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I AUDIT FINDING NO. 1 

2 SUMMARY: The script glven to FPLES representatives who offer plpducfs and services 
3 to FpL customers does not require the representative to say that they work for FPLES. 
y When calls were obselved by Publh Selvlce Commission staff the representatlve dld 
fl say that she  worked for FPLES. Although the script does not require the representatlve 
6 to state what company he or she  work8 for, fhe Key Elements section of !he training 

manual says "Always advise customersand partners your name and company" as a 
I/ critical element. 

9 The way the question is phrasad when providing the confirmation number and offering 
ti) services insures that the ousturner has to answer yes to the question if they want thelr 

conflrrnation number. The confirmailon number should be prodded before they ask the 
(2 customer if it is alright for them to offw other services. 

0 STATEMENT OF FACT: Part of the FPLES representativettafnlng Is related to 
I? handling the connect senrice business calk which am the transfer of certain customers 

needing new servlcs from FPL to FPLES. After the colleclion of information by the  FPL 
representative for the new service connection, the FPL representative then puts the 

17 customer on hold to wait for the wnflrmatlon number and transfers the call io FPLES. 
rl( The manual calls for the FPLES representative to greet the customer as follows: "Good 
1 9  morninglaflernoon Mr./Mn. - my name is --and I will b e  providing you with 
~4 your confirmation number, as well as offering some s d c a s  to help you with your 
.?I move. Is that ok? T h n k  you. Let me know when you are ready to write down your 
22 new number. Your OonfKmation number is 
23 number. Using thls number for future inquiries and requests will ensura a quick 

JY response." The FPLES repreSenfaUV6 then proceeds to ask the customer if they are 
.as Interested in the next service that appears on the screen such as telephone service, 
,PL &le seivice, newspaper deliver, or other FPLES services such as UtiIii'Guard. Some 
,27 calls are never transferred to FPLES because when obtaining the new service 
211 connection information, it is determined that the caller does not meet the screening 
a crleda. The screening criteria is whether the caller is the acfual customer, whether they 
30 speak English or Spanish, if they have questions that require referral to another 
31 department, or when the caller does not have time when the FPL representative tells 
3 2  them when Ihatthey will be transferred. 

whkh is also your bill account 

33 
?y impact the  general ledger. 

5f EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have a filing. 

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 
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I AUDIT FINDING NO. 2 

2 SUMMARY: FPLES offers several programs to FPL customers such as Utility Guard, 
3 Power Surge and Surge Shield Protection, A customer may believe FPLES is the 
./ regulated electric company. 

r STATEMENT OF FACT: FPLES offers several pmgrams elther through the transfer of 
b Seivice Connect business or through billlng Inserts. These programs are for Utility 
7 Guard Insurance, Power Surge tnsurance and Surge Shield Protection. Utility Guard is 
y insuranCe for protedh of water lines and electric lines and it's offered to the customers 
9 when the call is transferred to the FPLES reprwenlatlve. Also, FPLES includes billing 
10 inserts for Power Surge and Surge Shield Protection in FPts utility bills. Power Sume 
It Is an insurance to provide proiecfion for the customer's electronics and appliances, I t  
/ z  G?lmburSes the customer for repair or replacement for covered losses, up to the 
13 maximum of their policy. Surge Shield Protection protects fhe appliances before surges 
,y enter through fhe customer's home's etectrlc lines or other vulnerable points of entrv. 
IF  Surge protectors are installed on lhe meter and are monitored by FPLES. 

f L  When offering the Utility Guard Plan the representatlve says that the services are' 
17 offered by FPLES. The billing inserts included in the electric bills shows that the Power 
{f Surge insurance and the Surge Shield Pmtactfon plan are being offered by FPLES. an 
14 affiliate of FPL 

20 Customers may not be aware th non-regulated company. Having FPL in 
A/  the name may impiy to the custo FPLES Is the regulated utllity. A rule 
22 proposed by staff on March 24,2000 related to Chapter 256 for a Code of Conduct for 
23 electric companies. This rule was never approved by the Commission. However, it 
N stated that"A utility shall not give the appearance that the utility speaks on behalf of its 

afflliates or visa versa or that the customer will receive preferential treatment as a 
consequence of conducting business with the afmlates. A utilih/ many not promo@ or 
advertlse its afflllale's relationship with the utiiity nor allow the utility's logo or name to 
be used by the affillate in all forms of media unless it is accompanied by a clear writ:en 
or audio disclaher that states that the affiliate is not the same company as the util i f 

70 and Is not regulated by the Commission.' 

3/ EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This flndlng does not 
72 impact the general ledger. 

EFFECT ON FlLlEIQ IF FINDING IS ACCEPTED: This audit does not have a filing. 
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I AUDIT FINDING NO: 3 

2 SUMMARY: The customer's confidential informaflon is transferred from FPL to FPLES 
3 in order for the FPLES representative to conflrm the customer's eledrlc senice order 
y and to provide their confirmation number. FPL has a confidentiality policy for Information 
9 entered on its websitethat says that FPL does not reveal the customers confldantlal 
6 information to third parties, lncludlng yther subsldiries of the FPL Group. The 
7 Commission has a rule establishing a Code of Conduct for gas companies that 
c( disallows the transfer of confidential inforrnatlon between affiliates. A rule written in 

' 

March Z(lO0 was proposed to provide standards for the electrlc companies on handling 
10 the confidential Information between regulated electrlc companfes and affiliates. The 
11 proposed rule for eledrlc companies was never approved 

I 2  STATEMENT OF FACT: According fo the company "when new sewlce calls are 
f i  transferred to an FPLES representative, only the informatlon needed to confirm the 
/ c /  electric service order, such as the customer's name, address, the connect order date 
IS- and the confirmation number is provided. The customer is then asked for their 
/& permlsslon prior to offering FPLES Connect Services. (See finding 1) If the customer 
n gives their permission, then only the confirmation number and any oiher FPLES 
r/ customer information needed to fulfill the services agreed to by the customer is retalned t .  ( 9  In the FPLES database sptem. If the customer does not give their permission. then 

@ none of the customer Information used by FPLES io confirm electric service is retained 
I /  in the FPLES database system." 

$2 FPL has condstently throughout the years appl!ed for confidentiality of customer's 
23 information such as customer's account number, name and address. 

. 

Zy Even though once the call is ended the screen is erased the FPLES representative still 
25 receives the customer's Information at the start of the call. If the customer verbally 
a agrees that FPLES can provide further Information. this information is also retained In 
27 the database system. 

& FPCs Privacy Policy on related to its website says "FPL does not reveal any personal 
29 infoimation that is provided by our customers through our Web site to any lhird partlp, 
30 including other subsidleries of the FPL Group, except when requested to do so by a 
3 / .  governmental agency having jurisdiction, or by a court of competent jurisdiction or other 
32 operation of law." 

15 Commlsslon Rule 25-7.072,Z (61) which is the Code of Conduct for gas service, states 
3Y that the company "will not disclose, or cause to be disclosed, to any marketer, broker or 
3C agent, previously non-public information about a customer without that customer's prior 
$6 authorizrrtion." 
37 This is a rule for gas service, but it appears reasonabfe that FPL should not disclose 
j$/ any customer Information 10 any affiilate. 

6 



A Gomrnlsslon Rule was proposed by staff on March 24,2000 related to Chapter 25-6 
of the Florlda Administrative Code for a Code of Conduct for electrlc companies. This 
rule was never approved by the Commission. Although this rule was never approved, 
the cohcept may be relevant lo this Issue. lfem 9(C).(1) states: "Utilities may not 
release any proprietary customer information to any affiliate wilhwt the prior written 
consent of the customer." 

EFFECT ON GENERAL LEDGER 1F SIGNIFICANT FINDING IS ACCEPTED: This 
finding does nat impact the general ledger. 

EFFECT ON PILING IS ACCEPTED: TMS audit does not k v e a  filing. 
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1 AUDIT FINDING NO. 4 6 C 

2 SUMMARY: The FPL call care representative obtains personal infcrmation needed to 
3 establlsh eiectrlc service from the customer before the caH is transferred to FP LES. 
'j Some of this information such as: name, address and phone number is used by 
S FPLES. In addition, certain information obtained by FPL qualifies the customer for the 
6 transfer to FPLES. No time Is allocated to FPLES for obtalnlng this information. FPLES 
7 is charged for I O  seconds per call which is the estimate of the time from when the FPL 

representah? transfers the call to FPLES and waits for a response from the FPLES 
4 representative. The FPL representative then tells the FPLES representative the 
(0  customer's name. 

I I  From the observation otnew setvice calls it was determined that to gather customer's 
IZ information takes from 3 minutes and 18 seconds to 7 minutes and 44 seconds 
(3 depending on the type of call.. Only 10 seconds of this time was charged to FPLES. 
/Y Some of the informatlon obtained by FPL is a benefit to FPLES. 

/T STATEMENT OF FACT: FPL% representative obtains customer informatton such as: 
I6 name, social security number, telephone contact, whether the person calllng is the 
17 owner or the renter. current power status, closing date. billing address, email address, 
( Y  deposit Information and verlhlion of information. The computer does a credit check 
/? based on this informaflon. The time it fakes fo process each call is ranges from 3 
z b  minutes and I 8  seconds to 7 minute& and 44 seconds. (See attached summary of calls 
zr &served). The cost for the tine it takes to gather this Information Is not charged to 
22 FPLES. FPLES Is not only benefiting from the transfer call but also from obtaining this 
23 Information without havhg to spend additlonal time to obtain it on thelr own. Based on 
iV FPL's analysis of Cost for call center representatives and managers evev i o  seconds 
zr costs FPL $1.46. See detail attached, Based on three month's data from 2004 there 
,& are an average of *all transferred to FPLES each month. 

. 

27 .EFFECT ON THE GENERAL LEDGER This finding does not affect the general 
21/ ledger. 

Q EFFECT ON THE FILING: There is no filing related to thfs auda 
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SUMMARY OF CALLS AND TIMES 

1) NEW SERVICE CALL 
This call lasted 4 minutes and 20 seconds from the time the,cusfomer called up 
to the tlme.the FPL representative transferred the q l i  and'spoke.10 the FPLES 
representative. 
During the request for new service the cxlstomer requested the billing staUment 
be sent to a differ.ent address. This added time on to the Cali. 

f h l s  call lasted 3 minutes and f6 seconds. The customer% billing statement was 
sent to the customer's address. 

Thls call lasted 5 mlnutes and 26 seconds. The call was made by a friend oflhe 
FPL customer. The FPL representative gave the confirmation number and the 
call was not transferred to an FPLES representative because the caller was not 
fhe customer. 

.2) NEW SERVICE CALL 

3) NEW SERVICE CALL 

4) N E W  SERVICE CALL 
This call lasted 4 minutes and 18 seconds. Durlng the request for new service 
the customer requested his bllllng statementbe sent to-another address and this 
addedtime on to the call. 

This Cali lasted 5 minulesand.21 seconds. During the request for new service 
the customer asked forihe billing statembnt to be sent lo another address. She 
also asked if the name on the blll should be under the person renting for the . 
landlord which increased the length of @e'call: The customer seemed confused 
as to why the FPL represenfative'was transferring her to get her confirmatlon 
number. 

This call iasfed.4 minutes and 51 seconds. The customer seemed confused 
between the cdnfinnatlon nuniber and the account number. 

5) NEW SERVICE CALL 

6)' NEW SERVICE CALL. 

7 )  NEW SERVICE CALL 
Thls call lasted 7 minutes and 44 seconds. The perion cafiing was not the 
customer. The FPL representative gave her the ccnflrmation number tnsiead of 
transferrhg her to FPLES, because she  was not the customer. 

9 



1 CALCULATION OF THE COST PER 10 SECONDS 

2 30seconds # If seconds chargedto FPLES per call 
3 3800 
v =  
I .002777 Percent of time per call in one hour 

60 seconds times 60 minutes (3600) Wtal seconds in one hour 

6.002777 
7 173 Total hours In a mmth 
Y =  
4 .0000160565 Percent of time per month per call 

Io .0000160565 
11 x 
(2 T.15 
/3 = 
/+ .00001846496 Percent of time with queuing factor per call 

Percent of time per hour per call 

Queuing factor for time lost for calls going through queue 

p- .00001846496 
t b  .7125 Adjusbnent for agent's productive time 

Pemnt of time with queuing factor per call 

17 

;k .00002591576 
19 

Non-exempt full time equivalent (Perce'nr of time per call adjusted 
for queuing factor and productive time) 

U, $50,736 Representative's salary and overhead 
21 x 
g2 Full time equivalent time 
23 = $1.31486000 Cost per 10 secondsfor the representative 

Z.! .00002591576 Full tin= equlvalent ' 

zt 16 Span of Control (Supewlsor handles 16 representatlves) - 
z~ = .00000161972 

27 .0000161872 ' Full time equhlent focSupervlsor 
zr x 
29 591.163 Supervisor's salary and overhead 

'5, .I4765863436 Cost per Supervisor 

Full time equivalent for Supelvisor per representative 

30 

$2 The total cod per ?O seconds is 81.31 representative + . I5  supenrisor= $3.46. 

10 



/ AUDIT FINDING NO. 5 

2 SUMMARY: FPLES revenues for 2004 related to the connect service business are 
3 -nd the relafed expenses are 

'4 EFFECT ON THE GENERAL LEDGER This finding doesnot affect the general 
li ledger. 

b EFFECT ON THE FILING: There is no fibng related to tinis audlt.. 

- 
. .  
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I AUDIT FINDING NO. 1 

SUMMARY: The script given to FPLES representatives who offer products and services 
to FPL customers does not require Ihe representative to say that they work for FPLES. 
When calls were obseNed by Public Sewfce Commission staff the representafwe dld 

q say  that she worked for FPLES. Although the smlpt does not require lhe representative 
6 to state what Company he or s h e  works for, the Key Elernantssection of thetraining 
7 manual says .Always advlse customers and partners your name and company" as a 
y crltlcai element. 

3 The way the question is phrased when providing the c o n h a t i o n  number and offering 
10 services insures that the customer has to answer yes to the question If they want their 

- I  conflrnatlon number. The confirmation number should be  Drovided before thev ask the 19 customer if it is alrlght for fhem tp offer other services. 
/ U /  

ID 
31 
3z 

, 
3 STATEMENT OF FACT: Pan ofthe FPLES representative fralning Is related to 

?y handang the connect seivlce bushess calls which are the transfer of certain customers 
tr needing new S ~ N I I X  from FPL to FPLES. After the collection of informatton by the FPL 
,& representatlve for !he new service connection, the FPL iepresentaliie then puts the 
17 custamer cn hold to wait for W confirmatlon number and transfers the call to FPLES. 
ty The manual calls for the FPLES representatlve to greet the customer as follows: "Good 
t +  . morninglafternoon Mr.lMn. ~, my name Is ___ and I will be providing you with 
20 your confiiation number, as we11 as offering some services to help you with'your 
E ,  move. is that Ok7 Thank you. Let me know when you are ready to wrlte down your 
2z new number. Your wnflrmation number Is 
23 number. Using this number for future inquiries and requssts will ensure a quick 
2 $  response." The FPLES representative then proceeds to ask the custbmer if they are 
2% interested In the next servloe that appears on the screen such as telephone servlce, 

cable service, newspaper deliver, or other FPLES sewlces such as Utility Guard. Some 
calls are never transferred to FPLES because when obtaining the new servlce 
connection information, it is deterrnhed that the caller does not meet the screenlng 
criterfa. The screening criterla is whether the caller Is the actual cudtomer, whether they 
speak English or Spanish, if they have questions that requlre referral to another 
department, or when the caller does not havetiine when the FPL representative tells 
them when that they will be transferred. 

which is also your bill accdunt 

33 EFFECTON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 
?Y impact the general ledger 

IC EFFECT ON FILING IF audit does not have a filing. 
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AUDIT FINDING NO. 2 

8 lnsuraip for protection of water lines aml electric llnes and it's offered to the customers 
4 when the call Is transferred ta the FPLES represantative. Also, FPLES Includes billing 
ID inserts for Power Surge and Surge SMeld Protadion In FPL's utllity bins. Power Surge 
I (  Is an Insurance to provide protection for the customer's electronfcs and appllances. It 

. 

k 

,y enter through the customer's homei's electrlc lines or other vulnerable points of entry. 
,5 Surge protectors are hstailed on the meter and are monitored by FPLES. 

16 When offering the Utility Guard Pbn the representative says that the services are 
17 offered by FPLES. The bllling inserfs included In the electric bills Show that the Power 
/$i Surge insurance and the Surge Shlekl Protection plan are being offered by FPLES. an 
r9 affiliate of FPL. 

$0 Customers may not be aware that FPLES is a non-regulated company. Having FPL. in 
21 the name may imply to the customer that FPLES Is the regulated utility. A rule 
a proposed by staff on March 24.2000 related to Chapfer 25-6 for a Code of Conduct for 

electric companles. This rule was never approved by the Commlssion. However, it 2 stated that "A utllity shall not give the appearance that the Utility speaks on behalf of Its 
fi affiliates or vlsa versa or thatthe customer will recehre preferential treatment as a 
26 consequence of Conducting business with the affiliates. A UWity many not promote or 
27 advertise its affillate's relatlonshlp with the ufflity nor anow !he uilljly's logo or name lo 
zl/ be used by the aftillate in all forms of media unless it is accompanied by a clear written 
29 or audio disclaimer that states thatthe affillate is not the same company as the uUlity 
30 and is not regulated by the Commission." 

EFFECT ON GENERAL LEDGER IF FINDING IS ACCEPTED: This finding does not 

5 

32 Impact the general ledger. 

33 EFFECT ON FILING IF FINDING IS ACCEPTED: This audit does not have afiling. 



? SUMMARY: The customer‘s confidenfial lnformatlon is transferred from FPL to FPLES 
3 in order for the FPLES representative to confirm fhe customer‘s electrle service order 
Lf and to provide their confirmation number. FPL has a mnfidentlality policy for information 
5 entered on its website that says that FPL does not reveal the customen confidential 

information to thlrd parties, lnduding other subsldlariea of the FPL Group. The 
7 Commlsslon has a rule establishing a Code of Conduct for gas compahles that 
r disallowsthe transfer of confldentlal Information befween affiliates. A mi6 written In 
4 March 2000 was proposed toprovide standards for the electric companies on handling 
,O the confidential lnfomtion between regulated electric companies and affiliates. The 
I /  proposed rule for eiectrlc companies was never approved. 

/t STATEMENT OF FACT: According to the company %hen n e w  service calls are 
r3 transferred to an FPLES representative, only the informatlor) needed to confirm the 

elactrlc service order, such as the customer’s name, address, the connect order date 
ir and the confirmation number is provlded. The customer is then asked for their 
16 permlssion prlor to offering FPLES Connect Services. (See finding I) If the customer 
t7 glves their permission, then only the confirmatiin number and any other FPLES 
r l  customer informafin needed to fulflll the services agreed to by the ctlstwner is retained 
19 in the FPLES database system if the cusfwner does not give their permission, then 
ID none of the customer information used by FPLES to confirm electric S~NICS Is retained 
21 in the FPLES database system.’ 

22 FPL has consistently throughout the years applied for confidentiaiity of customer‘s 
23 lnformatlon such as customer’s account number, name and address. 

,?V Even though once the tall Is ended the screen Is erased the FPLES representawe still 
3~ receives the custoiner’s infoimatlon at the start of the cali. If the offifmer verbally 
zb agrees that FPLES can provkle further lnfonnat(0n. this infonnafion Cs ago retained in 
R the database system. 

;rr/ FPL’s Privacy Policy on related to its website says “FPL does not reveal any personal 
Information that is provided by our customers through our Web site to any third parties, 
including other subsidlarles of the FPL Group, except wheri requested to do 60 by a 
governmental agency having jurisdiction. or by a court o i  competent iurisdiction or other 
operation of law.” 

Commission Rule 25-7.072,2 (bl) which Is the Code of Conduct for gas sew&, states 
that the company “wiil not disclose, or cause fo be disclosed, to any marketer, broker or 
agent, previously non-public information about a customer without that customer‘s prior 

Thls Is a rule for gas sewice. but it appears reasonable that FPL should not disclose 
any customer Infomalion to b y  affiliate. 
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A Cornmlsslon Rule was proposed by staff on March 24,2000 related to Chapter254 
of the Flodda Admlnfstrative Code for a Code of Conduct for electric companles. Thls 
rule was never approved by the'Commission. Although this rule was never approved, 
the'concept may be relevant to thls issue. Item 9(C) (I) states: "Utillles may not 
release any proprietary customer lnforrnatfon to any awllate wllhout tha prlor wrlttsn 
consent of the customer." 

EFFECT ON GENERAL LEDGER 1F SIGNIFICANT FINDING 15 ACCEPTED: This 
does not Impact ihe general ledger. 

FECT ON FILING IS ACCEP.TED This audit does not have a fillng, 
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SUMMARY: The FPL call care representative oblaina personal informatioil needed to 
3 estabilsh electrlc service from tho customer before the call Is transferred to FPLES. 
v Some of this Information such as: name, address and phone number is used by 
r FPLES. In addition. certaln informailon obtained by FPL qualifies the customer for the 
& transfer to FPLES. No thne is allocated to FPLES for obtdnlng this Information. FPLES 

representative transfers the call to FPLES and waits for a response from the FPLES 
representative. The FPL representative 

Is charged for 10 seconds per call which Is the estimate of the lime from iuhen the FPL 

lella the FPLES r6presenlaUvo the 

of new service calls It was determlned that to gather customer's 
18 seconds to 7 minutes and 44 seconds 

Onb 10 seconds ofthis time was charged to FPLES. 
obtained by FPL Is a henefit to FPLES. 

represenlal:ve obtains customer information such as: 

status. dosing date, billing address. email address, 
of hiformation. The compulcr does a creoit check 

information wilhout having to spend additlonal time to cbtain It on their own. Based on 

d9 based on this Information. The time ;I takes to process each call @ ranges from 3 
40 rn:nules and 18 seconds to 7 minutes and 44 seconds: (See atlached summary of calls 
,a observed). The cost for the lima i t  takes to gather this :nformation Is not charged to 
2.2 FPLES. FPLES Is not only banefiling from the transfer call but also from obtaining thls 

.$? FPL's analysis of cost for call cerkr  representatives and managers every 10 seconds 
cosls FPL $1.48. See detail attached. Based on three month's data from 2004 there 
are an average o 

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

EFFECT ON THE FILING: Theb is no W l n g  related to this audit. 

telephone contact, whether the person calling is the 

transferred lo FPLES each month. 

27 
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UMMARY OF CALLS AND TIMES 

I) NEW SERVICE CALL 
.This oall tasted 4 minutes and 20 secondsfrm the time the customer called up 
to the t h e  the W L  repmsentatlve transferred the call and spoke to the FPLES 
representatbe. 
During the request for new service the customer requested the billing statement 
be sent to a different address. Thls added time on to the call. 

f3J 
1 
1 

i 2) NEWSERVJCE CALL 
This call lasted 3 mlnutes and I 8  seccnds, The customer's billing statement was 
sent to the customer's address. 

3) NEW SERVICE CALL 
Thls call lasted 5 mlnutes and 16 secods. The calf Was made by a frlend of the 

~ ~~~ .... 
FPL customer. .The FPL repreaantatlve gave the mnfirmatlon number and the 
call was not transferred to an FPLES represenfatiue because the caller was not 

' the customer. 

4) NEW SERVICE CALL 
Thls call lasted 4 mlnutes and I 8  seoonds. Durlng the request for new service 
the cusiomer requested hls billing statement be sentto anotheraddress and this 
added.'tlme on to the call. 

This call lasted 5 minutes and 21 seconds.' During fhe request for new service 
the customer asked for the billing statement to be sent to another address. She 
also asked If the name qn the bill should be under the person rentlng for the 
landlord whlch Increased4he length ofthe call. The customer seemed confused 
as to why the FPL representative was transferrlng her lo get her confirmation 
number. 

: 
! 5) NEWSERVICECALL 

i 

. .  
' 6) NEW SERVICE CALL 

Thls call lasted 4 minutes and 51 seconds. The customer seemed confused 
between the confirytation number and tha account number. 

Thls call lasted 7 mlnutes and 44 seconds. The person calling was not the 
customer. The FPL representatbe gave her the confimatlon number instead of 
transferring her to FPLES, because she was notthe customer. 

7 )  NEWSERVICECALL 
i 
I 
! 

./ 

9 



I) I CALCULATION OF THE COST PER 30 SECONDS 

2 j0seconds 
3 3800 
Y =  
5 ,002777 

6.002777 
7 173 u =  

~ 4 .0000160585 

: /O .0000160565 

/ Y  .00001846496 

/r .00001848496 
(6 ,7125 
(7 5 

14 .00002591676 
19 

20 $50,736 
I !  . . x  

zf ,00002591576 
1 s .  16 
2~ 1 = .00000161972 

27 .0000161972 

# if seconds charged to FPLES per call 
60 seconds times 60 mhutes (3600) total seconds in one hour 

Percent of time per call in one hour 

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

Pelcent of time per month per call 

Queuing factor for time lost for calls going through queue 

Pertent of time wifh queuing factor per call 

Percent of time wllh queuing factor per call 
Adlustment for agent's productive time 

Non-oxempt full time equlvalent (Percent of time per call adjusted 
for queuing factor and productive time) 

Representative's salary and overhead 

Full the equivalent time 
Cost per 10 seconds for the representative 

Full time equivalent 
Span of Control (SupeNlsor handles 16 representatives) 
Full time equlvalent for Supervlsor per representative 

Full time equivalent for Supervisor 

Supetvisor's salary and overhead 

Cost per Supervlsor 

The total cost per 10 seconds is $1.31 repiesentalive i. .15.supervisor= $1.46. 7. 

10 



AUDIT FINDING NO. 6 

FPLES revenues for 2004 related to the connect service businms are 
nd the related expenses ar- 

EFFECT ON THE GENERAL LEDGER: Thls findlng doHs.mt affect the general 
ledger. 

EFFECT ON THE FILING: There is no filing related tothls audit 

11 
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fils is a .jle,br oas service, but It appear6 reasonable lha: FPL shauld not dfsclose 
anycuslornerlnfonallon lo anyaMUelecranyothervendDrfqwhleh:hey.sell 
'servlcea. 
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S U M M A ' I R Y : ~ ~ ~  scriptgm to PPL ~nerggServioas(~f;~~~)represen~tl ;esv~o 
offer produck and servlan, to FPL nwtcmers does not wqulre the repsentatlve to say 
UlsttheyworkforFPLES. WhencatlsW0reobseNed byFSCslaff iherepresenlath'e 
didsayihstshawafkedforFbddp PWrendUght Ener~ySewlces(FPLES> 
Althougll the script does not ceqvlre 
w o h  for, ffie b y  Elements sedon 
customep mid partners ywr n a p  and comnpanV as a ichl element. T 
Tllewaythe qua$Uon la phraJ$ whon prnddhg Ine c&rrnaHon nLrnbar and 0IfeI:ng 
serfices lnsd ee that the msbmer h a  lo answer yes'to the ques!lon if they want I N  
wnnmllan humber.whlch Ihey need. Tne conllrmtlon'number should be pmvided 
befor0 they $k Ihe CUblOmar Hltls alrlghtfoor themta off+ OltlerserAoos. 

I I 
STATEMENT OF FACT: Part of the Fbrlrla P w  and Light Energy SeNlces (FPLES) 
wr6sentatlv!3 tramm k related to handilng ffis Value Added WoQmms Opportunlliet 

IF flNDlNG IS ACCEPTEO: This findlng doe6 not 

IS ACCEPTED: Thls a& does not h!veveaflling. 
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PldrldaPower Sr LlehC Company 
DockdNo. Undockekd 
FPLWssrsice Connect Process Audit 
AudllRoquutNo. 16 
Page 1 off 

Q. 
Oca8 the customer Inlorm~lloon gat enlered Into the EPLES dslabsso syslemi? 

Mien [he customer IS connecled to FPLW, lhe FPL supplled cUslomerhfom)ellOn Is pmvlded lo 
FPLES. Only the Informallon needed lo c v n f i i  lhe elsdrlo DBNICB order, sucbas  lhe cosfomer's 
name, Ihe nddrese, the ConnedOrdErdale and Iheconflrmallon number, Is pmvfded. 

A. 

Tho customer 18 lhen asked lor lholrpermlsslcn prlorto ollerlng FPLES Connect Sewfces. lllho 
customer glyel) lholr p~rml$slon, lhen only Ihe COnKrmallon number and m y  olher FPLES 
customer Iflformallon needed lo fU8U Ihs seNlCes agreed Io by the cuslwner Is relaload In be 
FPLES delabass system. If lhe customer doos not give lhel~psrmlsslon. lhen ncneollha 
CUItMnef InfO~allOn USed,by FPLESto Conllrm the eleolrlo SONlC0 order Is relabed In Ihe 
FPLES dalobase system. 

. 







. -  - . _-.-.I-- 

2h EFFECT ON 
%? ledger. 

a EFFECT ON 

41r 

I AUDIT FiNDl.Nx NO. d . 

THE GENERALLEDDEK: Thls mdlng does notaffsotlhe~general 

THE FIUNG: Them 1s n<bNlng related to Urls audil. 

z 
. 3  

Y- 
5- 
h 

4 
; 

,. v .  
SUMMARY: 'The Frodda Power and LighEaCell Ca~erepresanteUVe obltllns peshnal 
lnfomralbn frbm ma r,ustome( before the atll !a Iramferred to FPLES. Some d UIIS 
InfwmaUon s&ch aa: name, ddresa and phone number Is usad by WE$. In Edddwbn. 
CerislnI~rqalhnoMahed byFPC~sMleslhecustomer~rorlhet(8nsferla FPLES. 
No Iime is allpoaiea to F P E a  for ab$Mng thb Information. FEES is charged for I O  
secondsperpllwMchbthe Bstimateof(hetlmelmwhsllth~ FPLrepresenlaUve 
t r a n s f a  Iha CaR to FPLES and Wdtsfor a tesww from the FPLES represenbflve. 
T t i ~  FPL m 

Fmmths ohmation of newaervlce calls Hwaa determined ihaitogeUw mslmerls 
Inbrmatlont~ker from 3 minut- and .18 seconds b 7 m l n u k  and 44 seconds 
depending o the type of call. Only 90 second% ol Ihb lime was charged to FPLES. 
Somsallhe?nlormatbnoMelnen byFPLisa benefitloFP!.EG. 

semdlve than lens the FPLES repregentailve fhe cuushets name. T 





- 
. .  ...- I 

&,! 

2 l~secbnda f # ~ s e w n d * c ~ r ~ e $ t o  FPLES pwrcafi 
3 3600 I , 60 saconds Umss 60 nilnutse (3600) &la1 sewnds in onehour 

. y  = 
.aozm i Percent o f ~ m e  par mil In Oh0 hour 

b .  .oo'Lm . Percent of t!me per hour per call 
7 173 ! Total h a w  In a r!~onh 

9 .VM60%b P w b r  of tlme per month per call 
. Y  

I 

i 
I O  .OodO16056~ 
(1 <A6 
I2 = 

If %25 I Adjuslmsnl Mr egent's p ~ u c U i ' 6  fims 
16 

;{ '?025g'mf lor queuhg factor md pmdu$vo Wne) 

' uueuingfacforforthne tmtforcans $ngfhmwhqueue 

Percent oftme with queuing facbrper call 

Parcent of tlme with queuing faotnr per call 

Non-exempt full time equlvaient (Perced of tbne p& call adhafed 

00018464 98 

I 

I i? $50.738 . R6praseoiaUw'esalary and overhead 
w x  
Y 0002691616 Fuu tlme cquivaiontrrne 
ZE 181.39488 000 Cos1 per 10 secunda for lhe rqxerwtatba 

Full Ume equlvalenl 
Span of control (Supervisor handles I 8  reprmanlatives) 
Full Ume aguhglwrd forSupemkorpir representaUve 

I 
576 - .000Wl61?72 





.. 

. .  
I AUDIT FIND~NG NU. z 
2 
3 

SUMMARY: ,WL €way Swlces oHm %vela1 pionrams lo FPL customts sudl as 
UUlNy Guard, Powcr Surge and S h W  Piulection. A wslmer may bdlsvo FPC Froref 
SCN'GES Is U p  re(ptlakcl eledric.cwnpsny. 

.5- 
b 
7 

&ATEMEN' OF FACT Florida Pwmr and Ll&t Enemy Serukss offers Several 
pmgrams e&xlhmugh !he Iransfsrol VWORS wYs or Ihmugh bMbg beds.  These 
proglamq ari mutiny Guard hturanco. Power surga Inswan3 and Shletd ProtecUan. 
WiilyGuazdJs irlsunncnfornmtodlmcfvnlar llnssendeledrlcllnes~dllsollersd _ r  ..... ~~ . ~ . ~ .  
&'the custw~era when ule call I? trensferred fo 1M FPLES Cepresentatlve. Also, FPLES % &!WES ballrig inserts for Power Surge and SNeM Pmleatl~ in FPL's utility MA% 

i f  Power Sugd lo an insurance lo provide pmlectbn far Ihs w€&I~W'B elBoboniw and 
12 appliances. It reimburses tfia cuslomsrwrepak or replacemen1 fw coverad lossss, up 
/3 t6 €tis maximum al thew poky. Shlekl ProWbn pmlecb the eppliances before sura- 
/ y  enterihroughthacustmer's home'sslecWoUnO6orotherwhersbie p n i o ~ o f  En@. 
l<  Sums protdom are Inslalbd on ffie mewrand are monllored by FPC. , 

I 

Iha elecfrk bilk shmvs 
are befnngoflenxlbyml 

20 Customers may n d  be awara that FPL Energy SaNicea is a nOn-rwUlatod q p w .  
Zl t ladn~ WLh ihsnamemay imp~totheouatomerl~el~nergy Servlces~slhe 
22 regulated utilihr. A  le proposed by staff w) Mamh 24.2000 relalsd to Chapter 258 
2) , for a Code of Conduct.br eleddu companies. Thls rule wasnew approved by &e 

Commission. However. It slated l b t  'A ufnlfy &If not glve tha appeaiance thal me 
utUityspeaks'onbehsYofneaMITatasorVfae versaorthelthswaomerw~rec~v* 

$1. p~hmnllallrealmenf as acmsequenceofmdL!cUra buslnesswtth the afRllabs. A 
uWly many rlot promote or edverKseIi6 afaUale's reldonskip wkh the ufalty nor allow 
the Mlty's toso or mme to bo used by the afRllate In all forms ol media un lw It Is 

14 aaomprmtadbyadesrvnltten oreud.bdlsciahnerthetstalesthsl(heaflWsleienottlie 
50. same compeny a s  the mlnty and Is not regulated by me Canmlsslon." 

QER IF FINDING IS ACCEPTED Thk fkdhgdqas not 

3% EFFECT 0PI:FILING IF flNOING IS ACCEPTED: T@s sudndoes not have a WMJ. 
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SERVICE ORDERS*.2000 

PER CARE CENTER PERFORMANCE -YEAR END 1999 
PREPAREDBYKENGETCH€LL 

E& DESCR!PTIOI\I 
720 COMMUNICATIONS - PRINT 

$ 766,455 
s 

721 Comm - Print.Media (Deleted) 
810 LONG DISTANCETELSERV 
811 LOCALTELEPHONE SERVICE 
812 LEASED PHONE LINES 823 TELECOM EQUiP/MAIv $ 158,657 
814 CELLULAR MON TEL EXP $ 14.598 

$ 484 

- 

TOTAL 

* Included ECCRTelewm chames 

)TAL CALLS HANDLED - SOUTHERN 8 CENTRAL - 1999 @ 10,804,025 

COST PER CALL $ 0.197Q 

AVERAGE LENGTH OF CALL 

TELE COM EXP -1999 

-2. 





. .. . 

BUILDING COST B i  

L 

$ 16.68 

6,423 
,: GOST PER SQUARE FOOT 

.# c 

I AVERAGE LENGTH OF CALL 290 SECONDS 

COST PER SECOND $ 0.0004 (@ 
~ 

BUILDING COST JDM121141200512:56,PM 

-e--, ,". 
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THE FOLLOWlNG ISBASED ON INFORMATION PROVIDED 
BY PROPERTY MANAGEMENT 

'I!% 4 STANDARD CUBICLESAND OFFICES ARE €STIWT€D TO COST 
$5.5000. THIS INCLUDES THE WALLS. FURNITURE, AND 
ELECTRICAL AND COMMUNICATION HOOK-UPS. 

$ 2;75Q $ 2.750 

DEPRECIATION 

/3 14.29% OF $ 5,600 = $ 785.71 

PERSONALPROPERTY TAX 

6 1.2% OF $ 5,500 = $ 66.W 

PROPERNlNSURANCE - ,  

. .  OF $ 5,500 = $ 1.35 

RETURN ON INVESTMENT 

OF $ 2,750 = ~- $ 33'1.10. 

$1,184.16 

WORKAREA _.  . _. 

'i., 
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FPL GROUP, INC. 

CODE OF BUSINESS CONDUCT & ETHICS 







It Is your respoMbBlly to read 8nd undersland lhls Coda end to comply with It In both 
lW and spMt AfUlouqh thls Code addrusses a bide rawe of buslnsss, lead, end 
etMcd manem, It m o t  anUcJpate evmy Issue that may srlse. In many sltwtlons. your 
judpant end m m n  sen58 will provide suflldent guidance; If somahlng 6aams 
m&al or Improper. It pmbebly Is. aut, If you are unsure of what to do In any 
SHuafh, ybu shorrM seek addlUonal guldance and lnldnMtlon b&re you sct by 
conlac(lt?g y w r  s u p d w r .  the head of your Buslness Unlt or a Gornpllance Mflcer 
Wo am Ustsd under %amplian~s Asslsbnce' at lhe end of chis Code). 

LEGAL & ETHICAL RESPONSIBILITIES TO THE COMPANY 

Rem~onolbiNles for ComDlltnoe 

It Is also your responolblllty lo mporl any actual oc suspected vlolatlon of a law or 
regufatlon. fraud, and any aaer violallon or suspected v k U o n  oflhls Code. You may 
do sa by wnfecling a Compliance Mllcer. Yw may also. call ow 24-how 'HOW%* at 
88E.6134.6444 or W ~ C I  any member of tha Audtt h m r n t b  ofthe Board of Mructors 
of FPL Gmup (see 'complbnce Asslsfaffio'). You may ohwselo remain anonymous. 

. 

Ths Campany prohibita any retdlatory a&n &lml any Indlvtdual lor ralslna leglUmale 
concyrs or quesUons regerdlng'mm!JWance wlth Ws Code or olhar elhlcs matters. 

Record0 and Reuodoq 

All #@a. &a. and trformatbn ownad. mahtalned and used by Wa CMnpany must 
be amrate and complete. You ere personalty rssponsibls lor  the Inlegfily of h e  

InformafJon. records and repmls under p u r  mob1 Rewds must be malniafned in 
sufflclanl defall as to re(le0t accurately the Compsny's tranoadlons. All finenolei 
slatemenla must be prepared In eccordanca with generally ampled acwucUw 
pdmlessnd faHy present In all malerlal respects fhe flnanclal condillon and resulls of 
the Company. AU reports filed Wh the Sacuiilles and Ewchang~ CoWslon musl not 
Fontain any Mssfatemmt 01 a m;ltefiai fad or omit IO SI& a makdal ~EUA ne-y to 

. 

2 



make the Slalementa made, in Ugh1 of the clroumstaames under whlch such slaternenls 
w r e  mede. not dsleadlng. 

If y6u have any concerns or complalnls regarding quesEonable accountlng. inlem?i 
amonling mntmlsoraudiUng maitw, you are encourag&i lo submit those c o m  

ot cwnplahts (anMymwsly, con(ldenUally. or 01M~k8) lo b e  Audit CaMmittee of the 
Board of Dlreobn wMch wvilf, ouwed to ils duUss arislng under applicable law. 
regulabn and legal proceedings, .treat such submlsslqns mn2ldentiafly. Such 
subinkdons may be dlrecled to &e alfenllo~ dAudlt CommRteeoreny dl~twwho k 
a member of be Audit COtnm[tlee. ' A  separele WhWi&iower Polrcy has been adopled 
by the Company speclMng pddlllonal procedures snd proteclhm for Ulese typm of 

' 

@vernment invesllgalbns and lhe medla. In lhis mntext. lhe Company or a thlrd pa* 
may be In a poslhn lo rely on or fntelpret (he document Hilh Ihe benefit or hinddght 
and the disadvantage of kpeded recalkdon. Accwdilgly, it Is Importan1 that you 
avoid exaggerallon, wbrful language. guesswork, leoal conduslons, and demgahty 
marks or chmcle&lIons of people and companies. This Nleapplleslo doouments 

Recorda must always be relalned and desboyed according io the Company's record 
retenlion poRcles. The Company's ratenllon p o k k  are based on spedRc stalublyand 
regulalory requirements, some of M c h  are rpecMc loa paalcular budness operatlon. 
l h w  retenllon ~ulrahenls.qpply lo ell Company documents, htdudiflg e-mil and 
olha eleclronlo reuxds. You are whlblled from deslroylng any records €hat,are 
polenUalb relevant lo a vlolatlon of law, any cun'ent pending onhrealened lingsuon or 



P-mnv Assets 
Pmlecling the Company's awls, bolh tenalble and lnlanelble, agelnst loss, (heft. and 
~ m s e  18 your W~~SINIIIY. These assatS were aqutreci solely far the purpose if 
d u c l l n g  VW Company's business. Thay may mt be used for pwonal benefit SOW, 

loaned, &en away, or disposed of oroepl w&h proper authchmlbn. AsseIS Include 
cash, securiBap, business plans. us(wner Informa(lon, 6u~Her  mfmwbh Inleilectual 
property (WMTnne computer pmgre-ma, models and similar icwnS), physiosi prowrty 
(Including equlpmmt, vehlcle, twls and supplies) and seniws. 

. 

Computer software and'Iniom(1on pravfded by lhe Company and h d e d  on your 
computer is Company ptupwiy.. Lfcensed aoRyara ordocumenlaibn must b8 used 
slrlcUy In accordance wilh agreements and mUS1 MI be dupflcaled WilbLt 
permlsslon. You are responsible for safeguarding Ioafns and basswards whlch pmvlds 
access to CmnpanyneMotts. 

lnlemet accass end dl Company electmnlo commurJcaUone yscems, such as a-maU 
and voloe mail, ara made avaUabb,to you only lo conduct tne Company's business.end 
tnddefial non-aoUcitaUonat use, Company sysbms are fh-3 propity of the Compsw 
and an commwlcaO& am subject lo d e w  by appropriate, aqlhorlred Company 
persame1 a1 any llme. Uaers have no ewedelian of personal privacy In their U s e  Of 

Gmpanymrnunkaiions systems or InfamatIan sent to of from or slared In Company 
mmmUiiiaat~8 syslms. 

. 

prohlblted: abuslve or othenvise objecllonable hnsuege; informalbnwhlch Is UIsgal or 
. obscene: messages whlch are Ukely ID result In fhe 1068 of the radplenls' m k  or - 

sysiems; messsgas WNCh delme or libel oihers; use wMGh Interferes wllh the worh of . 



j 

employees oralhers. lncludlng sexual or other h a m m n t  viofatha otaW!lcable IBWS 

and Company pollclaa: and oolldlallon of employees for any unaulhodzed pufPosa?l. 

If you bewme aware of the fhsnwmlsuse of Campany asseta, lmmedlately reporllha 
maltat io your auperviadr, your BWness Unff Head, Corporais Saeuni, or a 

Carn@ance OMcer. , 

. 

dlreclly or indtreclly, In oOnn%Uoo vhlh +ur employment or assodalion with Ura 
Company. Fmprtelary or oontidenltal Informallon iltmut the Compsny may not be 

disdosed to empne outstde the company vjlthour s p e d n ~  augiodzdon by (ha 

Eminplea of propdelay and confldenilal lnformatbn hdude, buf are not limlled to, any 
&em. Informallon or p!ucas (hal g b s  the Company an opportunl(y io gah an 
advantag8 over ib mrnp?titilars: nonpubllo lnfwmaffon ebaui (he M P a n Y S  stratesles 
buslness plans. foreoasls. operallma, and reriulio: nonpublrc informatbil aboit. 
wstcmeis and veodori: nonpubllc tMarmalion about ihe.Company's e ~ s t m s .  
feohnofogy. products 4 semiow, and empdVee medical and olherracorda. 

You are respoasibie for safe5larding all pioprtaWY and ConMenilaI Inlormauon under 
your mlrol. Thls Includes laking sleps ta fansum documents are produced, handled 
am dlsnfded in a manner that milllmlzes the dssk fhal unauthomed persons mlght 
oMah access (a (hem. You should also ensum that access to work weaa and 
computers Is pmperly MntroKed. A h  you show nd dlscuss pmprletnry or conMential 



I ADDITIONAL LEGAL & ETHICAL RESPONSIBILITIES 

Conflicfs of InlerW 
You must be s&8 to any adiv(tles. interests or relatlonshlpo that &ht conflict or 
even.&ear to conflld, with your aMlity IO act in the best lnteresls OI the Campany. 
SIme It is lrnposslbfn to descrbo evely polenHal connicl of Intem,.ffie Company 
necesdly relies on you to exexdse sound kdgmenl and to adhere lo the !@hest 
elhioal standards. To asskt you h thls regmd. s few offfie nim mmmon sfhf&ns h 

.: ... 
. .  .: 
.- .. .\I ... 
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. -  . *  .. . . .  
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. .1  

which aconlllctdinterest arlsesaredescribad below. 

Any activity, htereat or relationship of yours that mlaht constitute a conflict of Interest 

1 : 3; >'+: . 
. ,!.! p! I 
: '\. *.:>.{ 

I. .? . 
. . ._ - 

mun be dleclosed in wrillng to and approved by the Cornpaw pIbr to the tima 111-3 

SIuaUon ailses when- poshlbla and, In any event. 110 later than when you first 
becorns aware of it Canflict of lntaresl siblions involving members of &e i3oard.d 
Oiraclors of FPL Orcup Should be di&sed M Ihe Board of DlreotDIs and IhB General 
Counsel; all other sum sllustlons should b6 d[so los~  p the person'r, supNisor and a 1 
Cornpirerice O f f l m .  If you am In doubt about a SINallon, ask a CompHaoce Ofileer. 

A polsnllal mnfRl of Interest ark35 I f  YOU or any PerSon h d n g  a close penonal 
relatlonsw wlth you (a "related person? has a dlrect or Indlrect Interest In, or may 
derhre a benem rmm, oils smpr~yad  by a busfness enterprise d o e  or seeks to 
do bwfnsss vhlh the Company. Hawver, a sia1911on in whloh a relaled person is 
employed by a bbslntss enbrprlse that fumlsEies pmdmts ornarv(oss to the Company 

and tho generel publlc'at prices and Ierrns generally applicable to aU 11s custqrners, end 
whm cornpensallon is not delemlned lnwhole M In part 6y referknce to lhe ekunt of 
buslnssa done wilh the.C&npany, would not be eonsldered to a h  tise to a connfct of 
interest. 

Ako, ownership of le88 than 1% of !b outstandha publtciy-traded securitlss of a 
WJness snlerpnire dolng. or seeMng to do, budnsss wilh Ihe- Company Is MI 
mnsldersd to be a m~cloftnterest  :. 

, . :  

. .  . .  



A p e w  vrivl whom yw have a cloaa personal relationsNp means your s m .  
parenls, children. slbllnss, molhers and lathers-lrrlaw. sons and dsu#htemln-law, any 
pemon MW in  he same how with you or any buainess.asWe of yours: 

you ow6 a d d y  to the ~&pany 10 pi-te 11s b ~ ~ l r x l u ,  Inte&at ewy oppofiunity. 
Accordlngly. yau may Mt'faKa Mf yaursdla corpwala OppolhmHythat 1s dlsmverad In 
the WUISR of your employment or olher asSoclstlon with the hpany .  nor may YOU 

CQmpeIe with lhs Campany. Among other lhfngs, YOU may MI We for yourself 
apparlunlHes lhat am dlscovored through the use of corporate properly or.lnlomxtlon or 
your posttlon. and you may not ma corporata property or Mormatlon for penwlal gsln. 
SImRarN, all copyrights; patents, trade seprWd M oulw hlausdual property assodatad 
whh averf Idea, concept, lachnklua. InvenlIon, prOeess and WOrX of euthOfshlp 
deva3opsd 01 ueated by you In the muse of petfomlng WprH forb Company !ielongs 
tv the Company, an4 If quested, shall be speclRcalV ssslaned by you Lo the 
COmPanY. 

pine and Enferlainment 

Neither yw imr any peFhcn w L  whom you have a doee peAsdnd mtatimshlp may 
accept glfb or anytMna of vaiue (lndudlng enteblnment) from B vsndor (exlsUrm or 
potenllal) or wsbrnar If that gift M other lhba of va(us le, or muld reasonably bs 
mnsldsred io be, Intended lo lnfluameyour b e h b r  m. that vendor or customer. 
Absm such cbumslances, c&may ba arrepkd when permilted by appUeebIe k w  If 
they am nan-oash Q~RS of nomlnal value ($260 01 less, indluldua!W or lo UTe agmate) 
or m m a w  and reasonsble maab and enlerlelnment al wlllch the elw Is present, 
such im an owslonal buslness meal or spwtlng went. Travel or lodalng may not be 
accepted unlass prevlolnly approved by yoursusrness Unit Heed. 

 you am offered money.or aglii not In canformny w ~ t h ~ l e  excsptlona nota awe,  or if 
elthw wives at your office or home, you must rep,& It to yo~supamlsor h Wtlw wlth 
a c ~ p y  to a Cwnpwance O W r .  

. 
, 

' 

' .. 

T 



/nslder Trading 

Fedsrsl securlllss laws and Company pollq pmhbli a direclor, &er or olher 
srnployee af the Cowany who Is In ~ssesslon of rnatedai. nonpubllo Informatton 
reiasnq to the Company from UlrecUy w-through faamlly Ambers or other persons or 
entiUer (a) buwg or selllrm secudflea or ihe Company or .mgagIng in any other adon 
to take personal advantage of that Infmmuon or @) passing ghat infwmaum an 
CllppW) to others oulslds the Company, including famlk and frlends. 

In R M I ~ ,  R is 1% poky of the Company that no director. afRcer or'o~lec employee of 
the Company who. In Ihe COUIBB .of wow for the Cpmpany, learns 6f material. 
nonpuWb InformaUw abwt a campany #lh whlch the Company dpee bi~slness, 
including a cuslbmer or vendor oithe Compeny. may trade In mat oompamfa ascurilles 
unUI the informalbn b w m e s  publio ot ts no longer meted&!. 

It nM posslble to dellno all categories of materlal InfonneWn Hwrever, fnfonnatbn 
sh6dd be regatW as ma$rlel if l h 6 ~  is a reasonebie liltallhood that L would be 
considered slsnlflniricsnt by an investor in maklng a decislon lo buy, hold or sell securilka 
SlmUarly, any Informallon that cadd be exp&ed to a f f d  the Companvs (or another 
cowany'e) st& prlce, whelher I1 is posltke or negalbe, shduld'ba ccnsldered 
rn at e rl a I. 

Nonpubilc InfolmaUon is 1nlormaEon that hes not beBn pvlously dlsclosad to the 
gemera1 public am) 13. not olherwlse adsble m the genaral ~ u b l l c  Even aner 
dlsdosum, irdom?at&r !s slid considered nonpubllo unM an edequate t h e  has passed 
foc the seorrrtties markets to absorb h e  infonnatlan. As a general rule, Informallon 
shuld  not be mnsldend absorbedunHi alterthe dasa ofbustness on the first Vadlng 

NfmYo&Stcckutr$amge lso~snfor Iradlng. 

m b  lnslder trading pncy ais0 applies to your farnib mimben.who res~de with you, 

anyone elm viim ~ v e s  in your household, and any farnib members who do not live i n ,  

- 
. 

. ' 
&f fdlowlllg lh3 dsfe Of pUblkd(Sd0SUtB dUts Infomfkn~ A tradim day is aday ule . 

. . 

B 



your househdd bui whose transac(l0ns In Company s6CUdUes BTB subject io your 
convOl or Influence. 

-11 is am NIq~alto .lip" or pass on lnslde lnfomallcn Lo any othq person if yau know OT 

reasonably e x p d  lhatthe perom rec- such Inbmalbn fmm you will mlsose such 
Informallon by lrarBog In securitlea w p8881ng such lnfomtalbn on furihsr, even if you 
donotrscelveanymcne~belleRtlramiheH~. 

&#IN& La ws 
The Canpew la 6ubJaOt to cumpfex law desmed io prsssnra cwnpetlkn anrow 
entsrprkea amits protect mlisumers from unfab buslness arrangements and Qlacltces 
(generally kMwn 85 'antid@sl laws?). You R(B requlred lo compfy *VI these laws at aU 

times. 

L 
if a cwnpeflfor, wstomq or a supplier ideg to discOss sublads Mill you that rafse 
wnwm abut eni1campel)ltve conduct, ycu should &use io  do so and asK lhe person 
io stop hmadlalely. If neceswy, yw should leave or olherwlse tenrditx(6 the 
converaarm aml repart ihe maller to the Company's aeneml Counsel w anolher 
msirbuof lhe Lsw Depatlmsnl. 

t 



The Company has lmplmenled an Envlmnmenlal As?.umce Pmgrem lo assure 
compnance wfth all envlronmsntal law8 and reguretbns end Ihe fulnnment c4 I t s  
environwnlal mmnment. 

io  





me Company mainbhe 9 mmprehensive a m p M  safety waram for UIE prewnUon 
of acd$$nls. Superklsomand mana&mnt are reepm,le for m o n l t a ~  the useof d 
reasunable safeguaIds R the wOrlcplsoe inchdm Company pmcedures, safe WO&, 

pmctlaem. and pereonat prolecllve equlprnent. 

Ultlmaely, hauever, a l  ampbWS are ra4pMsBb for their oym Safety. ,Every 
emphVee must. for hls ar her own and fellowwoWrs' health and welbm, ablde by the 
CompaQy pmoedures wd safa work practices, and us8 'all approprlste psrsonal 
protec(h/e equlpmenl In partfcular. (he Company 1s canmtNed lo malnt8htlng UW, 
hlghesl slrmdards of nuclear safely In the design, opMalion and maIMewnG3 of our 
nudear p w r  plants. It Is each empldyea's responsblUty Io bring to the allentlon of 
mnagemenl any coiluuns relatbra lo the safe@ of dedgn, opsratbn and makIienan& 
01 our wdear plank. 

Altemalively, empbws can mica any concern lhmueh Ihe Nuclear Safety 
SPEAKOUT Pmgram. In addillon, anyone 18 free-lo b5ng such mane=, at any l h h  lo 
(haaUenAon oflhe Nudear R~lllaI~cOmmlsslon. 

No empbwe wiU 

Regulstary CornmIssbn. 

.. 

. 
' 

dlswlmlnated against, In any way. for having WuOUght &.or IIH 

. m e r m  to lhe attenllvn of management, Nudear safetv SPEAKOUT. or fhe Nudear 

t.. 12 1 . 

. .  
. .  
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REPRESENTING THE COMPANY TO CUSTOMERS &OTHERS 

Treatment aFCrstomr~-2 
.Ourouslomersare extfemdylmportantto ue. Theyarethe reasanthe Company &IS 
and our su~a1ss depends upon ltelr salisfftcflon. oustomen areaiway/ays to be  trsa[wd 
Wh lhe utmost respect and cou1l0sy. They are also lo be ifaated falrly. No cusbrner 
sholsd be giverl preferentlsl lrwalment 

Infomailon lhat WR have regdhg ourwslomers Is (0 be kept mfldsnllal and used 
only for Company pulposes CustomerMsfadJon isthehb o? wv&Y employee. 

Thme of us who work on or sround cur costamem' pmparty ham a spedal obllgatlon. 
We shoufd avdd unnecessary dsmage to a customer's properb', If 8oma damags is 
nwssaly In order tu provlde our swrvlaws. R should be kept10 8 mlnhnum and IhB 

property resloredwhsn Lhewolkls flnlshed. 

ffonnsrV with Reaulalors 
In ourbuslnesses, weare &ensWlymgulated bya numderofuvnml~LWs, agmdes. 
and othergovemmenlal gn6lleS. Whne we may MI aiways agreewith the50 reQUlalOm, 
It IS essenlktl that the Inlormetlon that we sUPply to than be accurate and not 
misleading. We must coopems wlth all our employees and represenlallvas who 
Interface wnh our replaion and suppiy them in a llrnely manner wilh accurate and 
cornplate Infonnatbn WhW lhey roqulre io fulfiU Ihek rospDnsl%l#les 

Comniunlcatbn s wifh the Publlo 
Eebre p$AiShln~, mklng speeches, @*ng lntenrlews or maMIW public appeamnoes 
Wat are conneded lo the Company% business Inlereds. yaU rnWt get SPpmVal from 
y0ursuperAsor. 

In addtlon, In order io ensure the Company's communkalhns wlth the publk are 
anxrratw, complete. mnslslent and In complisrxs with applicable law, while still 
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