acoepled accounting
principles and falrly prasentin all material respects the Mnanclal conditlon and resulls of
the Company. All repors filad with the Securities and Exchangs Commission must not
contak any missfatement of a material fact or omit lo stale a materisl fact nacessary to

5\ 6"{



make the statements made, In light of the ciidumstances under which such stalements
were mede, not misleading.

if you have any concems or complaints regarding quesfianable accounting, internaf
accounling controls or auditing matiess, you are encouraged to submit Hhosa concams
or complaints {anonymously, confidentially, or othemlso) to fie Audil Committae of tha
Board of Direclors which will, sublect to s dullas arising under appticable law,
regulalion énd legal proceadings, treat such submisslons confidentially. Such
submissions may be directed to tha atlentlon of Audit Commiittes or any director who Is
a member of the Audit Commiltes, A geparais Whisteblower Poflcy has been adopled
by tha Company spacifying additional procedures and protections for these {ypes of
concarns of complaints, coples of which may be obtalned from @ Complianca Officer.

Business racords and other doocuments may bacoms publle through liigation,

govemment lvestigations and fhe madia. n this context, the Comipany or a third parly
may be in a pasition fo refy on or kterpret the ducument with the benafit of hindsight
and the disadvantege of Enpedecl racoftection,  Accordingly, it 15 important that you
avold exaggeration, colorful language, gussswork, lagal concluslons, and deragatory
remarks or characterizaflons of paople and companfas. This rule applles to documents
and eommunicalions of alt kinds, including e-mall and fnformal notes and memoranda.

Records must always be retained and destroyed according to the Company’s record
tetention poficies. The Compamy’s relanilon policies are based on gperifie stalutory ahd
regulalory requitements, soma of which-ara specliic to-a padicular busiess operallen,
Thase relenllon requlrements agpfy to alf Company documents, Inchuding e-mall and
ather efectronlc records.  You ara prohiblled from desfroying any records that are
potentially refevant la a viclation of law, any curent pending orthrealsned liligation or
any pending, threalened offnraseeabla governmient Investigation or proceeding.
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i Proper Use of Gampany Assals
. f”' f;\ Protecting the Company's assele, both tanglble and Intanglble, against loss, theft, and
; %i’i ‘:lt misusa Is your reeponsibillly. Thesa assels were acquired solely for the pupose of
- conduciing the Company’s busineas, They may not be used for pessonal benefit, sald,.
' "f o ;‘: toaned, given awey, or disposed of except with proper authorization. Assefs Include
o ' RE

cash, securliies, business pfans, custorrer information, suppliar Infermation, Intelleciual
propeity {including computer programs, madels and simifar itsms), physlual propeity
{incding equipmeant, vehicls, icols and supplles) and sences,

.
e
SR

.1 l".: " 2‘
B ;’ N o % Misappropriation of Companty assais ls theft and a braach of your duty {o tha Company.
" ?_ An emploves engoging In such acllon Y8 subject bo imrped!ata dismnfasal and
. B prosacutfon, I spplicable,
-%';.
. .E" Compuler software and ‘Information provided by the Company and loaded on your
° ‘ compiter & Company propeily, Licensed software or documentation mtist be used
: "  stiletly in accordance with licensing agreemonts and must ot be duplicated without
= \ - %‘; permission. You are tesponsible for safeguarding Iogins and passwands which pravide
':c( : 157 access {a Company networks.
N Infernet aceess and ai Company electronie communicaliona systems, sush as e-mall .
o and volce matl, are tade avallable to you oniy to condut the Gompany's business and .
» . Incidenta) non-solicitationst use, Company syslems are the propeity of the Company ’
~§ i and & cmnmunlcaﬁgns' am subiject 1o veview by appropriate, aulhorlzed Cormipany

personinet al any time. Users have no expecialion of personal privacy In their use of
Company cofrmunicafions systems or information sent to or from or stared In Gompany
commupications systsms.

Use of Campany compuler tascurces o communications syalems for the followlng is
prohibited: abusive or otherwise objectionabls fangiage; mfarmation which Is Megal or
" phscens, massages which ara kely to result In the loss of the edplents’ work ar -
systems; mesaages which defame or el olhers; use which Interferas with the work of

s b
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employeas or others, Ineluding sexual or other harassmant viclativa of applicable laws
and Company polleles; and soficitation of smployees for any Unauthoized pumposes,

\f you bacome aware of tha thsft or misuse of Campany assets, immediately report the
matter io your supepvisor, your Bushass Unft Head, Corporete Sstuiity, or a
Compifance Cfilcer.

P b difrd GO, 1R/ o

You must retain in shrisfest confidanes, and uss solely for ihe beneflt of the Company,
all propristary and confidentlal toformalion sefating fo e éompany which you acquilte,
dlrectly or indirecily, In donnzeion with your employment or assockation with (ha
Company. Fropristary or confidenttal information aboul the Company may not be
dlsckised fo anyona outside ihe Company wihout speciic authorizatian by the
Compary oF to olher Company perannal unlsss they have a need to know the
inforation, . )

Examples of proprietary and confidential Information include, but are not imited fo, any
sysiem, Information or process that gives the Company an opporunity fe gain an
advantage over its competitors; nonpublic Informafion about the Company's siratepias,
busihess plans, foracasis, operallons, and resulis; nonpublic Mformation about-
cystormers. and uendulia,: nonpublic infomation aboud the . Company's systems,
technology, praducts and sendees; and employes medisal and ofher recorda.

You are responsible for safeguarding all proprietary and confidential Infermalion under
your copbrol.  This includes taking ateps fo ansure documents are produced, handled
and discarded b a manner that minimiZes the sk [hat unauthodied persons might
obtain sccess to them. You should alse ensure that access to work areas and
comptifers Is properly controfad. Afso You sheuld not dlscuss propidetary or confldeniial
{nformalion In publlc places, such as reslaurants or alrplangs, or on celiular phenes.

R\ Q:l/
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ADDITIONAL LEGAL & ETHICAL RESPONSIBILITIES

Confijcts of lit i

You must bs sensitive to any activities, inferests or relationships that might confiict, or
even_aﬁpear to conflick, with your abllily to act In the best Interesis of the Company.
Since It Is Impossible to describe every potentlal cenfiict of Interest,. e Company
necessarly refles on you to exerclse sound judgment and to adhere fo fhe Mghest
olhical standards. To assiet you in this regard, & few of the ntore commen stivallons In
which a conlist of Interest arlses are dascribed helow.

Any aclivily, Interest or relationship of yours that might constitute a conflict of interest
must be dlscdlosed in writing to and approved by the Company pricr to the Ume (he
situation ardses whenever postible and, In-any avent, no later than when you first
become aware of it. Conflict of interest sltualions involving members of the Board. of
Direclors of FPL. Group shauld be dieclosed to the Board of Diractors and the General
Counsel; all other such shuations should be disclosed to the person's supervisor and a
Complianecs Officer. If you are In doubt abow! a sliualion, ask a Compliance Cfficer.

A potential conflict of (nterast arises If you or any person having a ¢idss personal
reletionship With you {a “related person®) bias a direct or Indirect inferast [n, or may
derive  benefil from, or (s smployed by a business enterprise which doss or sseks o
do business with the Company, Hawever, a situaion In which a related persoa Is
employed by a bliginess enterprise that furnishes producis or services fo the c&mpeny
and the genaral public'et prices and terms generally applicabla o all its custorners, and
whose compensation Is not detarmined in whole or I part Sy reference te the amount of
business dena with fhe, Company, would not ba considered to give fisa to a conflict of
Interest.

Also, ownership of less than 1% of jhe outsfanding pribﬂoly—traded securities of a

business snterprisa doing, or seelking to do, business with the Company I not
copskiered to be a conflict of Inferest. '

;\g &
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A person with whom you have a closa personal telationship means your spouse,
parents, children, slblings, methers and fathsrs-In-law, sons and daughters:ln-law, any
person ving in the same house with you or any business assoclata of yours.

You ows & duly fo the Company lo pramete Its business Inderosts st avary opportunily.
Agcordingliy, you may not taka for yourself a corporete opportunily that is discovered in
tha cotre of your employment. of other assoclation with the Company, nor may you
compeis wilh the Company. Among other things, you may nol fake for yourself
opporiunifies that are discovered through the use of corparate preperly or Information or
your posiion, and you may nat usa corporate property of Information for personal galn.
SimHarly, 2)) copyriphts; patents, trade secrals of olher Intellaciua) property assoclated
with every idea, concept, technique, Invention, procéss and work of authoishlp
dovaloped or created by yait In the course of parfotriag wptk for he Company belongs
to the Compary, and, i requested, shall be specificaty assigied by you lo the
Gompsny, )
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Gifts and Enlertainment - .

aithar you nor any porsen with whom you have a close pérsanal relationship may
accept gifts or anylhing of value {Including emtertalnment) from & vendor (existing or
potental) or customer if that glft or other thing of valua lg, of could reasomably be
considared to be, Infanded o irflusnce your behavior toward that visndor or customer.
Absent such ckcumstances, gits may be accepted when parmitiod by appiicabla law \f
they ara fion-cash gilts of nominal value (250 ot less, Tdividuefy of In the aggregate)
or cusiomary and reasonable meals end enlertalnment al which the giver Is present,
such &9 an vecaslonal business meal or sporting event. Travel or {odging may net be
scceplad unlass previeusly approved by yaur Businass Unlt Head.

o,

If you are offered mqna;;-or a gift hiot In copformity with the excaptions nofed above,; or lf
aither arrives at your office or home, you must repost it to your stparvisor In writihg with
a copy to a Compiiance Offcar. :

o o
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Federal socurlfes laws and Company policy prohibit a diracler, officer or other
amployea of the Company who Is In possession of materal, nonpubllc information
relaiing to the Company from dirgcly or-through family members or other petsons ar
entities: (a) buylng oF selling securies of the Company or engaging In any other actlon
fo taka personal advaniage of thal Informalion or (b) passing that Informatlon on
{"tipping") to others cutsite the Company, including family and friands,

I addion, it Is tho policy of the Company that no director, officer or othes smployee of
ths Company who, In the course of warking for the Company, leams of malerial,
nonpuille informatlon abott a company with which tha Company does buslnéss,
Including a customer or vendor of the Company, may trade In that company’s secuiilies
unth the inforrhaticn becomes public or f5 no fonger meteral,

It Is not posslble fo deflne all categories of matarlal Informetion.  However, information
should ha regarded as materlel If there [s a reasonable (kelltood' that i would be.
vonsiderad significant by an Investor i1 making a decision to buy, hold or sell securitles,
Shinllarly, any information that couid be expected to affect the Comipany’s (or ancther
company's) slock price, whether it is positive of negalive, should be considered
matedal. i

Nenpublic information ls tnformation that has not beei. praviously disclosed to the
general public and s not otherwlse aveilabla to the general publle.  Even afier
disclasure, Informatien Is slill considered nonpublic untll an adequate time has passed
for the securitias markats to absorb The information. As a general rule, Information
shouki ot be considered absorbed. untif affsr the slose of business on the first “trading
day” faillowing the date of publke disciosuré of the Information.” A trading day is a day the
New York Stock Exchanga I8 cpen for irading.

Thiz inslder trading poficy also applies lo your family members who resfda with you,
anyone elss who lives in your hausehold, and any family members who do not five In
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) e ﬁ your household but whose transaciions In Company Securillan are subject to vour

: <oniiel ot influence, -

-It Is algo {lagal to "lip* or pass on Inside informatian lo any oiher parson if yau know or
reasonably expedt fhat the person recelving such information from you witl tisuse-such
information by trading I securities or passing such fnformatian on {urihar, aven If you
do not racsive any menetary benefit from the t!ppas

The foregeing fs a sumimary of certaln portions of the Company’s Polfoy on Sacutities
Trading by Ccmpany Personnet whk:h is avaltabfa ot the Gnmpany's websita at
afae ) You e

expecied o be fammarwﬂh and {o abide by. the comp!ela policy

(¢ WS
The Gompany ls subject fo compleéx laws deslgned to preserve compatltion among
enterprises end to protect consumers from unfalr business amangaments and practices
(generally known as "antlist Jaws™). You are required fo comply with these lavs at al
times.

The potentfal for ani-competitive condect can arise in varlous situatlons, These Include

proposals from competiors 1o shara price or other competifive markating information or

to alldcale marke's or customera and dlscussions at industry Yrade assoclation meatings

of compotitively sensitiva {oplos, stich as prices, pricing policles, cosls and marketing

slrafegies. Al such shtuations should be avolded.

if & competior, customer or a suppliar tries {o discuss subjects with you thiat ralsa.
coricems about enticumpetitive conduct, you should refuse fo do so and ask tha persan

fo siop mmedlalely. §f hecessary, you should leave or othemwise teminata the

conversation and repont the wmatler {¢ the Company's General Gounssl or ancther:
member of tha Law Dapariment. ’




Commitment to fire Epvironment
1t has been, and wilt continus to ba, the Intent of the Company 1o conduct its buslness In
an savironmentally respensible manner. Accordingly, the Company underakes to:

+ Comply with tha spirit and Intent, as well as the letier, of environmental laws,
regulations and slandards, ’ A
Incorporate environmental prolection and stewardship as an Integrel part of fhe
dasign, construction, operation and malntenance of its facilittes.

Encouraga the wise use of energy to minimize the impast on the snvironment.

Communicata effectively ont environmental Issues,

Conduct periodlc self-evalusions aad report performance.
The Company has Implemenied an Environmental Assurence Program to assure
compliance with ait envionmental laws and ragulations and the fulfifment of s
environmental commitment. S e

Privacy of Employee information ‘ .

The Company fecognizes and protects the privacy and confidentialily of employee
medical and personnel racosds. Such records must not ba shared or discussed culside
tha Company, except as authorized by the afferted employee or as required by 1aw,
rule, regulation or a subpoena or order {Ss‘jfﬁd‘by a court or requasted by a Judicial,
adminfstrative or legislalive hody. Requesis for such records from anyone oulsida the
Company must be approved by Interal Company lagal counsel.




WORKPLACE RESPONSIBILITIES . l o' ’
alr ment arn

Tits Company consklera divarsity In cur people critical tn our success, and wa sesk to

raciuit, davelop and relaln the most falented peupié‘ fiom a divarse candidals pool.

Advancernent at our Company 16 based on talent and pedormance,  We are Uity

comriltted to equal employment opportunity and compllance with the lettar and spirit of

the fusll rangs of falr employment practicas and nondiscrimination faws.

Harassmeni snd Infimfdaties

The Company prohiblls sexual or any ather Kind of harassment or Infimidation, whether
committed by of against 2 supendsor, ca-worker, cusiomer; vandor or vistor.
Hatazsment, whelher based on a person's race, gender, colr, cfeed, religlon, national
origln, ciizenship, age, disabffity, marital stalus, sexual odentstion, ancestry, véteran
stalu or socibaconomic status, Is repugnant and inconsistent with our commitment to
providing a tespectiut, professional and dignified workplace,

if you believe that you arg belng subjecied to harassing behavlor, or if you observe of
recelva a complalnt repanding such bshavior, you shoukl repost It 10 your suparviser, or
to your Business Unifs Human Resourse Relationship Manager, or Yo the EEG
Caomdingtor, cr to the Employea Relations Haoillne st 88865621055, ~ Also, please
sansut the Employee Praclices ssction of your EPL Policy Handbook, 'The Gompany
will promptly investigate all eflegafions of harassment or disedminaton and wit take
appropriate coecliva action, Relsliation against Individuals for ralslny elaims of
harassment or discrimination is prolibitad, )

Safsty
The Comgany assigns the highest pricsity o the safety of its peopls. No job Is so
impontant that It has to be worked I an Unsale manner,




The Company malntsins 4 comprehansive employes safety pregram {or the prevention
of accidents. Supenvisors and rnanagément are responaibla for monitoring the use of al
reascnable safeguards In ihe workplace incuding Company pracedures, safe work
practices, and parscnal proteclive eguipment,

Lilimately, however, all employees are responsibie for {hefr own safély. Every
employea must, for his oc fier ovwn and fellow workers’ heaith and welfare, ablde by the
Company procedures and safe work practices, and use -all appropdets ‘personal
profective squipment In particufar, the Company g commitad {o makntaining the
highest slandands of huclear safety In the design, operalion and mainfenancs of our
nudlear power plants. 1t ls each employes’s responsibility-to bring to the atlention of
managsment any coneerns relating lo tha safely of deslgn, operation and mafitenance
of our nuciear plants. .

Allsinalively, employses can volos any concems through the Nuclear Safely
SPEAKOUT Piogtam, In addilion, anyons Is free to bring such malters, at any {ima, lo
the allention of the Nuclasr Reguiatory Commission.

No employes will be discriminated against, In any way, for having brought his-or her
concems fo the aitenllon of management, Nuclear Safety SPEAKOUT, or the Nudear
Regulatory Comealsslon, ; ' :

Oruss and Aleohol
Tha Company s Tnly committed to providing its employees with a safs- workpiaca fo
the extent reasonably possible and to promoting high slandards of employas health,

The Company expecls all emjiloyees and coniracions 10 Teport to wari atle fo perform
thelr dulles safely. Substance and alechol abuse by employses or conlrastars is
1egarded &5 an vnsafa work preclice by crealing an increased risk to thele safaly snd
the safely of thelr fellow workera gnd the publis.
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The Company has sxplicit pbllcles In this regard, which you are required fo knaw.
Employees in cartain specific sataty-gensitive work sltuatlons may ba sublect {o more
stringent requirements such as, but not limited to, those associated with the Nucleat
Fitness for Duty Frogram, Commarclal Driver's Livense requirements, or the Omnibus
Transportation Employes Testing Act of 1981 and applicable faderal regulations.

All such policies will ba sirietly enforced. You may obtaln copies of them fram &
Compllance Officer.
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REPRESENTING THE COMPANY TO CUSTOMERS & OTHERS

Trastnient of Customers

, OQur cuslomers ars extramaly Important to us. They are the reason tha Company exisls
and our success depends upon thelr salisfaction. Customers are giways io be irealed
with the utmost respact and courlesy. They are 8lso to ba treated faldy. No customer
should ba given preferentiel lreatment
Information that wo have regarding our customers Is to ba kept confidenilal and used
only for Company purposes. Customer salisfaction is the job of evéry smpleyes.
Thase of us who work on or arotind our custemers’ property hava a epecial obligation,
Wa should avold unnecessary damags o a customers property, If soms damage is
necessary in order to: provide our services, it should be kaplto a minimum and khe
prapeity reslored when the work is finlshed. o

Hanesfy with Regulalors

In our businesses, We are. éx!enstvefy ragulated by & numt;er of commissionsy, agencios,
and other governmeantal enfitios. Vihile we may not always agres with thesa ragulators,
It is essentia) that the information thel we supply to them bs accurate and not
misieading, We must cooperate with all our employeas and represeniativas who
intorfaca with our regqlaiora and supply them in a timely manner with accurate and

complete Informatlon which they require to fulGl thelr responsibiities.

Communlcatiops with the Bublic

Before publishing, meking speeches, ghving Inferdews or making public appearances
that sre connecled to the Company’s business interests, you must get approval flom
your supervisor. ; .

In addition, |n order fo ensurs the Company's communlcatiors with the publie are
accurate, complate, censistent and In complisnce will applicablo law, while stll
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protecting the Company’s confidentiabty and Interests, you should always refer all news |
media, securifes analyst and investor inquides 1o Corporate Corrumications oF
{nvestor Retations: You should not provide responses unless specifically raquested o
do so by an appropriate Company representative.

Toal A o Contributh

vou have ihe right to patiicipate voluntariy I the polidical process. No one in ihe
Cotnpany may raquire yéu to contribute o, supper of OpRose any poliiical candidale of
group. I you ¢hoose 10 pariicipate the polliical process, You must do so as an
indlvidual, not as & representaﬁva of the Company. Yo may not wofk on a polifical
fundratser of other campalgn activity whila al iwork or use Gompany property {or these
activities, Any overt, vishle and parlisan political activity thet could cause somecns to
befleve that youlr actons roflact the views of position of the Company recuiras the prior
approval ofthe General Coungel. Any questions regarding the Gompany's policies oh
pofitical actvittes should be dirasted to the Vice Prosidant, Govemment Affalrs oF the
Vice President, State Legisiative Adfalre, of Tlorida Power &light Company.

.8, federal law and tha laws of cartaln states (not ciding Elorida) generally prohibit & .
corporation from making peiitical gonfributions. This prohibition includes monetaty
oonlriwlions.."ln-mnd‘ cantibutions (&g o use of faclitios for & fundralser, purchase
of fickets for receptioris of dlnners, adverlisamerts {n joumals of payments for sanvices)
and gifts to officials. Genesally, oUF polifical Aclion Committea (FPL PAC), which is
funded by personal contributions made by Company ermployeas, 15 the only peanissible
sourca for funding 1,5, political contibutions on matters iiportant to-the Gompany.

Activitf .
The_ Company encourages avery employee 1o taka an acive interest In ga‘vsmment

processes. *Any such participation, however, ie to ba un ertakan as an individuat = not
aE a representative of the Carmpany.




As a genaral maiter, you shauld not engage in lobbyirg getlity on behalf of the
Company. Any lobbying achivily that ls undsraker on behalf of the Cempany requires
the prior approvalof the Vics Piesidert, Govemmant Aftalrs or Vica President, State
Leglistative Affalrs of Flofida Power & Light Cormpany or, In tha case of local
governments, the Vice President, Gorporate Communications.

Lobbying activity generally includes attempis fo influence the passage of defeat of
teglsiation, and it may ligger reglsiration and reporting requirementa. Tha-U.8.
govermnment and mariy states (including Florida) exiend the definition of lohbying acthvity
o cover efforts to (nfluence formal Idemaking by executive branch agencles or other

offigial actions of agencles,
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WAIVERS

Wal‘va’[s'ouﬁ[s Coda .
Any welvar of any provision of this Coda for executive officers (as "officer” i defined in
Rule 16(a)-1{) under the Serurties Exchange Act of 1934, as amended) cr direciors -
must be approved by tha Board of Dlrettors, or a designated committaa of the Board.
Any such weiver must bs promptly disclosed to shareholders In agcordance wilh

appllcable New York Stoek Exchange rules, Tha Company generally wiﬂinol grant such
wealvara and witl malie exceptions ondy for good cause. -
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COMPLIANCE ASSISTANCE

The following officérs of the Company have been designated a3 =Compliance Officers’
o overses the lmpien:mrdauon and enforcemsnt of this Cods and other fegal
corpliance programs of the Company and lo assist you In complying with them. You
rriay contact them by sending an e-mall to Compliance BN

Nama Tile . .
Edward F. Tancer Viee Preskdent & Goeneral Counsel

Alissa E. Ballot Vice President & Coporate Seoretary

Maria V. Fogarly Vica Preskient, Tnternal Audit

1n addilon, you may contact ary member of the Audit Comimittes of iha FPL Group
Board of Directars by caling 561.694.4044 of wiillng tor  Chalmian of the Audlt

Commities, FPL Group, Inc., PO Box 14000, 700 Unlverse Boulsverd, Juno Beach,
Florida 33408, ‘ - '

Lt

Adoped March 31,2004 revised July 29, 2005 S

[Pt i)
ey
Lo s Ao

SO




u) 1ao?
L3

8 o o oo _.: PR %m’;ﬂ
e o ERETD =5 TYE: NS . ___.JM .
i 7
S g TV e B /ot
n {
Z Florida Poiver & Light Company
3 g T‘ AL Dacket No. Undockeled
} GON ! s FPLES Service Connexd Process Awdll
' Audif Request No, 2
Fagelofl
g Q
-7 " 43 Provide a list and a descdption of all the sarvices provided by FPLES to FPL.
g 2) Provide s Total revanta seesived by FPLES. { *Most recent 12 monttts ended > 204"
Claafication recefved from Gabrislla Lean; PSC Auditer }
fg 3) Provida the related expenses fncuared by FPLES. { “Most recent 12 manths ended = 2004”
Chaiification received frot Gabriella teon, PST Avdier)
1z A,
‘3 1) As part of the FPLES Connect Strvices process, the FPLES Conneol Sarvicas Repre sentative
;&.. confirms the custorer’s eleciria service ofter infdrmatldn and govldes fhe custenes with a
T confirmation nuntber. Thia confirmalion TRimber is atao the cuslomer’s £PL Siing docount
) rusmber, yhich tha cuslomer caet uge 1o ransact fuldre Iwsiness with FPL. Thara ts bo éostio
EPL fot this servics.
! . .
‘; 2) Tha wolahre ealized by FAL Energy Senvices ralaled to ths Conntcl Sunices
busipess wvas
'Y :
JZ_, 3) The Sotal incurred by FPL Energy Sepdces retatad to the Coanect Services
buslness wae
22 Nole that fie revenyes and expanses ars conaldersd confidertfal for competiiive reatone.
3 & .
2y Dpr 10¢ ST 2oy At « AP psdodt 0 FRLES L
2% gene uaﬁm lo\{,-;-:.t sul & &,-,5; ppt AL
|
- ++——1}
. —1 — L
= . =t ke
nf..;m:.m. L e ‘uﬂ‘mutam frat Tivgunt pleos.




m
e ] Servict Diveet Froces,
RCATFO-ISA]  Usdockited

e

TYE: RAIOE

- \DE“\\@‘\“ Tlorida Powed & Light Company
Q’(}“ AL Ducket No. Undocketed -
] FPLES Survles Cumeet Erocess Audit

Audltmquut'ﬂu. 10
Pagelofl

1) Plpasa provids FPL @roup Cede of Gondunt. /@

2) Pravidé ab Journel anklas fof Dacembat 2004 1o recid recoivab! Ies!payabies related o
FPLES.

3} Proytda the gengral ledger accourt printoula Tor reselveblasipayabies related to FRLES.

4) Pravide the saript of tha FPL cuslomet senvica mprase platives befora thay irensfer tha caltto

FPLES.
55 Proyke for Decenber 2004 account delal for whichever accolint FPL :eucu‘dn woney recehvad

frorn advarisers for BN stotfers.

1) Sea stiached FPI-Coda of Conduct. . .
; Seo aftached fite with Jourmsal entres for Dotembar 2004 to Tscord recelvabiasipayables al FPL

related o FPLES,
3) Saw altachad filo with genaral lsdger printouls for Decel

FPL raiated to FPLES.
4) Below s 'Ihawvah sivel displaying {he scuipt reférred 16 by the F

trans!erths LES.

mber 2004 for recehieblas/pybales al
PL Reprasentative before thay

_..-,.——--.—.-—.;...-—-—h-

s st nmstbarnrp_aﬁﬁngtoﬁ:df sga__v_fcé.)'

Your order id cp;anu;ﬁ saridce’ Iknnw t-.nmplete.- ,
m\M

1 \E TRANSFER c&ﬂ\\&.\
Allow ins fo t:ansterynu Emyaur new Blll & BE" Thankycu {m qallln,g FPL.-It has huen

i 'Allnw md 1o r.onfimv gnhmn!er Ky pm\ddlng yoq wlthyour i:ew am Accpuni mnnher ernew
| nill Accudnt num‘har h'{‘m'-!a-ltli‘-l' FlQAss.mmamhar‘gn-usB thirnew, Blirnr.phunt mm’ib gl
fistuira weoount liguisfes snd yaguasty. Thaik youﬁ( eall It FPL, it hp& h‘gih myp[uahmato ass[st

Y you. .




e~ ——r

A

(0

Ly

b,

1)

T

ROARAZISH)  Unbdepd

Senvive domet Bricad
TYR LS

FaLEm iy fik s dutend

Bl Slalamsnt Advertising progrant.

&) Ses altachiad file for Deoombies 2004 FPL. account detail, whers revenues ara Tecorded tetaled

FPL's

.

P, e

¥

i

A
{5

-
s




=

Jouyal evties Lhe

i2fogy 4o vecord,

anvﬂpymaoQVbrd \WQJ%QKY&EO >PPRHMM».

% FpLES- ﬁunw?pﬂwﬁ

Doater!

. mozﬂémzﬁ?r
B 1

13is a9
e
i i
ni2g §8
i

3

.5./. .
B4

) it )
ol
Biakena

sxzafizz

| ERRREER
1

LRI

Ww ,u mwwnv ) |

s 1)U

mm i GRS
N fant |

2 a338E33E

PR i

RSV

L. m m%zummme "% R W

e 4O wmmw.mmmmmW%WWWMMWMwmmwhwmmwﬁﬁﬂwMﬁm”mwafeﬁxan: A, W

1t i3 - e T

b b s
TR : ﬁaﬁiahmﬁa\rdﬁ.__de:,i L

[——————E LS

eyt




s

e e Mt oo At

JNESPINIEI EE

3 SRS I
SRR e

Y A\‘,@ ,{‘[ N




ELORIDA GAS

TohwineCrkiitia




i O ' 0
[ J— e - T N *
=3 %ﬁ;mﬂmm AL
S (T TR . :
T I L I ] ...

e

[P
IV, AmeRiet

LY
hl

WariaPethouyat: | Tot Dinels Johnsond NIVFALQFPL

g MeBralaCSIFPL
OUOUDE 0543 PhE amgt': 'm:m €nd Sl
Dennle: . T *
Hhehe#are!hamdhn‘\dqu closlng onlries, Thay were reviawed and spproved by Jose .

mm..-mmaumum.mmhmamxzousap1z.remm151m

I ] :

ﬁ
8
2
5
8
o

CONFIDENTIALITY NOTICE: Thie o-medll and sny Eles altachred mady contaln confidanilal andict - P
propﬂammnnaﬂun.Ywmwohy holifad Wl any coping or diskibution of e Informalion hers . N
canieiad I3 STRICTLY PROHIBITED. [fytu memmlsnmishnmm’.p rotifythe L A4
sender by rephy s-msil and Mwmnwwuumnkahnmﬂa'alhm reating or sevirg }

13

Irauy TERAST, -




' ¥ . s

NP O P AT £
L -
t i
—k =
i g w
= 2 _
- :
] T £
- __3_;__ ,
HT ¢ ]
— e |
— b
—4 “

ST

L4
YIRS

N

NN

¢ owreeme——at ot




‘ez - o pet . g 5 .‘.%A;‘?r.;”%_“.i--u}?.-,
R o Hm,y.““ S I e " S -ﬂ--m-':,eﬂtﬁ"f'f’.‘«.@; é’-
7 T o " o . S e & PR ,,_,.- -
. 2 - " . - o
: B Mo .
LI P e
. ; . “ -
. . .
t .
S : [{ 0 . ‘ |
.
% .
H —-I

l

Unbmz  pxiseirAmnd RS0 SERRSOE LI

i

| 1]

e SR it e iy )

l

[T TR

1

) “Foeal Foversss. . L
. ! W TIMATED FRAVIFON EOR RAG DRET @

muwwmm udmw m
b  SiWSnon ST 2 o SR04 biaces g sdory
#gﬁﬁmm uo(mmmdmmm

~™

P e ey oo

'" e T == e

0 st 4t

i
i1 TR




e

CONFIDENTIAL

Telaiaayt G
Fovntbad Pepnddl Fipw FONEL bt E5TE Fltra

ik

l

[&1

+

IV RS SE FORLIN | Mra:




To: Donnic JohnsaF NRIFFLGFFL

oot Jose Miranda/CIFPL

Eudjact Morth End Enlice

Harta Palkovyat
G1/0405 0543 PRL

Allpehed are fhe monty end gas closing enlies. They were reviewsd and approved by Jose

Dennist

2000.2p12 seconeiialan 155000,

12 foles.onsteu

bl

2004.2p12 teconclmtionacy

)

P
P RO AT

Flovka Power & Light
CS Fimancial & Businsss Planting
{561) 893-2618

‘Thenks,

rilal aridior
tha Informatich hers.
lagae notly the
withauleading or swving

ecritaln confide
Irapsinission and lla ailachmeanls

gs!db_uﬂqnof

of
fransmisElon In ot pla

& aitathed

& STRICTLY PROHIBIVED, H your have rac

sender by raply 8-all o0

21 "This wmall and any files
You a0 aaby pobifed

4 dailroy lha originel

CONFIDENTIALTTY NOTICE

propilal
o

T

|

i

4

b

WITRATRIORME S, Phoa MIISESH fo b SADE  Drat ke

e .



S

sy
i

-?:‘"'E\i“:‘l" e

Hat e Ty
R T

© . | .
o)

1 a
. B o

H 2 -

- . —

Ve 5.

FTE 44

FIOT; WAD-NOLOFLES = o FLHCH, MOWEN, & TICHT OHEAKT

s
§
i

] g

o

.
| M

1

4]

o~
L9

1]

B ¥ e

i 1
_:.§_ am——— EFE
i T . %?




L
FOA 0523

: 541 Kindock
TYE: Qoms B3

s T,
] ] L N
- .
P ] 2N D ics
P M kot cee
g L8 LY W ol
v e -
L. ol
)
e Ll ad
el ol L
e B
B ]
SIIrRY P ]
L ol wd draet
S el ety
Wiz e
1t i Sy
2 ol s
aninm il o i
1HaT i fomis
Kt v
R, ;i":hn-l
prr e
FakAN i o
Tt P
il acd o il
L ol A
Sy o el
h advimn
oy il
128 por
sEnte antal wily
AT P
T ”:..'.a.
L1
[ el ol
THach sl iy
Ll i
Harp e
A al fwiea
_ G il
pT ] e
[T ik
ks ik
S L] o i
A per ey
gt e Tt
L el od ot o
00 ikl vty
AL iy pan
L] L L
3 usIe ! wd ot
: ® ww= -
¥ 3 A1 u.munu-u\‘\ + {1a0lttL RN E L -
] s maobl NH M gl
g i BEC BaMpE e A iy
t . BT [ Py el nd il a 0
oA Sk RO Py T T [ - '
[ o1 ] WleH MRt palofmgh) T
o Nk - ik N
e 3 gl il porle “
p veabH R o e . o
HipgA vl ¥l 2ol .
. Nrwd P
25, I i
NinR T -
i mi
P ]
. o
Pt
«
m\'lmrimsirmlmni:ulnaltm }ﬂ—l I mw-ni!ml l

o rm = et mee e b vy SRR e A A

. LaBizh -




R AL At i y..:a-'.‘-«.{--: wy

squng e gt AR
P "ﬁ@_ﬁiﬂﬂ'ﬂzﬁg{ '{"“‘f; AR :_g

TR
Y

T
s ° 2’ o J g
) ) 0o 0> : . - A el 0t R 9 3 " e +
=P 5 B e e Ve Ve e aae 8 0. B 0. 024 o : RS i e S BLATE : D 00R Ao wosoa G
W e . PRI HS I e A N AR o o8 0 o8a0c € P= o G poOddom o % 3o nh.a\b-ﬁ-_--..\nﬁ.’awak-ia-“ﬂ—-'—'w:\nﬁ«_‘:\\:h e L LAt enale i et BB o
‘il . . '
4 .
8 > |
; i

‘paga: 1~ ment Name: untitlod ' - .

¥, e Value HBA Balanco List ' 140 7 TIGLI4F :

-
Sag nbr..: 04 b Desc,...; POINT ctl ent: AFPL

AT
1 Beg value: 143990 ¢ trd value: 143890

Y

|

lsm.h’lmﬂ

Cra 48 Bt

143990050009143000 12
' 143850JV0009142000 . 12

i

3
e Redisplay? ¥ . R type: P Year.....: 2004 Version: 00 |
L9 -..-E i _ Position cursor and press 2 function key- i J
’ 3 ' Avcounting Comtrol Key . period NET Amount d-'f' ‘
i ,684,237.73- (A cj"( Qd‘

o

o424, 161 .64

¢’

g

N
TR

L

| ’ ]'- :I
g X141
SOASAITAL

Ao sANG

i-lﬂllO

RUNNING TOTAL: . 17.739,918.%
N0 MORE DATA AVAIL .
Next tranguction 140 Security Status: CONTINUE §C | AFPL
i Fistelp .- p2eMoxt tan FI=EXiL v4preapt,  Fo=Hold-tan FE=Ghenga sys
i FFPost DTt FB= FO= F10= . Fit=Select Fiz=tain meru i

|
B s T r oy

=
; pate: 1/5/2005 Time: 5:54:d4 Pl . N K 3

] .

mne—ttt T R . ~ L




#l o+ v Ep TOEL

+ v ¢ DESGACT BATE JURAL LiN6HE

A2 ITIOE

20 m GenAs
TiTe | 1zl

‘31.’3 o CATS :
3 ommmummnml

- & Oy T9IR. n‘sn
« ¥« PEIOIKT DATE WOTAL 13 0504

1784
e 130t

L A Doee g e b
| 0 '—-g ol o
] - | acrom WG 4aS0-2 BN 13/3n/0s 3T ¢LI3EL
§ — L A c
| § e % o oRm/ CENOIY WX NE T m
!‘""F"" q GHECS, WO aneT n &p  OWR DRI m
B
i H b w s 1
1 . SASTE ToLess a0 A3u0d LOEN
i 5 Z’ . CRitx. TOTAS $230~001 CRKT B9 €USIN BATE 113604
%__._E ] ° 4 o pcusy DS IS
L | e 2 o + o = pEpCETR ST TUENG 130
= H .
i 1 exsiz s
r""g i ef CA0EEL gget 33 12ios TUN
. 13w s2used 10506 W3 93,0307 .mga0s
____{ ay » CEICE Y% oxzax 3% 003b06D (ST 120304,
_-g’ . 15 v owT ol ALE
—_— il  « = DT DR raE 120308
: e wes I
" (Y . I eI 10 i
o T G - 120304 W0 10105 J30L06
e  CHCE TOTAR Fbbub0L GINGR [oE32 DATE 1204
o zp 4o WEL IS i
22 08olz ITIES

S et
PR LHE

g ot

H YA .

yhGCET TATE  34/28/04 _  FROE L
= . & ¥
onwle TIECRI OFFK
pY g ALYTSYHRES aLLowt; RO D

“ﬁ{a@“‘ ',‘.g"@ i

TR

RO
e S T
LR

-
b

]
war
PR By
e ammzﬁ
i

[t P e




B -
2}
3 ....g..
178 ¢
—d z
31 3
t ﬂ_! 4
;o —....i..i 5
3%
] Y
T b
= o
Fo
—_— 7.
RN
—~y . o
-—E- 5
7 o
—_— 7,
ty
o rw—— rO'
] i
3
2
; Fi
R T %
—_—1 27
; 2y
p | 29
N >
. J + c';}?
Q =
- 73
TN

111

KEPOAT WO 4359-2 R 13/2904 AT 6l.23.22

ARG

M ONEe XD [ - DB

ANIG FI TRE
DE  IECK HG PO

2A832 214650

WM Wores '

m R IXZ204 A4 230484 120406
+ CIE 10D JLF0~A0L CRECK B0 WICH M4 IATH JR0I04
» ¢ GOFT TOTAL 05D

v v v DIPUEIT PATE TOOAG A30PN

& L ¢

Pk ELTELd 221404 i

p &TE4 Wostd W3- 220904 0804
' CIRCE. TUSAT SAA4-D0 CENCE 30 SITE14 DARE T23404

w r COST TOMAL 3ETILS

ga012 3EETT

Bk LA
0. QAT A4 1D FI00E 1IN
« CHETE TOTAD GiM-G01 CHECK 3G $15777 DRIX 12404

¥ FLE522 IXLLH

e 29 1L N3 IDIAM 1t

‘= CRECK TOTAL-$IL4-008 CHECE W9 1803 IATH A3IA6E
v o CET TOTD IERTZ

CHB AR - H

7K LI pEint Y
D RISYL 426304 ¥A 020909 £I0ILS
* CEICK TUTAL RIL4-HL CIECK 30 621851 IATR J2T6H

«»CraT TODAL ATOLE

60042 7 FENT-

¥ G A0 K OAAME KX

™ Em130 “rfded X3 BII0E DI

+ oEEOD wORALL L GEECE JB TR0 #0 SACTE 124404

v % curz TOTAL  JNIEBT
v % & DEPOSIY TATE SPIAL LALAM

.-

[ 3

A

9

%g’ :
i
-

+ i Yr
oA
Ll




growussm AR

o]
303

e
RS

=i . PR L ST
¢ % ik .
; ——
| e,
& i Jz FEPOAT KO S0 AR LR 04 AT 0A.33.20 x
i _ o4
: % o wuom; OMIGRY e Mt DK Ty
f— 4 M OIS » soer BT o DATT  TATE =3
—
i & oo 3N
% t o 1sec 21 TR 1270
I__z ?{ £ €Ll IS4 W T 0AMES 031408
% % + G, TOTAL CRECK. MG 4090000 DATE 423004
‘—P . 3 4 v « (OET TOTNR  ACRE
“E i
. % Fo) Gpaz 372457
1 ! I mocases s "
1 eues INTRGA W A3190h 27280t
_"""g Ficd --mmmmmmﬁl TRIE 231504
i Y « v QUIT SO YRR
— (7w DEROSIT BIE TERAD AZIEH .
§ .
- J R
s ! ¥ 61588 12204 .
i ™ esse JTIIME 3 DLAGES K4S
v T ity TomAn 422100, CESCX 30 THIE PRI ARTM
20 v = CEOT IPTML  TT
% 5 il « + = DRIOSIT TOTE TOTHL TRTAHA
DL ¢ e+ OGRS WAE sapiz  00N0 1 .
. 0 . .
\
. +
! =3
P>
PRI S ik . L .-..n.......ﬁ. . & vam Lt s s amgenye ! Evree e e S ST . 1




Ry

BT

i T

¥

Lt

a5
%

27

= 1

7z

&
E1

ARRORT Hp £350-3 KU R/28/ 04 AT QL1320

A

;@ sn /  onwe oY WRL B BREC

o6 o m  DGST DT G SOE DA

¥ FLAL0A

m A ‘“ 112804 21N

* CEECE TOTAL A329-003 CEECT R0 GLAbEL un:u.nu

- v OIEE TOERL  HiMG

44010 MITT

T LTS
I 5N
+ TR TRE

o ,-

TR 130004 L2R 4
Preamey mm sy oA 11

¢ ¢ OBT TORG  KEIE

» ¥ ¥ DEFQEIT

slpio MEIM

i S5TT
wm AETT
» URSOR TOTAL

« = QT IPTAL AR

U RIS
B 1T

e R

» CFECK, THAL

w + CUPY mosOl MAIW

12027 A5

I FREOLE
D G400
* ALK NPT
PR G152
P 4182
+ OmCE XY

TATE TOREL 122504

_

u.n-m mm’ W? n.:ru:us

130 416

IM AL IIJAL04
AI30-085 mn C40M0 TASE 1150

23 00
HaMd EI 1236 17
mmu ChIoR W0 FLEIR n\:l 23004

* 2 cUsY TOTAL \'.‘5!5.?‘!

el IS

A%

Ewir




PRSI

25 + m ORI

T2, B R 230004

JEPCRT B0 AL~ WS 33/29/04 AT [T 5+

A 5 /Z

ne

m CmICIM [/ oblEE TR TR W :
53 GECKE  PASIIX W WMTE T

Bt s 33 004
o 5B TRA0E M3 N2 1664
. Capes: TUDD HS30-002 CHRCK 20 EIROY DATE T

« o COGKk 0L 353678

43030 368788
7. SIS 133 0!
™ QI 11029¢ M J2ARM IIOL0E

» UK FOTAL 4LY0-001 CHECK 3 RSP BATX T
o o 0UET WD MOH

3030 37ILR
7P $0343 ogLd e
™ W7 ITIGUE 3@ 20006 1wated -
# GRISE TOAk CERCE: 70 QLO0N00 DANK 123004

% T WML TR '
i s
K ST 13004

™ GleM? 210204 . 120L0A JTCLOA
e CAYCE. TUTAL A200-001 CERE 0 GRHT PR 1IN0
ooy TOTAL 7D
' + DRGEET BATX TOARD TN

s
al

220104
D A4S . 201304 m Sarres el
» (RCCK TUAL 1150-00L CERCE $0 WFHALLY ATE 230308

. T PDL  OTTL
o + * DERosLT LATE TOTAL 1Z241M

e
43

RY

".qwlﬂrl—l“.l"" -



ppoRz HO AIS0-3 KW 22/29/04 & Q395 17K - 2

e OKLIG I 7 chure B TRC DR R

G ¥ mwmmm

0w £ 1it0oé R ATIM 122804

4
« CHRCK TOTAL 4343023 CRCE W €34 TARE FLLE

[-T TR S Ee U]

ek )Mhﬂq “
oz K A

!

z

%

q

3

15

7 = & QT TOPE 2
¥

:'

9

fi » CEEGK TUTAL 439303 CHECE 7O 615433 DATE JR09ME
L2

¢ 4l MIGK.

i ™ Gt
t o f15382
t?l: « cxtex zoml

7 .o gz PmE MR

Y e 65

1% ¥ $IA353 103508 -:

1o ED Gt Lo W Y
Z) » aers TORAL CECK, 3O

7z ¢ vowT T ases

. J 23 «aoi0 s

24 e a7

! 23~ ¥ e
) - R > CIOK RATAN €35

a4« RS 356060

A¥ ALl WL

% At 0.

30w e Tiaa0¢ Mh 236304 330304
21 w LGHE SRERT un-m.cn:r._n ae? mﬂﬂ@u

BT L

@3 030 BEISLY

- e s 0

oL

s ALt

PRI IrSasor oY
Wﬁiﬁ\ﬂ.‘):w

£ ’_-_—.__-._—-“—___’T___. .
-“ﬁ‘
A




[

1
i

L1

ry

1
—(
]
4
—3 2
o z—
i
—i 5
3 7
— 7
R
__-.“i Lo
g o
I
i3
L E
s
7

) o . R TSR £ PR R

ERORT WO IG0aR WOW 13/38/04 AT 81.23.23 e TROCEGE SRS .I2/ADsL FAGE ST
CACK KWIT WO
= ETE O FO& ML

 CRAGID /S omas P B o DIEC = CRESK R oRLIC TLECTIRE oreR
5 CECRNG Teste rT @ s mE @ QNI I ANORRY DTGNS ALLOHED BN ID
WAL 226204
PO 626133, AL 120204 128304
- (XS TR &03-008 mm FLEMSL TAYE 13T
¥ CUST TOTAL 3EMD
41910 3T279F
gl
oA A2 AN 0z
2 wwDA2EL M. 120804
¥D EIEKLO :n :.:mm =004
o faeed A s

A
w GHIER TUSAL 4367-097 m» mn PATE W3 0BH

o g TOD NIITIE

42046 ITHRD

o
w0 . ullﬂ a3 QU003 6A4LAS
'm::mr-m:-ms mw nmrm:zu_osu

» 4 cusT TOTEL r:ss.‘-.'l

42020 37 R

2 SETAER
 freh

AXOFA

m:.u&n:.zuu
-uumammmmmuc

wu! 320304
o ] '
# &+ DRPONTT AT T 136204

41039 MIIE '
E ¥l 1104
gD fasad ;

N CaI, TN A f-G0A, CERE W Ba20 DATE 1X066

. s cobr TOTG AN
- o + DIOOKIT WIE YRR 3206

10 M3

e PR R LR I B Ll

..-&.' !“

.-.;s "iqs
TRt

{HERL ML

PRSP e e Yo%

e aiordasiet

TOIE RN Sy
- m

-
g o8




. A e = a4 =

| 441
1]

e

TIPS
gttt -'!l'“l TN i'mﬂ!}m%m

11l

b ok g P TS S A

.

» 0 QIST TOMY MM
+ & ¢ PEKGTT FAYE TOTAD 12070

AL020 338700
oA Aza004
o GMER3 TihaM O AREEM 136104
S CERCE TOIAL A1Ba0R) CEEZE G €24301 IRIX F1-17 0

v s CHET TODL 238700

e
PRIt 410542 R0 -
m -‘l‘u! 220200 B3 203N 13034

s
N GTELA adeact .
o &akd ngtiod xS ZZR0E MIDW

. 0T T MEEE

41010 JEFHS
ot sListE 1304
0 e WML T 102304 1823

- CUEOR. TUTAL KL0B-00% prsr T Mlﬁﬂlu
« o cosr gomL 358238

L1530 JEEN0
mc:nﬁ:'l- 1300

::w'm a0 A0S 106U 2
mu!wmuou—oum:swm:ﬂ TR L1380 o

o —arye 4T

R R

Nt ‘23 -".- - -
- ‘\ — o g MA e
. S .-.\,;; — T = L
o 0 ® Lt - LI . - *
{l.‘a‘ﬂ-i!-ﬂi LIASS G AT [TW-1 523 YR~ M¥ DECCEES DANE  13/28/64 W 518
A T F& 4 L
b - - 8 RERST DR 60 AR PATE L~ AL NMLIED. ANOGRE ANFUSIHETE ASLOMD k6 D
™ BLWTI AL W) 12504 mﬂu o
o BA3205 10764 A3 DLDGMS WaBE0E -
« CHICK TUTAL CRECK 2 DOQSH 02 BATE %2704

!

brsaTiaLY
b

WO 1-libsan v
[ i el




G D J-.As.-'v_‘_.__ .
'f%j' AP e gl

M

5 G
s W, o
9o a 3
. - . ] -
-1
- H 5 &
—
' ....g .
E i i oxt. H6, AL50-2 AW 127AI/ 04 33 0%23.21 . ;
— : % b
T ¢ ,
! 3 | @ mumg/ ooIm I/ YRE MR WL . e
! b S GamNe DESTRT @ Wom T @ o
;P | - "
e
._f i ¥ < = ST WL 25000
'§ . [ ¢ % % DYPORYT DAZE TOTAL 120804 . .
__E 7 43010 34278
H E S o WL o
=3 { ¢ & W Em =8
e oo
"_'g g 1t ¥ CHZ CABIN 0 7004 TIIOM
= : 1E o CRAY, 1oL F154-U02 GICK 20 WBORIT DATE 120804 .
i ] 3 « o o5y TOML 332730 FooAE
' 4 M atole 353 2
— '
% 157 o wman oses .
— v o Qsm Tzaisd ¥ LMRAC REL
+7 D TA% JA30-001 GIRCE 30 WIGAUL PATSE 2858
J"{ « wCOFT 10DL - JSIETE
i % & @ + BIIOSET WAER TOTAL 20304
Z zu v -
k b M KLOMD 121004 4a
d 17 xp Al 11h004 7HY JAOI0L I30AM
= » CHRA A0IAL 43L0m003 L R FMHSY DATE 1A30d
i o OT DL MTIL ’

25 g0 35T

fe. = Q2070
= R
="

anye
3o s 1apzee 30 S0 [21EH]
] owmmn-aumm N -HRTR A2ae

32 « u CDEX TOMAL  ISTASE
=% b 4% PEXCELY TR TOTAL 222004

Jf  san3a pae

o



R

(11

i3

| 1

AANDI

N R, I

I

prope e et TR TR L S

TR oD K0 41502 RTN 22/28/ 04 AT 013,10
& ¢ ™

% OWIG I/ CEQB DY/ TR DN RIK 1t
5 amcx Dstpr O MR BT o
" a5 221404 41
10 SIS0 130304 K3 THOAE 220204

e (HACK TDIAL &1A-005 CEESR W 615988 DATE. 1304

w o ST TOmL M6

H1020 XY

™ o . 22340
R LALLM 23004 2IDTHC

» GRRCE TOTAL €I4=004 CHRCT. 3O LPLY DATE 2104

v+ ouBT 20DE AR

42020 IEAEEE
o Gas0Lt 2214 44
10 faea7 Taloe X JIbA Lot

v QINCE kb ASIAVQRL CIECK MO SA60IT DATE LS

. o GIT TRING AN s
4018 ¥
K SI5T2E 22340 a
T T4 wLe04 W3 QRISCE ORSOL

¢ CRR TODL Q14-00% GECE X0 §05T26 P
noSsL 225,408 . a
oA TTIONL W DREMM DAZIOA

'« G TOTAL. G14-003 CERUR N E0TAL TE 121404

- . CuST TODE MW

ALLe STAHR

e 4TAT 33404

w7 TALGL A NLEIOS 00308
» mmm«nu OKCK W0 621687 DATE 12184
» w (ET TOTN, M0

.« & 'cnnmm AL 153404

PITET R L]

o

A0ac ADJUSTHRYIS  MILORS) 2SR I
&) i
[
—
e
—
5
=
ey

ansan wesyrAval Y,

r oty At nmrr—y
. Tt

Jn AR



T

l

e NG SR AT AN

b1

L

LI

7

%
)

2z
Zr
ol
s
2%
2y
27
jo
%

%

Exd

35"

nY

oo geam e i

'5

G BN 2FEM 04 AT 03,3 F.30

e  niés
AR TR

s .
%0206 R L0204 T30204
CHECE TOTAL &d1S=00 0 (AGE2 DOSE 111584

B oa

# & ST TOTAL 3R

4T029 33TIOL

e §20878 e i 9
o lOn7 A8 M 0L0A8% , P
¥ wepasT aaabed A% ulsas

w E1NTd guze X BLOAE 010109

c» E2FT? A @i X 25

» %@ 20ml  3IN

» GURSS pron Ty [
™ Rk 3344 X3 GL0MS CLOLRE

 CORCT TOGD 41AE~0T CHECK MO MIORE3 TR 3233H

- - CURT ML . MM :

A1015 MATAL
m amn 24 5] b L3
0 QST 230306 el
- CHECK TOTAL 433~003 CHRE WO F15773 DATE 131800
e - 2085 122504 L+ J——
#p H20850 120264 W] AMI0S AADE -}—,
‘v, COECE TIAD &LI-08 CRECE WD A0S DATE 133804 r"’
- w CUST I0AL AT
€820 AT4R2
X 62201 =
=

§2304 121468 30 )
- CAECT. TOTAL A115-0P5 CHRCE WO £321LE. GATE 221500
» v SR TOERL  JTOOE
» = o DEPOESE DATE TOTAG 323504

s LR

e

L1 8

swlsatsmn

FITI IR -
TRl WD) gty
(T

La o]




o
Ir

L1

1

LS

L]

N B S S

INENN

Nl

T

.-_,“.:____ 8o
é EPORT NO 41503 RO 172404 AT 08.25.21
3 w LGN/ OXKIG AN Uh B DI »
o W Cma DRSNS @ TATE PR o
e -
[ Y11}
Z meaws
& -mmnu_smmmm mnm
2 » 2 OHT 4OED  J3SISY
F1) « v » DEICEDT DATE TOFAL 22404
T w qaoess
15 5o e2oiss unm ¥ LB JMAEAS
of o GITE WOTAL AIXT-d0% (DK BO PSSR AAIE IRLYOH
4  «CUBY TOTAL  2FEIRT ¢
G » = @ DEXOSTT DATE TOTAL 3251700
7 e —
8w sl 12200
r;g » Qs TALM 0 1i5L0A LMAM
) -mmmmammmlu DAL I2T004,
A e e omr tome  25%A¥
B o e _
. 3} ™ SM00E .
A o dase0s A2030L T4
Z¥ tmmmwu cnum CLEDDE  DATR 12006
Zf e v ome DAL ELAT o o
A7 4oz 26am0
¥ SHANE 122004 -
29 gh weQothd 133080 G 1M
Fo. T bt Tzom M3 GIRK
F /] cans 3 on3eos 2D OTRH .
7 o ¢ums @ 1%i604 W2 QTINNE
;; T CRveR RUTAL A130.50% CXBIE WD 43415 DNTE 133654
f By e ecosT OO 35%530
PVl
2 R oo e v

s

401 p g e

ia

by amnt prn e

)

w e
PR L

|




3 -
H T L
I e Ts R TT

' .. L u’..
Lo e e e o ...-.:" S e
per e R g BRSO Dh e e ALY 7 P e _
i A — 1
i % 1 FEPoR? NO 4369-% ROF A3/28/08 AT EL33 P mocpks DT 11A8/6 PAcE 5W I
L kA ; . K
a - r
- - ¢ & H I
1 ] wr ©OPSIGID / ODNEG DI/ Miw pox DIEC ] o oFER
- '
4__‘2 &« = v ppoSTE DR DD 122006 v
L .
.._.Cg G mow s
W Leeen, 7231 ' @
=3 R = asua 10204 N1 7ML 120354
o | wmao® ? . Gk 10TaL 41A%-001 COOCK 0 SLAHY DATE 23T )
2y x " =
o q___% (0 o+ O TeAL  JAIS { l I‘{
;-;\{_g i a0 3198 oy g gﬁga
n |4 . 2 a0 SE §§
__-_.i_ 3 i3 7o sa0ess oo £
4 L ' - CXNNTK TOTAL 4132003 CRRCK RO .z - i
-k iy v ) M
J__l £ e DL TR -y g
. e * 4 ¢ DEIUSIT DATE TUTAG 1221M C:;,
A “ 27 e WERS iﬁg .
L a it}
19 g oeETe TioYod, M3, Q3005 CLOFMS . — .
] . 45 Th e TOD, 4122-001 CHRCK RO GHIZVA DAZR 324 =
T ' i . .
] TP WRG  HEIE . r‘

w v & & DERGES W TORAL 13TH

"3 asw sl

AL, moame M ry
27 moaeme FIbAEE M AR ST
£ T Goe tomn As7-ond CRICE KO FIRN BATE 13270

27 e ey owomn 3SS6
Z¥ e v« DIZOCTT TATEIOTIE T2T2M

e

3O mowrmans 133
im0l Taaod Kb 433008 0LR00F
e 2. COHRCE, TOTAG T354-041 CEECE 30 WRNIA0 DATE 123804

¥

-

<




_fz FROCEGE TRV 1R[28/04 o M
5 £ Z
Y 3 cEeeX e meror Hr OB DASE  DATE KLOGD  RSK 1D
5 = s romd 2022 TAE TS TIATIEG LT

-mm&mmmmwmmmu

b e T | '
52 7 wAR22T wzEat
» aARd 205304
4
@

Aziend

120504 10 GApA05 JIHOS
Ve i Gesed W bIMES IAAGS
R -mwms-m.mnmﬂumnzm

2 » & CEET WAL LT

i Mwporm ¢ IR .

Ze. In D Tgs0d WM apEs QTS ¢
£ -mmmmmmwmnaﬁ

22 « s oY oG MERME

73 asexax

2Y¢ s WrRLds a
25 ¥D LIS

24 fmm&s!.n-va;‘clﬂlw
27 aepum DL HGS

pert
1ased X3 ATENE 1AL
W2l TRTE 133804

2y e e

2
[

v e e g

¢ gt

T

¢ e BT

. .-"
8

Qoo Boch
e e T S

NOY
RLER

|
]

r

£

11




BRI

R SSRTH

SNk m__h

Lo T

H*Liwgﬂn} nm!n

1

AP T

b 1E

REPORT O LLG4-2 R 13/33/04 A2 12,230,323
wn  GACID S OEC XX/ S WOR hrsa
X CECE  mwST I O TT N
B MNOIL? 132804

o ELTIE LI 3G 12008 T30
e ORRCE OTAL $153-031 CRNCR 3. WERAIT TATE
+ ®EUST IOME 3T

sl ITATh

N ONTUIT . a3

2 E1L728 8

- TOAY, SA5I-00T

- v AT WL THTH

ALtae 3ITH

™ WARRAT pL-}1

™ w77 Ol R REN0L A2V
-amunnnnauuwxmvuwwmu
- e gy WIS I

£10720 JTATES

B WpaRLT 2mAM .
o Q1726 130304 ¥3  RA0MGL 120304
T e TET FASI-NS G KB WRAZLT
a v COST TOMML TN

v [
e ARRIAT 223804

™ e © e ) aswmd TIWe
D atcR TOA% FIT3-010 CHECK KO KRG

# o« COEE TIDE 3T

41530 ITETE
a0 s

B R 3T 122804
0 WA YT 222004
- ¥, WERA17 aExsod
‘PR REAIALY zasm

P ]

rascd

p-ELIL

=) EATE 22T

AL

cj
e
=)

1250

Al

BREEh

HL

]

B

gg

LY

|




| i

i e
1
yymeia LIS

+
>
4 i
(=51 T
] 5
{1 g
i N
i
U "
| u% . éz
1 o
.17
Lol g t'4
H, % ;':;
_.;-.i =
Sk
ot i%
%o
] Z
_ =
{ 3
¥ -
l-—-— #
B
a
= "y

PERORT NO 4150-7 BEN 42/39/ b4 a3 AL.23.21 ”mi-ar JROCRES TRIR  12A0/M  mAek  sM : i
@ d ML ARID  RERORD o
. : D E £ 9 r
o GRS TP/ WEIG DY/ N I DR w : iz OETG IRECOME soan
03 (RECR W nEpeT Df  OD  SATE DAIW w© DT ADILIID ARAAT ANTUSIHENYS MMM XK T —
e WK1 L2004 s
T REORLT 12804 o
0 wnozl? 212804 3
6 WQALY AAZA0L e
™ enai? 52804 o
W reeT o
% Wz 12804 =R
M WaRLELY XE0L % e
o es0da0L PYSTTF S a1 38 20 Fex ]
) T3eee W L200U st & {‘.“
™ el ML X3 OSLESL DA LE = &
D EIAE MI3ea 1 0ALADA QSLEDL = ? SEEy
¥ CEse Paonid X3 300104 2008 = REL
¥ S088 030%H X3 LOOJMM 1bOLDL P g25
o 653 T o =4 "25
» i3 2803 3 LBOIGA J00L0E b g8
™ SkE cA0S0L 3 LOSFA JGHOA ] {_‘j - 5
™ RE 0164 B¥ a3l Rex E
¥ AR ® Le15HE 1OEM s O . g
A SRASTY W4 0, LALIH LTI wit
I s T TP T - . i
m s yaEl 53 202804 AN o = i
© aind 210304 X8 AaNdEk WIOL - 0y ‘
G BiETEY A Witk W FIBO 8- 315 W C:j
* CECR TURAL SIFI-OLY CIRCL W W21 DAIE 122604
» «CHET TOIN:  3MLI0- ;___?;Si -
1930 374732 . ...--5.’__ .
6 Mzt 133 . e : o%
W &t B304 W 320 A0 s 3= 5 ¢
7 T THOL ¥53-004 GHFCE 3 W3S DATE 12280 r"' )
« v oG TOTL  FRERR —
Aad 3R
ko2t prot] u‘;l
m IS0 oM, 1 126304 S20308
+ cmk TURAL SIS E W WACi32T TATH SN
» rC5T TODG ¥PRI ——
» o+ DEROERT DIGT TOTAL X404 —
w v o SUELEES AOEL L0328  GRANTE <&
. W e+ v w AERORT TORN QeH D3 ? .
e

it il



R RO DR SO SIS AIAOI L

[ 11

]

Rkt Lo 2ot

LT

Eae S

s B B

4158
54

45

XrETT XTI
rEenxn Tocoo

a R

Tiuimton

LY Spa—

Liah




a
L
I
Py

= 5
[ -

LS EL AT Lt
P mmsmirwtrpppret

a
=
2EeE 40T
APRRTVRL IHOONRRE N —
AR

=
-
-
T T
Tt
TEER T4 B PRI
oG Wh MY TG TONCET THE

b

i
o o
it §
S

FoRCA, & TIGKD GIRRE
[

ORI JRPSRHLECE e

TARE Ex0f TAIE RKETRERSR
P o]
ma
.
e
-2 3 -] =

FLOAIDA

T

35 Ojiginssn
0 ﬁﬁﬁ”ﬁ"a‘ﬂﬂﬂﬁﬁ
algissasisgs

SRR B R b i
Cob e by R HEHEE

. " ) ‘. .
P -t torha e Q:)J Q&Zk’,}e%‘:gagsa \‘.{3\

1
i

taql E300% SURITND

TR

LR D Bt e gt J 0 2 | T

———

e T RO

CHE TN

T T Y IR
i . : - R I- N
i e




2 L

— st

=
i w‘m Preery 140434 40 ot
Lt
I =
bl
P

TRy

L Lol A

Undocksted

— B

\IUII £ -
y T - . 15436 15Y3 7 IS & ;
1 Fr— - ) Lo . . . . :
e - s . mmie .M i '
o viy gyt T g :
—— 1A M s
Z
t

Sondes Coancct Fracess
RCAL ¥0338,

TYE: 21

L,

e

190¥~-1d adAl UYEE
. BME MBHAYD

3 Jovd WOZSELSTY FIVG 50 5Y Laodae DRIV SENIALIS VOGN DHEISARH

YDOLZAEOS-TZRAAND FLVOGEY
e | El d J

. H w
’ mw o
L, oaan, - a . mw, \ - . * . = . e mt B . o D
=gy e L - R . . 9°5.2 ...m.u.w..nn..h..#a..... e o e T 3T0 _ Rt E . N . . . : . > c . L)
. . . -, - ™ - - ’ . 5 . .. L.
. ) . . T puLY L ° o . . . . . .
f . e0 T cf oo =o,, % ° a & ok .
5 . - - . ammpa e oD s S R
= . c o w T ety . . . - -
. 86 dg=" 9o T E " e e Som &
ot L o




rapalyeta)
Py ol

-l .
e
- _ 1 -
- . 1
Y-
- n.r.v .
™oL \w .
3 . .
m . _ S =
e 2 T
So— Ni
; alie -
o TShE WD T R 7 - L
.u.:.:: .M —
. — |
T b
. . o —
|
™ . 44l WEL & mmr.i
IR TEMIRATT , 2 -
MG DHEMYIVE STOTAYES WONRN OXTITIRN YOOL2L206-121000 % 10T ! .
ol -U Q ...,
.u ....r.»....l..n -nl.
T bl el L F o




mureny

ST O J;

4

W/

B
RLA 0S54
TYR 123 HS

.

— \o.
ot T
<

Imv-14

i w7
¥

|

A

Ermall g3 ¥

111

4§ Fogial) SRR

}

e




329

Ed

£

il

[l

b

111

|

i

m.*!uhlﬂmi '

e G TR

i

I REPORT: CURTER-SOVTZI00%
Z.
3 PrART
g 3,456
3’ 2N2.5850
& 22400
7 2iz.a
'Y
¢ KECBIVARLE
0 LBtuses
1! SALES TGS
e SURGERUIELD PAXMGNT TOTAL -

j3 REPDRTS CUCKER4-LOTIZIO0E

RARFETING. SERVICES VEMIR PATHENT REMCRT

FATHEXT

A% DF DATE 802004 PAGE

SALES TAL

e Ty e B
ol

"

AR END OF RERCAY M

HARGRTTIG SERVIGHS YENDDR PAYNERT REPGRT

AS OF DATE 1Z/Z9R004  PAGE

]

- T LI

SeTEL -aAn
o] HESITSR NS
fricaly pavary asisg

Pl

A%
o

»




11

oy smoulnmm =

i1

| ]

Irrlnd) T KRS NNIrY

LRy TR

(1]

o
i
.-
'3
q
-2
6
L7
¥
%
c 0
n
a7

R T &%
g TR
gt
R 3 E

W

MAREETIRG SKRVICES VEMOOR PATRALY REMOEY

APMLTMICE FROTECTLO PLUS
A

BEPOITI TUCTEZFSO11ZH0 )

Pr=ALCY
WF.4el
T AT
Asn
262470

BILLING

PATHENT

S.HP
25E, 049

VENOCR

A5 UF DATE 12/20/200¢ PAGE 1

FiL. (Df SALES TRL

=B

REGEIVARLES
LmLrTLEs
PRTEE R
APPLLAKE PAOYEGTIGH PLUS BATEONT TOTAL
PATIERY T VEROR t335)

PAYHAY T0 BRI

wheR N0 GF REPORT

REPORT: CUCHOZI-EITIRG04 MIRKETING SERVICES YERDOR PATRERT REPORT

NAOHNO

Wik

A5 OF DATE 122902004 pAGE

~

[

AR

LA

-

R

LI S NIP
it o #




"a’FWDS

U

e

PO

%

Mf"ﬂ!n{ﬂ?dl o

5

A e g

st

i

#e

T QTR THT

i1l
z
I

1

P
LR
M 1
0 T Y LN Y
o ol P I R
"y g

o

T

|
jJ

.

b mn mppepimm s s

B,

SPBEN AL

L W L E s B i
[T T




Fom Ruthig
QHQAS 1103 AM

&

To: Pennis JohnsonFNRFPLEFPL
o6; ManinV BasadalC.SRPLEIFFL

Sublech Jowrsal aniey recording the Surgeashiold sxpense incurred when vshg
FPL Stuaooms )

Denanis, can ! do this today? (in FPL?)

Debit 2704 ER 89 000 340 0078 £AC 830
Cradfl 1642 ER 92 000 000 503 EAC £76
Crodi 0000 060 24£.310 e 299 EAC TBD

q — Fomapded by Toa RuBSQCSIFPL on 0104056 10:08 Akt — ;
0 s WertaV Bezadm Tos Tom Ry
i’ o “’”"”ﬁ pus/CS/FPLGERL,
i 163105 0400 FM O S A oK ity i
i Subjscty Jaumalenhynwmu'a Surpashieid expansa Incurred whes using
iy FPL Sicrers \
5 Tom,
tb " wanesd foganerale sn saly Ty FPLES 10000ding thy supenss [5 the Surgeshiatd program [t uslng £FL
fg, stmm:lomlnsweshhld devices, This 2004, ex;msewwmmgfm risthodoliny diterained
i ACCig,
£
Zo
24
2Z.  Wewllnesd tha follwing antries:
2 1. Debitfor e Surgashleld work orgen; ms-ns-om-amra EAG 439 and credilthe
' lnter-com) ntier the sarme pmoun!.
_za’ 2 TmuﬁIMaowpwmdillsrmﬁodmmaFﬂ skda in o pl ihs Elores
’ werk or 512-82:000-000-503 EAG and e remaking balancs Arcounk
rd Numbdr"ttﬂ.:’pm" Lozeton 'esrs\c-rsu'-em Bescriplion *Spacs ity Twx per Johin Frawisy,
2Y  Getwih Dennls Johnsonio maks surs antry s corect,
19 John F- ploase review spresdshaetto snstire i refleots your struclons.
30 Gus - plense myake sure thal Slords contact Is awaers of oredit they will be revalving,
14 Thanks, '
BT Mada
33
vy 2009 Surgeshiald Skorss Foe - 1.3-01
ar,
-3
m'mi ‘wu!]srwwjmg mrmnmml !ru:in-a-ml Int T'ﬁ

T



i ) e e . & ‘.':'.'.':-a-‘-' A
S ‘ : H .1.- L
I . et el Al ' :
e miel . _
R
- -
i___g .
E g; ' M ————r
=8 :
. Ly Sou Srammtiod progr e, F9L o LR
i-g i— xprrma s deimriond o7 ok race o s dore oo nd 5oigeg o ol sl o onf _— ]
- % s
—t . 2 .
L3 [gpm— i
Lo
2 0 *
T z
i -Ei far g

[(BY

[N

PR Tl




l -

Pl

i

et ¢ bl e
93 i D) A

T
e el via WEBRDEE

#
(o A G,

|

a3 S

il

o

|

lm"j L

~5
=

PR L St 7 n%o . - 0 ;

o o Siuls
Lilesbemw i

|

£ e ————— "

VS

SWTEREBAL
LTt
) 4R

proporia




7 : _ Ay lp
%‘ﬁfﬂ:’sﬁsﬁ mmtau. “u}m\b“{ .
%QZMEQ mg” T\ ;
e v i .
== 11 T .'-"' *J 7 T T T .

i LES . *
1y Esiliarafadf Doubtful Accomis
iz besed o0 2phg schadula
ol Dacanber H, 2004
i :
-3 Tolsl ‘Unotsciitle  Amount Estimeied 3
Li Sistus Exporferica ¥ T be Uneoliachisle .
=
K Curert . - %
- £30 days past Jus
.- 31-60 days pest dvs:
¥ Oror 60 days past e
L Totat Aglng Bapoit
3 2005 expacied bad deblcala sy :
2 )
3 - 3
- c Expotied Welte-sifs H
i Mams {la-uff AmoUat i
Nosth Florida Wab Preas
L& AShger Enlarprises
: Pompano Tumble Dry ;
- Mristnadl i
Hyao. i
T The Loondiomat of Cocuing i
T, Ewmien Famiy Clwmnors - _ H
. Ravert Dapule .
2
. . iy O o riovida datelt
ok g & e Tolsl Expectedwilie oils
I Tnetos anding batancs
5%. . " Gurrend G4, Ducfod Batarics (betare AGL) )
i .
coon T
S, o

>

Cm e e

g
i
Lo
% .
- N
ti q) L.
" - F 5
- ° 3 a . i
v.; ? -
. o . . R i
) [ . I li'f
N ] 1 E i
T LT [N ‘
Rt et o bt T - B — E‘::L’ ; - "’




1oa S A Proseds . - ~ ‘ﬂ
ﬁz:%&u Undactiered - -\!“)‘nb“(
— 14 N ..\’
me_Qaunend Coulhye P

CONFIDENTIAL

£ad D ebt Reswve Allowancy
pFarcaiit of Cradit 3ales Analyals
For the Veay 2004
As of Navember 3, 2004

Wittoof f Amourt WRITEOFF
Custamnr Rama Ameunt wioTaxes DATH

Willo-Off < 2004,
QX T

: i‘fm = 2008

o
- Eol
. . Tenvapnic - 2002 . i
Ravenue-2008 i
a Revonus - 2004 (fandarydovembes) i
Toisl Wikte.offs .
% of Bad Debl Allswaccd =:‘_
_ t
50s g : Revacioe: 2001 FPLER FPL TOTAL ;
o b H
T v
T 2 . d
il
. _1 .
_,1
- ' F b ] " - B - - l
o o .

PAY N0, Phonc (M b Fam B




B YT TORTEI Y )

‘

COMFIDENTIAL

Marta Pelkovyat
Jose birenda

4 by:

————s

L1

Erik kiaghg Backonn.
i

It

e e gt

[ 11

FORwL vE.  FoormcQapaisaiss  Fue bl Bae

B bt adtie s

at

:a_mmmsmuil



B
&
£
;
%

CWFDENTAL T e

Josa Micande To: Dennls JobhpsoniFNRIFPLEFPL -
-
OHOB0F 0213 F M Subject: Ae: Gos Bas Debi Rastrva Aduskent Prapess!

Danrls,

Hets s the gas bad debtreserve adjusiment back-up, Call me wilk sny quasiiona,
Thank You,

Jose Mimnda B
Flodda Power & Light
Customer-evice-Financial & Businass Planning
Citibet(61) 691-7441

Pagei:| 719.0190

Fauz (561} 661-1811

CONFINENTIALITY NOTICE: This emall sad sty lea allached may conlafn confidantelandio
information, You ere hereby hotlflad thal shy copying oF dishitbuidon of i information bore

coniakiad [a STRICTLY PROHIEITED, K you have receivod thix (ransmisslon In siror, please nolify tha

suader by reply a-mail wid deslroy the ! mnsmisalon ahd ils alfachments Wihotd reabding of saving

1 eny mariner.
o Forwardad by Joas Mk ndalCEFPL on 0 052008 02152 P -
Bennls Brondt To; Joss Ml&argalQG.'FPL@FFL

coe Jamss WCBIFPLGEP!
GUOGZOOSAZOBFM  5suck Ros Gas Bad Debt Reservo Adetment Pioposal B

agiesvith the methodology end resnlts.

Thanks

Joss Mitanda
Jogs Wirstds Tot Donnle BrondyCSFPLEFFL
OUO5R005 11:20 AN

o )
B fabjack Gas Bad Dokl Rasewe Adustrent Proposal

e, A 5

Besed on i alisched spreadshast, cur adjusiment lo ihs gaebad debt rasarve would bo -?lem
call ma to iscuss, Jim had reviewss tis analyals,

S i . 3t 2004.0p12.bad debi reservs atiowance gasin
. . 3 Thank You,

L 3 JossMiends
P 33 Florida Powes & Light
A b Guslomner Service-Finono’al & Business Planning
g oo ot 37 Ofoe(sB1) 6817443
g 3 P 5) 7190720

3 Faoi; {581) 881-7611

ForcmRdenat  Flanen EEAG mmium:fm,u F

) . TTRATE PASESS P, W0,
e R RN i
T YT T ' B U

qem e ——hAT——}




TR
Ty

Prant

-

[ TLGAION TORER & BIOHE COHFANT pacE 002 D
oD CIERT RERORT l .
' -

5 aecen e BOSTED —— JCAUAL —rm AERTOUACG TAPSRIRTION
PAtE  IV1 PASED SAG  BINUS (1514 (2] rIVEME 77T CAME STOF DATE TARGRERCY
204413 T3 BHAU  €EDDO CONFLETED Ro (80T $CHzobLEbE

e ERCETEIS AFEAOTAL THEORILILNE wom

e AEERRYA 'LART CANFCTE LremiLl1os ————
TIE FOASCH ORTE M ZEREON Wi SIET Ok TiRE RORIOA
SUTH 00D

F404-13-15 11417 ot UTA

D . -

e ROTET THIN 4 % HATUIG TEANGLAT IO ———

.'-‘ ;. -1 g
i (R
S gig) -BOCuIT= T T
o, D LS s oiawe o oo mofo WS STACKIETION oL AECT WO SR 10T 24 ASCT LAQ PENCKE TTRE
R “ Al rerw esaco 1208 LAG B GNT THR TS STRE KBV F/MSHL
:_" - S F7 e o thbd 0B 0B 1500 MY Yrn Bila SRy ATY SURGSHE. 456,022 D048 %A 2OV Q0C.BDDD tve LON.00 Kook
.2 :
paTea K0T
.
i
t
"
WIHESS? Imi ] !muiungrm umih—mfml l - .
—r 5 Jcalts ~ - B

oy mams s




: e by LeIGSEPLERPL
(OIS AN g acs Bltng Tolste PLEF

Hiike,

Hepe you sre doing well. Ganyou plinsg lstme knaw tha golupts for tha following:
GraoawnadiAtbrtion frull - Noveribas cycted 424
Emthiink - Decesiver cycles -3

Burgashfeid - Dacamber oydes 58

Regards,

Josti

K
.
'.l.

‘.’.- .
:',.:-\.»-"i-hn

P T
Ly

» L

o
i R -




£ ___......——«-——"_.___-——-— Soevit g
ACA: 15AEE1 dpbodtend
TYEL 1231

CONFIDENTIAL R

Hnrla ¥ Besadn ot Joshus! Bag?ﬁ?@ﬂ o CSTPLEFPL T
s 1AEAM = ‘f,&,mms,-,-ﬂéw Pi., P © MoCRINCSTPLGF L Tord
Subjoct Rys Blling Totals - « pleens rend - - welion required @

A

£ d 0 E F )
Yom- fele qetﬁa h uerm

)
« Plonseg wm raverkio actroal for o slitement adveilsing! Wi revoise

ln.laumdblnﬂsulbyw thnt A
« Pleaseprovess ety s fo revanue for bk statermant adverdsing.

»

Toamks.
Maria
Jozhua Basy
sothue e o Yt CITLEE, o pgosrrig
- L[]
$2HAIA (T8 AN sqﬂed. Fes Slitng Totein

Marta,
2 UM ofhameﬂmhlﬂnuu@nuemformm

M) being Pam docimantatic,
{iohn - fleass update o kislgmant schesule

._..-Fohvlldolib)'JoBMi BaslCSIFPL# 1#14?!)041!.03 L
Yot JuwmaaurcsffPLﬁFPL

spreadshnehﬂ'l this iing infaration)

Joshua Bass

To: Mizhasl Olataan/CSIFPLEFPL

35 @l Joshua Bazs 3

et

oV

.'_' -

.
PR ST

-
1
&

i

Ly ety

e S L |

™ 1]

", a )
B . § et e mte ety

pes e
~ W AE




‘ig ';E'mmm .' - T

?i SCAZFEENEAL  Undeckied \f.l\p.l\\b\{

,‘.; Rt M \\J
t we Qe chulics T

}  Page: 1 Rocument Neme: B SESSION et et e lalq__/

FEHE FEOYHER - JOURMNAL VOUCHER ENTRY - 12715104 114140

AD: 01 INPUT SCR%N PAGE NO: 01/ 01
AOTCD A BQG;BEOOD PAGE#: 0144 LDGR%T 2@412 SORT: (NUH)
JUND: 78 ACCRUAL REV: N START: ST0P;

RIE -ACCOUNT- STATUS: © CURR CYCLE: USERID. TFROQBI
0/C WO ERCMPSECULOC  AMOUNT EAGC DESCRIPTION-
D ________ 146906 087 TFR BILL STMT REV BURGSHL
C (08884 (0D 150 087 TER BILL STMT REV EWREGSHL.
I . _ !
. 2 ORIGINATOR: TOM RUTHIG LAST CHANGED: 2004-12-15-11.11 40
- -':; .. 22, TRANSACTION SUCCESSFUL NEXT TRAN: .
3 ..' —. . - ‘
e ' NTIAL
o F )
Eeor
. " 23 Data: 1245 4 Thme: 11:17:03 AM
, 1

umvnwsmtmmi' rwluumnlou Imuimhrm_. I -I‘ i
- [ - e DLl e P
i i TR b R



i e

e all L)\
I

&ﬂ\i«(bnuﬂ!lm
ROAFOEIS AL Updackicted
TYE: L6

ATy

e 2k 33Y, God

@d  CONFIDENTIAL

T A 2 C 0 =

-  FINAL FLOREDA PONER & LIGHT COMPANY
IR GRHBRAL LEDGER NONTHLY TRANSACTIONS
—gl MONTH OF 12 f 2004
L~ MORE DAEA AVALLABLE ‘ ) BEGIN BALANCR/
L6 DESCRIPTION 8C ACCOUNT RET CHANGE ENDING DALANCE
B/D-FPL EWERGY 8VCS - ) 4,758,334.48~
€8 234800 4,946,172.28-
oV 234900 4,758,334.48 —~
Jv 234500 3,182 864,31~
TOTAL POINT ACCOUNT 214300 3,359,702.11- 8,103,036.59~-
NEXT ACCOUNT ¢ 234905
HEXT MONTH : 12  HBXT YERR : 2004
5 ains HEXT TRANSRUTION *#*: QLR
s
Dater 12/13/2005 Time: 1:32:54- FM L{/.l'-/\ {

RN

T AR R




P

ol

!

o -gg -

fintt.

.

prexr: FEIE-141-111264 LG, TR, §. LICAT OO AT ol
Fict CUTER;. ©1 AOCT IOON MATE  CARK DITE DEROLE O IS
FROK « T SSIECTION CATREAIA:
T ot EFTR L R = TEDITR DRIXI  aEe4AR - ROOMIT
amT 300 - ] -
. - ARCUNE § - .
it DRI - [ i "
aTaTENERL, - AT 10 -
Wt -
TATICE -
MATT, BRRN ,
S AST OO LIS DAOC-Gs DEonsE it - ENS YRR s W) ‘mbat pERSErTIod ROOLE  CITONE. -OEET
236, M0, DAUF 0CLE AB/TNESUL DoMe  TRI66 TOU pGOMOODO OG0 SO0XID GH  o2eR -8
am,wrt o LA 2004 TEIC0 70 HOG00B08  QOUY DOOLAO BKE QR0 . e L 2
Lob0 oOLD JSOA13 IR7ANR004 GO4E  THASD Wh ORCRORIH GPEe UMY ObRS. R 0
134,500 DObS SNIALE TAALZN WA ToIRD TN ONGMAALN 9960 oS00 $028  CI0 LT
el DYoalz T/RIfEAE diee  TOTED T JOMOROS 0900 40ODGH tass ko 23,854 3
T M0 DOR THALE 12/03); THACH 290 MEOCODOR @03 0000 OMI3  CIEO 420,792.57=
w0 Doew 643 1206 t0te toad D60 TIO MOOGOOAD G003 SMEFND ODA3  wECE -
234,500 DOFR 2904 A3/ 04 BO4E  TOI6D THY 1UAHGERD 000 400000 OIME  auch A5
256,400 000D Z0GALE 1L7/Z004 BAAE  TEIE0 THO0 OMOOTE.  NOND BNI00C Goad 26 LLTRITN
9068 2002 S4Z 260730 HO0DDOOOE  DOC D00OSD GBS RSO AT e
234,500 90Wp- 200412 dodd  Tedie Y0 HOMKAOOD  BAG HOOTIC SRRy G .386,70~
To4-200 9008 00ALA TA/NOZIBOL DAE  TEIE0 TR0 AOROGOLCD 0000 ea0BD COME  £2ED 278,901,
208800 £0R 23/1973084 BALE  TEIED 290 SONCWERD G004, BO0GHT Lo By
D4 p00 DOON TOAAR JA/LO/RON GOLK  JUdid TI6 BORGE00GD  BUN DeC09 GidS. GO 2,440 6=
TH.300 VoS ANII AAZTACKUE #E4F  TEREO THO POUWMIOGLE  D0dN DODBDS EDLY a8 FYdn =
Z34,300 0ADR AOGLLE IL/TS/ 004 TE360 790 BOSOOO0ES  TOOE DADGGD AN G 235,184, 13
235,300 000 381 SLANIAE S04 Tuisa o0 M0G0000A  DOOF DNOGOD 0N SSIER 226, 05T, s
234,00 G007 ZOA S2/TI/ S0 ud 799 OR0ANL GO0 MOORO4 diEl  maio
2140500 NiGs DAOMLD LRG0 H046 TRLE 0 DUUIIORE  904R 00000 10AY | CaER 404,
dogs 2N0ALE 12720/ R004 Y4360 750 COGBOODAY 0000 GOO000 GOES  dd 399,723, G
24300 000K RO J2ALNOL €015 TAZED IO OLOUA00GA  OOMR COOEOS TONE ] o
L, 100 DIOP 200MAA- LURL 04 TRIEO TOD WOTLROGSA m BOLOGO BOOT 260 SERTH A
23,308 00cH JO0O3 LLIFL/INAE DA€  TARCD RO INOONGHA ‘bet00d O3M5  OTA 00
236,500 G50 JOOLLY. IXATI/b0L 0O4d  TOALL A0 GO0QRDRE  0AR3 QHONA oI IR o ]
230200 0079 AUBAIR JR/IA/D004 4066  TURGQ THG GHOOOUGAA Q09D GOOIOV 003 260 LAY QS
' SR 300 . .
L i o

gy, 2OCE 234,900

2ob hee gy ™

SFURLiL

T L el

e

il

TNE

TRo0K] B g
™
5




B T

__‘5 w— R
e g .
— AR S AIL-LALAY FOORTOR FOWTR & TRCHT COWERGE Eo ]
~ TDis FROWCTAG WOk
3 . ln MTRCE A
- 8 . * " .
{ . ey polit PATR M0 DMIE RDEPEST. Q- G VIR B BARET BT DRCRTION INVGEICE  CREOHER i
™% } Ty — ' £ HEAT2I -
i
L % |
- — .
' = \ {

1

T SAL
1439tfoe VR

P PSS

: o - — i
{ .
i ' ‘ : : : -
T ' .

WA




' ' C e
i b e
g
§ " ~J S N
ooae
{d | e SH--LnNs oML yous & Luzws CoutRt BR
~_§ ﬂf DOKT RN G AT wrr Lotk Bm M .
i_,,i . g7 DN T DR GITERSA:
2 & . Aecry 234,360 — T3 5 WOEATASEI 3T - aosiz
— RS LOCT . o= =
! xa - AR
-—-; PEETY A0y - XEhOeer: o
2 i*3 oRmL . - il ,
o &~ i 20 NDOTR: IR AR H
— )
; (L COMDUES: MORTSH YMOS . ) G
N I e p £ F 5
i g v €3 e IeaAn S R0CE WG IO FTEEL WOTOR MM EDRRATIC 2. T THE gy
! e -
"ﬁl_g | ?S' 2N 4, TTIHAR 200A2 P08 S2UK SRACANN 90 TN T4 TXEE 430 430 IRT DS SIIE
e % e 756, 034.48  FOL NRT 234,500
iy : 1 . somn
TR | 7 4,73,30043  HAeracRi
®
pu—
-
_%
i
\Y 0
A el -

u

F ame A

I+

et

N
e

ot EAL

ERTOR  TTEITSE VO
Tre B

Qe

li

’

'’
WES

-4

LR e




5
il
_3 5
;—E Y
pp— i ;
_g. T4
_ :
i i
P‘-‘_E' :3
= i

i

e
et T
~

j

Lt
P

K

REORz: FTAS-A00-KILIE

TS ORIy &, Ay
FRCH ~ fo EIECEION CECTIRILL

L ACETE LA o 2200 Lo patDg 20042
CES D0 - WOTACE;

e & P

P i - v W

2MGE WRAEL: = TEEECD I0:

[ e =

Faax G037

4. K0

¢




e (0ed 334, 903

Page: L Pocument Hame: untifiled

5&?11*“\..

[ » L

‘ e Fei
+aly oF

B g U T e

.)...;..n.p.h.u..,.mw., e
¢a&mmemr@n
T Tk

A -t
A RS,

ERAL LEDGER MONTHLY TRANSACTIONS
. MOWTH OF 12 / 2003

FLORIDA POHER &k LIGHT COMPANY

CGEN

FINAL

T

.60

BALANCE/

ENDING BALANCE

BEGIH

NBT CHANGE

-

8C ACCOUNT

MORE DATA AVATLABLE
DBSCRIPTION
A/P-FP!, BWERGY SVTS

.00
00
00

234905
234505
234905

cs
o
awv

Q0

+00

NRXT YBRR : 2004

234905

HEZP A000UNT : 334910
;12

HEBXT HONTH

3
g 8
: :
b .
5 g
4 :
£ :

Vs o o

L NOPW Y W PN
EENE R .

3

-y
4k ey

L.

'rn]

vl

[
ha

[

i
SRR

Fas (myErciot
| 1

]

b1

s

Pate: 1271372005 Tima: 1:32:16 PM

SDEGRTY RENITSTOANL I, frorac Y {ERERE




ROAACSTLSE  Undainied
TYR 127105

- e i

v

% ¥

-

o CONFIDENTIAL

ji Page: 1 Docupent Name: untitled

6 C =
FINAL FLORIDA PORER & LIGHT COMPANY 5.
GENERAL LEDGER NONTHLY TEANGACTIONS
MONTH OF 12 [ 2004
MORE DATA AVAILABEE BESIN BALANCE/
DESCRIPTION SC ACCOURT NET CHANGE ENDING DALANCE
+ 'RETAIL GAS SALES
a¥ 144300
TOTAD POINT ACCOUNT 144200
cpa
g
Ty f‘? NEXT ACCOUNT : 144500
R NETT MONTH 3 12 NERT YEAR @ 2004
LY
Vot 1L ausw NRXT TRANGACTICN *xe¥ QLR

Sallegy U wat a“*“‘g;%i‘ $dwasted

n WW%:EOPW

)
"L ff>  patar 12/13/2005 Tims: 1:33:36 PH )
" v - * .
7 _,Z)Aaga,@o Mot a,u,dpﬁﬁa ‘
ST EGATE PUSKRISS FOVR DG Zrind: [837] 83808 lemw- L&l—.'.!h:o!nqi ] I
T T T I T L




s

e

P

A5

H-M8 T T ERE- 08

|t

Sare




ntitled

.f Pagen 3 Document Name: W

..-..-___.-_........-__a e mwemam

A/R-FPLE-NE MKTS
CcV 1456905
JV 146905
FR 148805

TOTAL BOTWT ACCOUNT 146805

-

e NEXT ACCOUNT ; 146906
15 NEAT HONTH @ 12

" asxs NEXT TRANBACTION k#ak GLR

NEXT ¥YEAR : 2004

O

FINAD FLORIDA POWER & LIGHT COMRANY
a ° 'g GEMERAL LERDGER MOMTHLY FRANSRCTIONS
¢, TQ- vonTe, OF 12 / 2004
; & MORE DK AVAYLARBLE 37 . . v
: DESCRIPTION B¢ ACCOUNT NET CHANGE

=

BEGTN BALANCH/
ENDING BALRNCH

- e S

12/13/2005 Time: 1:23%52 PM

h]
: .: . Data:
- ‘n . - o . -
» -
. = - @00 [ PR —
%
g ] ; — ———
’ it

mcwtmtﬂmu.lﬂ. anlnlﬁl g ean B3R £l Kepha0 LA

oA

[ et s

T -
ymid TeEe

1rl L i
b e T T
e gy




i
7
min
E —a_ Py
‘__}’h_ L&
T

g T

.- - "_: l\'-n + -...n' N
- . . P o .
- =) . . ) e 'Yy v Yo o
. Char P e wt
. o o & v . .
f . -
. " . . "
. . P = g . - .
. * ‘e . . -
oo o8 R T . ) ' PR
K i a , el R LA SRR T
v = - P POR S Gt et ecmabrite 5w e REH S
TaFm 0bd

L MO IE S = LAE.00 TaOETR. INTE L A0z - 2002 '

o - et -

s - N “

TRERAEL %O - X REANCD: -
4 o - Tt . -
&f TR XD -
JI.  suwmnm mmg . R @

A ¢ De Folb T RL M N O F
{5 e BCOVE DA LMK NG WA TONTP Wa ODIRGL WOt mE e [] Y .
/ Bk 303 TSm0 T0MKIT Sba3 SEHOD ORGTEL A6 000 DOID DO JW €03 4.0R 0. WM ki 4,00
5 ag0.pe8 TO.i9 JOSLLE SO4D MDED SOGTE I3 000 DOOD OEAE Ser md 4D Fren TR A0 3.00 c“j

248,508 TTh.T 20RML3 000h 36688 GLGELD F NN DORG Ivue oo 083 b0 7,57 0 N 2,00
4 146,905 TEAD 200413 GO0P W00 B021T 26 0G8 DO RIYS Sho M) 2,0 LM 0 K 24.60 m
¢ prT R L3 15ETH  a00412 0008 IMDGY abh¥LS 23 00R S0 RIS ¥U0 301 LWA 1,891.00 SO Qb 20,400
4 z
4 PR NI S - S TR L WL A b0 S0 20%.59 -1-'1
D 2,501-41  RRRARAND TORAL W4 RBLM o] ko AbL.00 b-
.
_‘;Q
o s )

g e

e o oAb oy

s o SRR

TR
AT

e

Thale s

T T
T F OB
82
.§g§
E i
_, %
o
. f..-
caz.;%
=5

B e il
"




0 L
+ M e .' u, . y | |
o < -, et T e 3 .
— 0 Bo 9 - B -
< & LIV L | 'l.
.y o | : "
s e e D R . ."
L : ‘
.
PR L. . e
San 94 e
' - | f LA X ‘
s . .
Ve e e m |
AR

2 ]
RN
a2

e

m L e e aree et

Wt




Florida Pawer & Light Compasy
Procket Mo, Undocliefed

FILES Servitn Cannect Frocess Andik
Awdit Reguest No. &

Tagalofl

Q. .
1) Provide the amalysis thal shows tho alocaiion of cusis. aveiheads and adders for thelime

spant ransfacing Ihe ¢all o connes] senvices from {he call centas,

2) Provide printouts ofwab pages forweb siie if 2 custemer auks la conoctnaw sanice.

3) Provide supporl thal this connection (s not tramfemad 1o FPLES.
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1) Saec oltathed amalysts 28 requasted.

) Sea allsched requesiod web pages- Nole that the piintouts of e Web pages provided
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Step 2- From the home page select the Access My Account tab and
click on Open or reapen an aceount '
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Step 3- Once you click on Open or reopen an account this will take you
to the cantent page to read about all the info you will need to connect

service. - |
{continue to next slide for the rest of the page)
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Step 3- Continue — towards the bottom of the Open or reopen an
account_ page click on the link to start the application.

Ly V'PL Group for Campany Use

AL avare

» OF FBOREn an @ccount. Sickhers o *—_

- muliple accounss in one name, glicichare.
Electrical Inspeciions.

m mmml inspection may be required by law before electiclty can be WmMoc on 1o
o ng

» 8 nowly construated home or Buslness
« a newly-wired home or business or .
« =2 homes orbusiness that has basn vacantfor awhile,
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= has bean done and
= thet FPL has boennotifled,

FPL cannot arange for an olecirical Inspecton, )
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Step 5 —Onge logged in you will be directed to the Open Electric
Account application.
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Step 6 — Once log
n. You will be required to enter your new address in

Account applicatio

the fields below and click continue when completed.
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Step 7 - The next page will prompt the user to enter thelr pre{rious'
account information or select the name format if they have never had
service with FPL before.
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Step 8 — The next siep prompts the customer to enter their Personal
Customer Information. (continue 10 next slide for the rest of the screen)
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Step 8 — continue — After you enter Personal Customer information
you_click continue .
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Open Account Information and

Step 9 — The next step is to enter your
click continue.
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Step 10 — The next page is the Review Page for the customer to verify
the information they have entered (next slide will show you the rest of
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Step 10 — continue - The bottom of the Review Page will allow the
customer to submit their order , cancel or start over if ihe information
they have reviewed is not accurate.
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Step 11 — The thank you page summarizes the customers order and .
advises them of their deposit requirements (continue to next slide for

the rest of the page).
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