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l. Please indicale whether within the last 12 months, e payment proccssing supeniror
has been rcleascd from employment or disciplined, and describe thc circumstances
invotved.

2. Please describc the dutics and responsibilities of a payment processing supcnlsor
rnd the oryanizrtion/function this position ovemees.

The duties and responsibilities of a Customer Billing Supervisor in FPL's payment
processing center incl ude :

o Supervisiog and directing the work of oflice employees who are rcsponsible for
sorting, extracting and processing approximately 15 million mail payments per
year'

o Eruuring the qualig, timely and effrcient processing of poyments daily.
o Conducting data analysis of the payment processing funotions in order to identi&

and implement improvement opportunities.

3. Please indisate wbether witbin the last 12 months swen (or some othcr number) of
FPL's payment processing clcrks were released from employment or disciplined, and
describe the circumstances involved.

r€structunng was a result of a Six Sigma
Black Belt efficiency improvement study conducted in the payment processing area. The
Black Beh project focused on identifying process improvements to reduce manual
handling of mailed payments ard ensuring payments are pnoccssed in a timely manner,
along with other operational considerations.

{. Pleare provlde a descriptlron and hirtory of the Bhck Belt Certification initiativc(s)
or progrem(s).

In 2012, FPL performed a lO-month-long Six Sigma Black Belt efficiency inrprovement
study in the payrnent processing area witlt a goal of impmving efliciency and reducing
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the processing time for customers by reducing the manual handling of mailed payments
through process improvements. The specific improvements from this project were:
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Vf 5. Please iudicate the position held by Meriette Rojas and describe her duties end
)L rerPonsibilitiec.

Ms. Rojas holds the position of Operational Analysis Supervisor. The position's
responsibilities include:

o lrading a team of business analysts who support the Customer Billing operations
as well as clerks who perform the reconciliation and balancing of our biUing and
payment systems;

o Business planning and performance measruements; and
o Conducti"g data analysis of the Quality and Controls fiurctions in order to identify

and implement irnprovernent opportlmities.

Ms. Rojas has assr:rned the responsibilities associated with overseeing the payment
processing center and wi|l remain in thal role rurtil that supervisory position is filled.

6. If rpplicable" please describe any relationship Mr. Rojas had or has with the
Payment Procersing Superuisor or payment processing clerks described previousl5r.
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relationship with the
Both the
to the Customer Billi . In addition, the

was amemberof
improvernent shrdy, which

was led by Ms. Rojas. Ms. Rojas had no direct supervision over and had minimal
interaction with the payment processing clerks described previously.

7. Pleese describe any p.ymcnt proccsring function "tirtre studies" conductcd by or for
FPL whicb may be the basis of the statement regarding r time study being
'rfictitious.'r

it Jrme 2012, as part of the Six Sigma Black Belt efliciency improvement study, an

rL analysis was conducted 0o determine the average number of lransactions that are

t? processed per minute, in order to determine appmpnate projected staffing ds. The data
i\ for tbe time study was driven by payment processing time generated directly from ttre
lt payment processing system.

h The time study used acnral data to help determine prrojected staffing needs. There is oo
L1 basis for the anonymous claim of a "fictitious" time study or any "fictitious" a'ralysis
t6 conesponding to a time study.

8. Please indicatc whetler witbin the last 12 months FPL has increased or dccreased
the stqfing of the poyment proce*sing function, and dcscribc eny changes mede
during thet period.

Dwing the last 12 months, staffing of the payment processing firnction hes been
decreased UV I positiolu. This staffing decrease was based on the process
improvements implemented in 2012 as a result of the Six Signa Black Belt project
discussed in FPL's nesponse to question 4.

9. Plereo indicate lhe ceuce or basis for chengea made lo the stalling of thls functlon
over this period.

Please see FPL's rcsponse to question 4.

10. PleaEe describe mrnsgement's perc*ption of thc productivity of the peymenl ccrter
over the pest 12 mon(tt, including its performance and abtlity regarding the timeb
procecsing of customer check peyments.

FPL is recognized as an industry leader in terms of customer service performance.
Recently, FPL was awarded the prestigiorx ServiceOne Award by the PA Consulting
Group for the ninlb consecutive year. PA Consulting is a leading management, systexns
and technology consulting firm with worldwide operations in rnore h'n 35 countries.
The ServiceOne Auard recognizes utilities that provide exceptional service to their
customers as determined by a set of 24 objective measure{i of excellence in customer care
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developed by a panst of industry cxpens. Thcse measures were selected to provide
comprehensive, quantitative measurement of the service atlributes that malter to
customers. In addition to recciving the Sen,iceOne Award, FPL's paymsnt senter wzLs

also awarded the PA Consulting Balanced Scorecard Achievement Award in 2012. This
award is provided to utilities that excelled in a specific functional area within customer
service.

The payment Focessing center tracks various metrics that focus on timely processing,
quality and cost.

ll.If aveileble, please provide copies of any productivity metrics or performance
recults wbich documeut the productivity of the pryment ccnter, and specilicatly its
ebility to timcly procesE payments.

Please see the documents provided.

12. Please describe any allegrtions, eyents, problems or issues within the past l2 months
regarding the theft of customer checks. Describe the company's efforts to investigate
and any findings.

In October 2012, an FPL employee contacted FPL's Corporate Security Departnent
reg:uding the possible theft of livc Federal Express envelopes contoining customer
payments. FPL's Corporate Security Department investigated the reporl and found no
evidence to subgantiate any allegation of theft.
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13. Please describe any allegations, events, problems or issues regarding the loss of
customer checks in January 2013. Describe the company's efrorts to investigate and
any findings.

During the limited period of tinre that the payment processing center experienced a

baeklog, the Company experienced an increase in the number of customers inquiring
about payments not being posted to their accounts. Of the 1.5 million payments processed

in January 2013, payment processing management has reported only one instance to FPL
Corporate Security of a payment not being posted. This instance involved a payment that
was recorded as received by the Company's electronic-processing system but did not post

to the customer's accounls. (Note: This payme,nt was a single check for multiple accounts
owned by the same customer). The customer confirmed that the check was never cashed-

See FPL's responses to questions 14 and 15 for information related to customer
complaints.

14. Please provide the number of customer complaints received directly by FPL
regarding lost or misapplied customer payments for each of tbe last 12 months
(exclusive of eny complaints, inquiries or warm transfers received from the
Commission.)

Complaints received by FPL include all contacts to the Commission (transfer-connect via
telephone or email, complaints responded to within 72 hours, logged complaints, and
other FPSC requests), complaints to FPL executives, complaints to the Better Business
Bueau and complaints to the media,

Following are complaints, exclusive of contacts to the Commission, related to mailed
payments reccived directly by FPL in the last 12 months

Note that due to the payment-processing carry-over experienced in November and
December 2012 described in FPL's response to Question 10, FPL received an increase in
the number of customers inquiring about their checks not being posted to their accounts.

Please provide an analysis of the trend and explanation of any variances in customer
complaints received both directly by ['PL and from the Commission in the area of
lost or misapplied customer payments.

Following ale complaints related to mailed paymearts received by FPL (as described in
FPL's response to Question l4) and the Commission in the last l2 months:
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Variance Explanation: An increase in mailed paynent-relaled complaints ocourrcd in
December 2012 and January 2013. This coincides witlr ttre tirneframe FPL expcricrrced a
delay in proccssing mailed payments.

The 16 rccorded complainls in December 2Ql2 and January 2013 involvcd [5 unique
cuslomers, with one customer submitting lws complaints regarding the same payment.

None of the 15 customers desribed above werc disconnected as a result of any payment-
processing delay. When each complaint was received, each account was protected from
any collection action.

16. Please provfule any additional informetion, documentation, or description of events
the compeuy beliwes would benefit the Commission itr thorougbly investigating the
letterrs allegrtions.

The payment processing ccnter prcce$s€s approximately 15 million mail payments each
year amounting to $4.2 billion. Due to FPL's sbong pcrformance in metics that focus on
timely processing, quality and cosl, FPL's customer service buiness unit has been the
r€cipient of lhe ServiceOne Award for the past nine years. Additionally, in 2012, FPL's
pa]rment proccssing center received the ScrviccOne Balanced Scorccard Achievement
Award for outsunding service. This is ao award presented to the top utilities in North
America based on their performance melrics as compared to lheir peers.

The complaint rate in the last 12 months is .00018% wtrich equates to 1.8 complaints per
mil lion paymeilts processed.

ln2012, sevcral process improvemmts related to the mantral handling of payments were
implemented. These efficiency improvements resulted in the elimination of I
payment processing positions in September 2012.

[n November and Decembet 2012 and prt of January 2013, the payment processing
center expericnced an isolated incident of backlog. As a rcsult, additional controls were
added to the psyment processing prcoeses. During the backlog, customers' inquiries
related to their payments posling and payments requiring manual handling were higher
than normal. However, all of the inquiries have been addressed and the operations were
returned to normal in mid-January 2013 with monthly metrics retuming to acceptable
levels by Febnury 2013. It is important to note lhat ilre workforcc reduction in
September 2012 was not thc cause of the backlog sincc thcsc rcductions did not include
positions responsible for opening and imaging payments, which were the functions tbat
triggered the backlog.
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