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1.0 Executive Summary

1.1 Purpose and Objectives

In July 1999, the Bureau of Regulatory Review, now known as the Bureau of
Performance Analysis, completed a review of customer property damage claims processes at the
four major investor-owned electric utilities in Florida. At the request of the Division of
Economic Regulation, this Review of Customer Property Damage Claims was conducted as a
follow-up of the 1999 review to update the Commission’s information regarding customer
damage claims handling procedures.

The primary objective of this review was to document and evaluate the policies,
procedures, and methodologies used by each of the companies to resolve customer property
damage claims. The review also examined whether the utilities provided prompt, fair, and
consistent handling of damage claims submitted by the customer, and it examined how well the
utilities comply with applicable Florida Public Service Commission (Commission or FPSC) rules
in processing customer’s property damage claims.

1.2 Scope

This review examines the customer damage claims handling process for the four major
investor-owned electric utilities in Florida, during the period 2003 though August 2008. The
scope of this review focused on each company’s:

Policies and Procedures

Goals and Objectives

Compliance With Commission Rules
Claims Review and Evaluation Process
Internal Audit Frequency and Findings
Customer Education

Damage Prevention Programs

Claims Trending and Analysis

L A X X X R B R

Effective property damage claims handling ensures that the company has thoroughly
investigated all possible causes of the damage claim and has fairly assessed its liability for the
customer’s damage. However, efficient and effective handling of claims does not necessarily
mean that a decision favoring the customer is always the outcome. The efficient and effective
handling of a customer damage claim should provide a fair and equitable claim resolution for
both the customer and the company. Timeliness of completing the process is also important to
both the customer and company. The customer wants to receive a prompt evaluation and claim
decision to repair or replace damaged equipment. The company also wants to resolve any
potential liability that may exist and restore the customer’s damaged equipment.
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