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DIVISION COF LEGAL SERVICES ({J R}

DOCKET NO. 960545-WS - INVESTIGATION OF UTILITY RATES OF
ALCHA UTILITIES, INC. IN PASCO COUNTY.

the docket file.

Please place the two attached letters dated June 19, 1998, in
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Attachment

cC:

AT

Division of Water and Wastewater (Crouch,
Rendell, Starling)

Representative Mike Fasano

James Goldberg

Office of Public Counsel (McLean)
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Law Orrices

RosE, SunpsTROM & BENTLEY, LLP

2548 Bramstone Pmes Drive
TarLaHAssER, FLorma 32301

(850) 8776555
CHRJ5 H. BENTLEY, PA. MAILING ADDRESS
F MARSHALL DETERDING POST OFFICE BOX 1567
MARTIN S. FRIEDMAN, BA. TALLAHASSEE, RLORIDA 32302-1567
JOIN R. JENKINS, PA.
STEVEN'T, MINGLIN, PA- TELBCOPIER (850) 656-4020
DARKN L. SHIPPY
WILIAM E. SUNDSTROM, PA.
DIANE D.TREMOR, PA.
JOHN L. WHARTON RDBZ’:;-;& ROSE

June 19, 1988

VIA HAND DELIVERY

Ralph Jaeger, Esquire

Divigion of Legal Services
Florida Public Service Commission
2540 Shumard Qak Boulevard
Tallahassee, Florida 32399

Re: Aloha Utilities, Inc.; Docket No. 960545-WS
Water Quality Survey
Qur File No. 26038.17

Dear Ralph:

Attached is a copy of the "Suncoast News" newspaper article
which caused a great deal of concern to us at Alcha. I am sending
this to you as you regquested. I am also sending our letter of
today’s date to the Director of the Division of Records and
Reperting expressing cur even greater concern with the *Preliminary
Tabulation” of the Survey issued yesterday by the staff.

Sincerely,

FMD/tmg

alcha\17\2jaeger.ltr
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BY CARL ORTH
SUNCOAST NEWS
BUREAY CHIEF

NEW.RORT RICHEY—Sev-
en out of 10 -custoiners re-
sponding to a survey regatding
Ahhn Utilitles said they had
discolored water, but eight out

.of 10 customers said they

would bs unwilling to pay

higher rates t pay Iar claarer

© water.

The Public Ssrvice Commis-
eion released dni Tuesday after-
noon preliminary results from
the water quality survey of
Aloha Utilities customers. The
complete survey summary and
dther results are expected to be
reloased within the next fow
days, PSC officials said. -

DON'T FORGET DAD
THIS FATHER’S DAY!

Sunday June 21

ET LIV B )

Auﬂwnfr
Origing

Yarapanis Departent Store
| PRI . ALY

More than 3,700, culbmnnn
out of some 8,000 reapondad to
the survey, said Ralph Jasger,
PSC senljr ataff atloriey.
That's’ roughly 40 percent of
Aloha's customer bass in the
Beven Bpnn;l and Hollday mr-
ens,

The response eo . over-
whelmed PS8C officials they
had to hire & couple of extra
workers .to tahulaie the -re-
sults the ‘past few months.
Cowplicating matters was the
fact not customers re-
aponded to every question.,

Jaeger said 70 percent of the

respondents said they had ob-. "
served discolored water, the .
first question on the four-page

gurvey. Amiong. those who said

they had seen dincolored water, -

six out of 10 of them described
the water as black or gray.
Another 70 percent de-
scribed the odor and taste of
the water an ‘unnmptah!a o

Jaegar
I.E:n &6 percent, how-

Bver, uld the water presgure
was acteptable.

Righty percent of the re-
spondents said they were un-

willing to pay higher rates for -

Pre-l'l'i'nlnary Aloha Ultilities water quality results are released

impmmnta Jneger laid
Aloha exscutiven have said
major improvementa ,might
hoost rates two to three time.

- Officials of the privale utili-
by have atiributed the discol-
ored water o pipes in cus-
tomers’ homes,

Aloha ‘Ttilities - exscutives
have complained the wording
of the queations on the survey
tilted rveactions toward nega-
tive responses.

Meanwhile, PBC chair-
woman Julls John=on and two
other PSC commissioners plan
to inspact homea parsonally on
Monday, July.19. Thuy plan to

SALE STARTS WEDNESDAY 6117 THRU TUESDAY 9§23
' and {

HOURS
LESar
2.6

T Sur 09

oR

imported
Foods
Meals and Dell

BBQ Ribs » Chicken - Pork - Greek Salads lo go
Baer - Wine * Cheese + Pastries

501 N. Pinellas Ave., Tarpon Springs 942—60531

5

vigit homes of six Aloha cis-
tomers as well as fluphing ran-
‘dom fire hydrants nnd lmpaet-
ing facilitiea,

' Obiaag

" FRAN URZEDOWSKI,
B0, of New Port Richey,
| died Juné @  National
Cremation Soclety, Holi- .
day. '

Hol or Mild

ath.prm

gonaless Chicken
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II'OIS? 5|.! wmr{1/4 Legs 49 t,
e LR
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Blanca S. Bayo, Director A ‘

Division of Records and Reporting P
Florida Public Service Commission ?\
2540 Shumard Cak Boulevard
Tallahassee, Florida 32399

L,_T PR H Vo o
[ R
T LEGAL DIVISION

Re: Aloha Utilities, Inc.; Docket No. 3860545-WS
Water Quality Survey
Oour File No. 26038.17

Dear Ms. Bayo:

As you know, Aloha Utilities, Inc has recently completed a Survey of
customer satisfaction with the quality of water provided by the Utility.
The Public Service Commissicon staff has been analyzing the results of that
Survey and has now issued a "Preliminary Tabulation" of customer responses
to the Alcha Survey dated June 17, 15398.

We at Alcha Utilities have now had an opportunity to review the
"Preliminary Tabulation" which we received late Wednesday afternoon and we
find them to be even more troubling and misleading than the information
which the "sSuncoast News" reported in its June 17 edition based upon
conversations with the PSC staff the previous day. This is especially
upsetting in light of the fact that Wednesday morning I hand delivered a
letter to the staff stating my concerns with the "Suncoast News" article,
in advance of the release of the "Preliminary Tabulation”.

The Commission initiated and configured this unprecedented customer
satisfaction Survey to elicit responses from customers who were dissatis-
fied with their water service. 1In fact, the only bold language in the
entire Survey is the provision that provides "If you do not return the
survey, it will be presumed by staff to mean you are satisfied with the
quality of water service you currently receive". 1In full recognition of
this language, approximately 60% of the Utility’s customers did not respond
to the Survey. Yet the information contained within the staff’s "Prelimi-
nary Tabulation" does not even mention the assumption that not only must be
inherent, but which is alsc plainly and boldly stated on the face of the
Survey itself. In fact, the "Preliminary Tabulation" documents published
Wednesday deal almost exclusively with statistics based upon a comparison
of answers to responding customers, versus a comparison to surveved
customers. This "Preliminary Tabulation" only mentions the number of
persons who did not return the Survey in passing, while giving absolutely
no weight whatsoever to the bold language of the Survey coversheet, and




Blanca S. Bayo, Director
June 19, 19938
Page 2

therefore the majority of Aloha’s customers. Would the PSC staff have
issued numerous pie charts and graphs which appear to show 70% dissatisfac-
tion if only 10% or 5% of the customers had responded to the Survey? I

certainly hope not,.

As a result of the way in which the Survey results are being published
in the staff’‘s "Preliminary Tabulation”, the staff has violated the
conditions under which Aloha agreed to undertake the Survey and the good-
faith agreements as to its terms. More importantly, the staff’s "Prelimi-
nary Tabulation" allows for substantial misinterpretation of customer
reaction to the Survey and misinforms the public about the results of that

Survey.

Aloha Utilities, Inc. has obtained copies of all of the Survey
responses from the Commission and has tabulated its own results. Some of
these results have previously been provided to the staff and are being
provided as an attachment hereto.

While we would certainly agree that the significant number of
regponses, and the significant amount of customer concerns with discolored
water, taste and odor are cause for further review, the way in which the
staff’s "Preliminary Tabulation" of those results hasg been published
substantially overstates the level of that dissatisfaction and misleads

those who review it.

We are therefore very disappointed and upset at the way in which this
information will be received and misunderstocd. The manner in which the
Survey results are presented by the Commission staff effectively ignores
the majority of Aloha’s customers who no doubt relied on the bold language
at the beginning of the Survey indicating that their voices would be heard
if they chose to intentionally not return the Survey.

Sincerely,

FMD/ tmg

Enclosure

cc: Ralph Jaeger, Esquire
Charles H. Hill, Director
Mr. James McRoy
Mr. John M. Starling
Mr. Beb Crouch, P.E.
James Goldberg, President

alchal\17\2bayo.fmd

Rose, Sundstrom & Bentley, LLP
2548 Blairstone Plnes Drive, Tallahassee, Florida 32301
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Summary of Water Quality Survey Results
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PAGE 4
Summary of Survey Results
Percentage of Percentage
Total Number of Surveys Mailed g643 Customer Base Satisfied
Total Number of Surveys Retumed 3707 42,89%
Total Number of Surveys Reporting Discolored Water 2559 29.61% 70.39%
(Yes Answer 10 Question #1)
] Y
Total Number of Surveys Reporting Taste and Odor Problems 2191 25.35% 74.65%
(No Answer to Question #2)
Total Number of Surveys Reporting Pressure Problems 1444 16.71% 83.28%
(No Answer to Question #3)
Customers Willing o Pay Increased Rates 505 5.84%
Customers Willing to Pay Increased Rates Above 50% 35 0.40%
Respondents Who Have Home Treatment Units 2098 56.80%
(Percentage of Respondents Only)
Resondents Wha Don't Know if They Have Treatment Units 36 0.87%
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