
State of Florida 

CAPITAL CIRCLE OFFICE CENTER * 2540 SHUMARD OAK BOULEVARD 
TALLAHASSEE, FLORrnA32399-08j& fapa 1 4 pfl 3: I 6 

DATE: April 14,2006 

TO: 

FROM: Ral r, Senior Attorney, Office of the General Counsel 

RE: 

Commission Clerk and Administrative Services 

Docket No. 060057-WS - Investigation into whether Lindrick Service Corporation 
should be ordered to show cause as to why it should not be fined for its apparent 
violations of Rules 25-30.250, 25-30.251, 25-30.130, and 25-22.032, Florida 
Administrative Code, and the requirements of Order No- PSC-99-1 883-PAA-SU7 
issued September 21, 1999 in Docket No. 980242-SU. 

Please place the attached 6 pages which include four documents that Lindrick has agreed 
to use in its handling of outage events and customer complaints in the docket file. 

RRJij b 

cc: Division of Economic Regulation (Rendell) 
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LINDRXCK SERVICE CORPORATION 

UPDATED FORMAL PROCEDURES FOR OUTAGE 
NOTIFICATIONS AND TRACKING OF CUSTOMER COMPLAINTS 

Lindrick Service Corporation ("Lindrick") has updated its procedures for (1) repair and 

notification of water service outages, and (2) tracking customer complaints and determining 

customer satisfaction (collectively, "Updated Procedures"). Lindrick has adopted these Updated 

Procedures to facilitate communications between the utility, its customers, and relevant 

regulatory agencies, and to avoid the problems associated with the water outages that occurred 

on June 29 and 30,2005. 

Lindrick's Updated Procedures are described in more detail below. 

1. Procedures for Repair and Notification. Lindrick has updated its formal written 

protocols to enswe timely repair and notification in the event of a water outage. 

These updated protocols include a Atten form that memorializes the outage 

event and assigns specific responsibility for repair, notification and agency 

reporting. That form appended hereto as Attachment "A." As part of its updated 

protocols, Lindrick has developed a comprehensive list of names and contact 

information for all entities that should receive notice of water outages. In order to 

effectively verify that proper notifications have occurred, Lindrick's updated 

policy is to provide notification where possible via facsimile transmission. 

Furthermore, in order to facilitate proper reporting to regulatory authorities, 

Lindnck has retained Gator Water, an outside operator, to perform and monitor 



testing and, collect, review and timely submit all the compliance documentation 

required by relevant regulatory authorities. 

2. Tracking Customer Complaints. Lindrick has updated its customer complaint 

tracking mechanism by using a new Quality of Service Survey ("QOS') Form. 

The QOS Form enables the utility to closely track the nature of the customer 

complaints, the utility's responsiveness to the complaint, and customer 

satisfaction. A copy of the QOS Form is appended hereto as Attachment "B." 

The form will also allow the utility to monitor trends based on analysis of 

complaints and to catalogue customer complaints by category. 

3. Enhanced Telecommunications Service. Lindrick has added an additional 

telephone line to its office system to enhance its ability to communicate with 

customers in outage events and other emergency conditions. As a result, the 

utility now has three phone numbers through which customers may access utility 

representatives: (727) 842-2409; (727) 849-2268 and (727) 848-1 165. 

The Updated Procedures described above will serve to augment and supplement 

Lindrick's existing policies and procedures concerning outage notification and customer 

complaints. 
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PL,A"ED w- ACTION PERSON ALTF,RNATE 
OUTAGE* PLANNED RESPONSIBLE PERSONNEL 

1. IDENTIFY PROBLEM AND REPAKR lMETHOD 
~ X Field Su 'sur Adminht" 

x- x b. Creak plan, Messure in 6dd for rtguircd ccnnponents, Field Supervisor Administrator 

OUTAGE* 

Gather equipment and suppliw required for rcjmir. Lay out 
components to verify pioper size and cump~deness, 

ne#lcdtocompldctbtrq.mir. 

dctermincsnvice BF#L tobc affcctod 

=- =- d, Notify all pasonnd required and outside contractors aa Field SupaVisor Administrator 

=- =- f. Ptrform tesb to mi@ extent of shutdown and Fidd Supavisor Administrstor 

, 2 *  WATER SHUT OFF NOTIFICATIONS 

LINDRlCK SERVICE CORPORATION 
I 1 

Notify those listed on thc 'Wattt Outage Notification 
List", dfort should be made to give 24 hours in advance of 
planncd S h U t d o Q ;  i 

Notify thost listed on the 'W& Outage Nutifidon Lid' 

Utility Supcrvisur 

Utility Supcrvisur 
89 soon as possiblc: 

PROCEDURE FOR REPAIR AND NOTXFICATION OF WAmR OUTAGE 

Administrator 

Actmini strator 

x- 

Boil water notices shall be issucd to the affixtad cwtomm whtxrcvtr the system pressur c falls to zero (stmospbcric). 
Field SupcrVisor Administrator __ 
Field SuperVisor 

Issue a11 noticu listai on the V a t a  Outage Notification 
List" in advance ofshutdawn: 
issue all noti- on the W a t a  Outage Notification List'' aa 
soon as possible: 

Administrator 

rr___ Record hours of shutdown, personnel involval and dl Field S q m v h r  Administrator 
W l s  ns rcquircd for incident r c p o ~  

=- =- Issue all notias listad on the 'Water Outage Notification 
List" 

Utility Supavisor 

8. Complete Consbuction urd clean up: Arta ia to bc bckfillcd and restood (i.e. madways, sod replacad etc.) as qUicWy &II 
possible. 

Field Supervisor Adminbt" x- x- 

9. PSC Incident Report/ Notes: Florida PSC if 10% or mom of customen are witbout service. Notice using fax form Icttcr. 
Submit incident report to FL PSC - Submit within one week of shutdown 

Rccord pasonntl inwlvcd and all dctails as rtquirad for 
incident report 

11 X Draft Field Supervisor f 
Administrator RCViCW 

I 
I X 

1 t t Final Check and Submission Presidcrrt I L 
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I Water Outage Notification List 

1 I ** I I +* I i *4 I 

PSC (over 10%) 

Florida DEP (within 
24b) 

' Pesco County Board 
of Health 
Fire Statim # 19 

W Harbors Civic 

PHONE # 

(850) 413-6100 

(8 13) 632-7600 
c 

841-4111 

847-6428 (pu) 
817-0940 (Kathy) 
3474266 
8 15-9343 _ _ _  - -  - 

849-8899 
710-0498 
84 8-0 I98 
847-0586 
992-9095 
845-3000 
843-8900 
859-0444 

8453 159 
&46-9279 
845-1911 
869-9700 

I 844-0638 
I 

I Tampa Tn%m 
St Pctc Ti" 
Bay Ana News 9 I 1 (727) 698-6873 

* Pensonrtsponsibk to initial ** Initial d e n  fax rcccipt bas been rccordcd 

1 (850) 413- 
7168 
(8 13) 632- 

8 io2 
815-0228 
849-1904 
847-5 52 5 

849-7995 
Mary 816-9194 

346-8102 1 
847-0586 MarE 992-2420 , 

343-8200 
8454315 1 
848-0597 . .* 
859-9406 

i' 
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