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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

AQUA UTILITIES FLORIDA, INC.

SUPPLEMENTAL DIRECT TESTIMONY OF CHRISTOPHER H. FRANKLIN

DOCKET No. 080121-WS

What is your name and business address?

My name is Christopher H. Franklin. My business address is 762 W. Lancaster Avenue,
Bryn Mawr, PA 19010.

Have you previously submitted testimony in this proceeding?

Yes. I filed direct testimony as part of AUF's initial filing in this rate case and sponsored
Exhibit 1.1.

Why are you now filing supplemental direct testimony?

AUF requested an opportunity to file supplemental testimony now in order to give the
Commission and the parties a prompt report on AUF's efforts to address issues raised at the
customer service hearings as soon possible after those hearings were conducted. On August
5, 2008, the prehearing officer granted AUF's request to file this supplemental testimony in
Order No. PSC- 08-0498-PSC-WS.

What is the purpose of your supplemental direct testimony?

As stated, I will be addressing issues raised by AUF’s customers at the customer service
hearings held in Gainesville, Palatka, Sebring, Lakeland, Mt. Dora, Chuluota, and Chipley.
Has AUF reviewed and responded to all of the issues raised at those customer service
hearings?

Yes it has. Attached as Composite Exhibit CHF-1 is a matrix identifying each specific
customer issue and the follow-up investigation and resolution. AUF is continuing to review

customer issues raised at the Greenacres hearing and will address those issues in rebuttal
1
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testimony after the transcript is available, along with other customer issues that may be
raised at the upcoming service hearing in New Port Richey.

Can you summarize AUF's approach toward the issues raised by customers at the
various service hearings?

Yes. During the service hearings in Gainesville, Palatka, Sebring, Lakeland, Mt. Dora,
QOviedo and Chipley, 97 customers gave testimony which covered approximately 194
issues. AUF’s billing, customer service and operations teams thoroughly investigated each
customer issue. Many customers spoke about issues that had already been resolved prior
to the service hearing and many customer issues were resolved on-site at the hearings.
Other customers were contacted immediately following the hearings to bring final
resolution to their issues. At the conclusion of our investigation of each issue, all of the
customers will receive an individualized letter summarizing their issue and its resolution.
Copies of those customer letters are attached as Composite Exhibit CHF-2,

Did AUF establish a system to track and address all issues raised at the service
hearings?

Yes. In order to ensure that all issues were properly addressed, AUF created a sheet for
each hearing. (See Composite Exhibit CHF-1). The summary sheet outlined the issues
raised by each customer that testified, and set forth the results of AUF's research and any
actions taken by AUF to resolve an issue. We then reviewed the information in the
summary sheets and organized the customer issues in 14 categories to identify trends by
area. A color-coded chart summarizing those 14 categories of issues is attached as Exhibit

CHF-3.

This color-coded chart was created as a tool to prioritize those issues that AUF needs to

correct, and in no way implies that AUF is not addressing all the issues raised at the service
2
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hearings. Each and every issue raised by a customer is extremely important to AUF. By
using this chart, AUF believed that it was imperative to implement a more formal
customer issue evaluation system to allow us to identify areas that need immediate
management attention.

Describe how that customer issue evaluation system worked?

AUF initially evaluated its level of responsibility for each and every issue raised by a
customer. Each issue was color-coded for response and tracking purposes depending on
AUF’s assessment of its level of responsibility. For example, issues for which AUF was
fully responsible were coded red, issues for which AUF was moderately responsible were
coded yellow, and issues for which AUF was minimally responsible were coded green.
AUF first addressed "red" issues for which AUF was fully responsible, then turned to

"yellow" and "green" issues for which it was moderately or minimally responsible.

As is shown on Exhibit CHF-3, AUF determined that 161 or 83% of the 194 issues
identified were designated as either green or yellow; while 33 or 17% of the issues were
designated as red. Of the 33 issues for which AUF believes it bears full responsibility, 10
were attributed to transition issues related to the new meter change out that is underway
company-wide. Namely, AUF identified limited situations in 2008 where information
associated with newly installed meters had not been properly or timely recorded in the
billing system. As I will discuss later in my testimony, AUF believes the post-installation
audit that it recently implemented will reduce the incidence of this problem during the one
month remaining of the meter installation program.

You mentioned that AUF organized service hearing issues under 14 categories in an
effort to identify customer service trends by area. What are those 14 categories?

The fourteen categories of customer issues, listed in order from most discussed to least
3
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discussed, are:

1) Water Quality

2) General Billing

3) Treatment by Customer Service Representative
4) Boiled Water Notice

5) Meters

6) Undocumented Meter Change Information

7) Supervisor Call Back

8) Multiple Customer Calls Required for Resolution
9) Water Pressure

10) Length of Time to Correct Problems

11) “Added Zero”

12) Field Related Issues

13) Estimated Bills

14) Sewer Related

These categories of issues are depicted on the top line of Exhibit CHF-3.

Can you please describe the category of issues related to water quality?

Yes. Most of the customer complaints concerning water quality involved secondary
standards established under the Federal Safe Drinking Water Act and adopted under the
Florida Safe Drinking Water Act (Chapter 403, Part IV, Florida Statutes). Unlike primary
drinking water standards that establish the maximum contaminant levels (MCLs) for water
delivered by a public water system, secondary standards address aesthetic issues like

hardness, odor, and calcification. Secondary standards, unlike primary MCLs, address

aesthetic questions, not potability.
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What is AUF's policy to address these aesthetic water quality issues?

AUF operates 120 wells in 84 water systems in Florida. AUF's goal is to maintain a good
aesthetic quality of water. However, treating all water used for all purposes by all
customers to the highest customer aesthetic expectation can come at a significant cost to
customers that is disproportionate to the aesthetic benefits achieved. For small systems with
challenging water quality aesthetics, point-of-use filters are often the most cost-effective
mechanism to achieve a customer's aesthetic quality objectives. For example, customers
with water softeners only on the hot water can control water hardness to a desirable level
for washing without incurring the expense of softening water used for other purposes in
and outside the home, Aesthetically-related customer issues were coded as green in
Exhibit CHF-3 because AUF meets the state and federal drinking water standards for those
matters.

Are any of AUF's systems currently out of compliance with primary drinking water
standards under the Federal and State Safe Drinking Water Acts?

Yes. Currently, there are only two systems in AUF that are out of compliance with primary
MCLs. These are The Woods and Chuluota systems, both of which are in Seminole
County.

What has AUF done to address the water quality issues at The Woods system?

The Woods is a small system with a groundwater source challenged with high levels of iron
and total organic carbon. The original treatment system intended to remove iron did not
effectively control the formation of Total Trihalomethanes (TTHMs)—a disinfection by-
product. After the system exceeded the MCL for TTHMs in 2006, AUF designed and
installed a completely new iron removal treatment system that allowed for better control of
disinfection by-products. The system was put on line in June 2008. Compliance with the

TTHM MCL is based on a Running Annual Average of four quarterly sample results. AUF
5
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expects that lower test results will be achieved with the new treatment equipment, and the
system will be in compliance with the TTHM MCL by the end of the year.

What has AUF done to address the water quality issues at the Chuluota system?

First, I would like to note that since the Chuluota customer service hearings, the Florida
Department of Environmental Protection (FDEP) sampled the water supply in Chuluota,
The results of FDEP's testing are attached as Exhibit CHF-4. Those results demonstrate

that the water meets the standards for the parameters tested.

Second, as a matter of background, treating the natural water in Chuluota has been a
challenge for many decades prior to AUF acquiring the Chuluota system, That said,
AUF has been persistent in trying to solve the water quality issues in this system. When
AUF acquired the Chuluota system from Florida Water Services in July 2004, there were
problems with discolored (black) water, taste and odor, and inadequate chlorine residual
in the distribution system. AUF converted the system to free chlorine disinfection

immediately. This addressed the discolored water, odor and chlorine residual issues.

Subsequent testing in 2005 and 2006 for disinfection by-products yielded levels of
TTHMs that exceeded the applicable MCL. Despite cleaning tanks, flushing, and
adjusting chlorine levels, the TTHM levels remained high. AUF's first public notice of an

MCL exceedance was mailed to customers early in July 2006.

In December 2006, the FDEP issued a Consent Order requiring AUF to implement
chloramination at Chuluota on a very tight timetable. AUF did not want to return to the
problems that had prevailed in July 2004. Anticipating the FDEP order, AUF hired an

engineering consulting firm, Boyd Environmental Engineering, Inc., to design a
6
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chloramination system that could be carefully controlled, with multiple points of
chemical application and continuous monitoring and flow-paced chemical feeds. The
design was submitted to FDEP for permitting in December 2006. Because of the very
tight time constraints imposed by the FDEP's order, AUF put the work out to bid and pre-
ordered equipment while the permit was under review by FDEP. All work was completed

in April 2008.

What else is AUF doing to help remedy the water quality issues in Chuluota?

AUF believes that regional cooperation is needed to comprehensively correct the water
quality problems in this area of Seminole County that has been an issue for many
decades. To that end, the Mayor of the City of Oviedo - Mary Lou Andrews - testified at
the Chuluota service hearing and formally offered her help to begin the process of
exploring an interconnection between City of Oviedo's water system and AUF's Chuluota
system:
"The City of Oviedo stands posed to work with and assist Aqua Ultilities . . . .
And we will extend our hand again if you need an alternative source, but you need
to come to the table and we need to negotiate and we need to talk. But if there's
something that the City can do to be of assistance to Aqua Ulilities, please contact
us and let's see what we can work out, because we don't want our fellow
community in Chuluota going through this anymore." {Chuluota Hearing
Transcript @ 63.]
As shown in Exhibit CHF-5, immediately following that service hearing, AUF made
several attempts to set up a meeting with the City of Oviedo, including multiple phone

calls and correspondence. The first formal meeting of the parties occurred on August 27,
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2008. During the meeting, the two parties discussed potential interconnection of the AUF
and Oviedo systems, and I anticipate a series of several follow-up meetings to discuss
issues relative to consumptive use permitting, pipeline construction and permitting,
environmental permitting, and associated hydraulic engineering,

While AUF is pursuing regional solutions with the City of Oviedo, is the company

doing anything else to address water quality issues at the Chuluota system?

Absolutely. AUF has installed new analyzers on its chloramination system, and that
equipment appears to be operating well. AUF should be in a position to move back to
chloramination in early September 2008. In addition, AUF continues to seek external
expertise to treat the water in Chuluota, which as all parties have agreed, is a very
challenging water supply. To that end, AUF has retained Dr. James Taylor, P.E., as part
of its consulting team. Dr. Taylor is located in the Orlando area, and has been recognized
by the FPSC as an expert in water systems and treaiment. Importantly, he has expertise
in working with water systems exhibiting similar issues to those in Chuluota. In
particular, Dr. Taylor has developed an intensive sampling program to monitor the

treatment process and distribution system during the return to chloramination.

To address odor and other acsthetic issues, AUF has contracted for equipment to enhance
the removal of hydrogen sulfide (a problem common to groundwater in the area, but
uncommeon nationwide) in the system aerators. That equipment will be employed in a

full-scale test at one of the two water treatment plants.

Dr, Taylor is also evaluating other treatment processes for testing Chuluota water

SOuUrccs.
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Please describe the trends depicted on Exhibit CHF-3 concerning customer billing
issues and AUF's efforts to resolve those issues.

Of the 23 issues AUF placed in the billing category, 21 were coded green or yellow, and 2

were coded red. One of the 2 issues coded red involved an account where the meter was
accidentally set up as a 2-inch meter instead of a 5/8-inch meter. This mistake resulted in a
large bill to the customer. Upon investigation, AUF corrected the clerical error and issued
a new bill to the customer. The second issue was related to a meter exchange that was not
updated on the billing system after the meter was installed. Upon investigation, AUF
believes that it took too long to correct this problem.,
What has AUF done to improve the quality of its customer service representative
(CSRs), and the ability of CSRs to answer customer questions?
22 customers complained about CSR treatment on the telephone. While we take all of
these complaints seriously, our research indicated that CSRs acted appropriately in all but
four situations with customers. In these four cases, the customer’s issues took longer to
resolve than expected. In these instances, call center management coached the applicable
CSRs on performance concerns and the other two CSRs are no longer with the company.
AUF is committed to providing quality water and wastewater service and this includes
having responsive and well trained CSRs. A Quality Assurance and Training (QAT) team
is charged with monitoring customer calls for both quality of service and accuracy of
customer response. Attached as Exhibit CHF-6 is a copy of the form that AUF utilizes to
evaluate its CSRs.

Does AUF have a policy on when customers are referred to a call center supervisor?
Yes. If a customer asks to speak to a supervisor, AUF's CSRs are to take the following
steps: a) the CSR offers to help customer and attempts to resolve the issue; b) if a

customer wishes to speak with a supervisor, the CSR transfers the customer call to an
9
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available call center supervisor or to a lead/senior CSR in their call center; c) if a call
center supervisor and lead/senior CSR is not available, the CSR secures contact
information from the customer, creates a notification for a supervisor call back, and
documents the interaction in the customer information system.

Some customers complained about supervisors in the call center that did not return
customers calls. Please explain the cause of these complaints and describe what AUF
has done to ensure call backs are made when promised?

Ten customers testified that they did not receive a call back from the AUF call center
when they requested it. After researching the issues, AUF determined six of these
customers actually did receive a call back when requested. It is AUF's policy to call back
all customers upon their request within 48 hours of the initial call. When complaints of this
nature are brought to our attention, we investigate the case to discuss the root cause of the
process breakdown and follow-up with any employee-related error, if necessary. In the
four cases where this process did not work as designed, we found that two of our CSRs did
not properly notify their supervisor of the request and in the other two cases, the call center

supervisors did not adequately follow up on the customer request.

To help us understand the nature of customer requested supervisor assistance and track the
timeliness of response, we have implemented a log sheet protocol for these cases. All
supervisor call backs are now logged in with the following information included: date
received, date of promised call back, and date of final resolution.

Please discuss AUF's policy and standard operating procedures relative to water
quality advisories.

Boil water advisory procedures have evolved over the past few years and continue to

evolve with new technology, which creates new opportunities and expectations. The
10
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regulations require that AUF notify the Florida Department of Health (FDOH) and/or
FDEP (depending on the County) as soon as possible in the event of circumstances
warranting issuance of precautionary boil water advisories. Rule 62-560.410(1)(a)l,
F.A.C. requires that AUF furnish a copy of the Tier 1 notice to the radio and television
stations that broadcast in the area served by the utility as soon as possible but in no case
later than 24 hours after the utility system learns of the violation, exceedance, situation or
failure that may pose an acute risk to human health, unless otherwise directed by the FDEP.
The utility system must also initiate consultation with the FDEP as soon as possible, but in
no case later than 24 hours after the system learns of the violation, to determine if

additional public notice requirements may be necessary to protect the public health.

It is AUF’s policy to go beyond the minimum requirement of the rules. In consultation
with the FDEP and FDOH, AUF hand-delivers notices to all affected residences and
businesses as soon as possible, but in no case later than 24 hours after the water system
learmns of a violation, exceedance, situation or failure. AUF’s standard procedure is to
distribute door hangers or notices to affected homes. In some cases, in consultation with
the regulatory agency, notices are provided to newspapers and/or electronic media. AUF
then performs follow-up testing after the notice is issued, provides the results to the
appropriate regulatory agency, and in consultation with the agency, issues notices to
rescind the precautionary Boil Water Advisory. Typically, the follow-up testing shows that
water quality was unaffected by the emergency, which is most commonly caused by a
power failure or a water main break. Contrary to some customers’ testimony, a Boil Water

Advisory does not need to be dispatched every time pressure may drop.

Recently, Aqua contracted with a company to provide automated telephone emergency
11
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notifications to customers. The system is being populated with customer addresses and
phone numbers and we anticipate the system will be operational in Florida this year.

Please generally describe AUF's meter change out program in Florida?

First, I would like to note that the systems that AUF acquired in 2003 and 2004 were
generally equipped with aged meters that often were sunken and difficult to locate, and in
some instances required meter readers to enter a customer's property. The primary goal of
AUF’s radio frequency (RF) meter exchange program is to replace those aged meters and
to increase meter reading accuracy. This meter exchange program is expected to be
completed by September of 2008.

Please explain what AUF is doing to address and resolve the meter issues raised
during the customer service hearings,

As T have stated, AUF's meter change out program in Florida is underway. Unfortunately,
there have been some transition issues and learning processes that have come about as a
result of this significant meter exchange initiative. In some instances, the new meter
information (e.g., serial number, RF number) did not get uploaded into the billing system
after the meter was installed. As a result, even though actual reads were taken, the reads
did not match the account in the system and an estimated bill was issued. In order to
prevent this issue going forward, AUF has begun auditing all systems where new meters
are installed. After meters are installed in a particular area, an AUF employee audits the
change out and checks the meter number, address of the customer, and RF number so that
there are no inconsistencies. In addition, AUF has a process in place to identify any bills
that are estimated two times consecutively in order to review the account and correct the
problem.

Some customers testified that after their new meter was installed, they experienced

particularly higher water bills. Was this primarily due to the “added zero” issue that
12
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was raised at some of the customer service hearings?

No. AUF extensively investigated this issue but discovered only one single instance where
the “added digit (zero)” actually occurred. Nevertheless, AUF has taken precaution to

ensure that the "added zero" issue does not become a problem in the future.

Please explain?

Prior to AUF's RF meter exchange, standard practice was for meter readers to look at the
meter and manually record only five digits from the meter. The risk of the “added zero™
can occur when an RF meter exchange has taken place in the field but that new information
has not yet been uploaded to the billing system. Under that scenario, there is the potential
for an extra digit or zero to be automatically added at the billing system level which could
cause billed usage to exceed actual consumption by a factor of 10. The solution to this
issue is to ensure that all new meter exchanges are inputted into the billing system prior to
issuing the first bill after the meter exchange was completed. AUF has instituted audit
procedures and other safeguards to reduce this occurrence from happening. Those
safeguards are discussed in detail in the section of this testimony concerning AUF's meter

change out program.

Although our investigation into the "added zero" issue did not reveal widespread problems,
our research did indicate two other issues that should be mentioned. First, during
installation of the new meters, there were occasions where some of the new meter
information (serial number, RF number) did not get upioaded into the billing system after

the meter was installed. Our investigation found that 10 customers who testified at the
13
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hearings experienced this issue. Unfortunately, there were several instances where the
diagnosis was done improperly by our CSRs and, as a result, it took a longer time to
ultimately resolve the issue than it should have. Second, and consistent with our prior
review, we found that many customers did not understand the volume of water they used,
particularly when irrigating. Some customers complained about escalated bills, but our
research found that those customers had a pattern of spikes and valleys in their water usage.
Please comment on the issues raised by customers in regard to estimated bills.

Only 5 customers complained about billing estimates at the hearings. In my view, this is a
significant improvement. As a result of an effort to reduce the total number of estimated
bills and to read the meters every 30 days, the customer bills have become much more
predictable. It has been our experience that if customers receive a regular bill based on an
actual meter reading, they do not complain about the bill. The installation of RF meter
reading will help ensure that meters are read timely and accurately. AUF has a target of
estimating fewer than 1 percent of all customer bills each month. We are close to meeting
that goal now and fully expect to achieve the goal once the RF devices are fully deployed
this fall,

Does this conclude your testimony at this time?

Yes.

# 5577150_v1
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FL 32608 account and $700+ past due. Offered water quality.

to research for customer when she 3. No delay in responding to

sends me cancalled checks or issue found.

confirmation numbers. Gave my

business card for direct contact. SLG

2. water quality complaint

3. teo long to respond

'7G7  {(Stevenson) {(Rachel) 5020 SWB3RD 1. Water quality - white residue in "t. 8O created and being

Smith Shirley CT, glasses; 2. billing issues - leng bill, investigated
- GAINESVILLE very confusing; 3. long term 2. Old rates & new rates made
FL 32608 “estimated bills bill fonger and difficult to

4 questions about rate increase
5. Did not get timely boiled water
notice

understand. Reviewed
custorner at hearing.

3. The bills were estimated
from May 16, 2007 i May 01,
2008. Meter exchange took
over a year to complete.
Actual bills received from May
through August

4. Noted and discussed

5. Discussed with division and
reviewed process.
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8/29/200812:43 PM

Overal|Hearin |- Castoieer - Customer | Resolution Sprvsr [Treatm (Field |Bilfing|Meter |Undo e|Water {Adde 1Too - IMulti cafls {Boll water |Billing MWater
I g Lastanine | Flet Name | cali. [tby - {issue [issuefissie journefr - |Quaitld . Jtong-ftoget Inotice  |Estimat/Pressu
Order (Order |-+~ -~ : : {Back {CSR ‘nted “issue Zero 110 Tix. ‘Jresdlution: [Problem fa - re
: o i i lssue
8G8 Pilkinton Jo 7117 SW ‘Mo problems with the company
ARCHER RD
UNIT 2202,
GAINESVILE FL
32608

9G9  Caruso Lawrence 5060 SW63RD 1. Claims that he filed complaint and 1. Aqua contacted Mr. Caruso B ’ T ’
CT, never heard from Aqua five times in 2008
B GAINESVILLE 2. Never received initial boil water 2. The division atternpted to
: Fl. 326808 notice for sewer line break contact Mr. Caruso via notice '
- 3. Spinning meter never replaced; but due to the large number of
made appeointment and it was dogs, this proved to be

o canceled. impossible.
. . 4. Water quality - overchlorinated 3. Mr Caruso set up illegal
o 5. PSC complaint - align answer work at property which
o interferred with the lines,
3 : - causing low pressure. Several
: service orders one on
R 06/20/08 Mr Caruso called in a
- ) street leak, per notes no leak
i : found, this customer calls in
L bogus calls, due to rate
. - increase '
. L 4. 0D6/20/08 service orders for . 1

" . discolored water, again due to

. ’ low pressure

BT 0 ¢ afey
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Palatka

high coliform bacteria content, ocassien No pressure issues
contamination from sail [eaching most  reported by customer to Call
fikely from septic tanks} Center

2. Flat rate - 350% increase; no 2. Noted

explanation provided; how were those 3 .Undocumented meter
number calculated? How will the flat  exchange in August of 2007
rate be implemented and what are the  and information was not
implications for thelr small system? updated in database. Exchange

3. Customer service - "colossal” in 09/07, completed in 01/08.
preblems over the last year, made Several calls placed by
dozens of phone calls to get his bill customer to resolve.,

corrected and got nowhere; David 4. This issue was brought to the
(local employee ~did a good job} called attention of the AUF President
from Hoffman's home and spoke with  in May. Problem was resolved
his boss and still didn't get results until  withinn days of notification.

it was discovered that meters were 5. Noted and thank you

being misread and a zerc was added 6. Our boil water notfication

by billing department; customer service process meets local authority
in PA was unsympathetic and poorty  standards.

informed; problem solved, butit took 7. Available at the hearing.
eight months to solve it 8. Need response from division
4. His neighbor is Vietnamese 9. Need response from division
(difficulty speaking and understanding  10. Need respense from division
English}; was billed for 94,000 gallons

in one month; he called and was told by

CSR "you must have a leak™; hired a

plumber and spent $3,000 to replum his

house; tumed out the problem was the

cexira zero

8ZJ0p aley
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Bl’29f200812 36 PM
OQveral[Hearin | - 43) Reported issua- Y. . Resolution : Sprvsa' Traatmi Fiaid Biling {Meter {Undo j Sewe r [AddEd Too . [Mult veates | Water
Order |Order |-/ ! '
10 P1 Hoftran Harley 108 SEMINOLE iTomoka 1. Water substandard for many years 1. Noted, has called 3 times for
’ ' ’ DR, ORMOND {low pressure, bad odor, dirt in water, taste & odor issues and we
BEACH FL worms in water, THM standard met, but flushed the lines on each
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8/29/200812:36 PM

OveralfiHearin | Customsr | -Customer

P o | testmame | Fistname |

Order |Order |

Address | System Name].

Reported Issus Resolution:

Sprvst | Treatmi] Fieid
[Call - {by CSR|(ssue
Back )

41P2  Brand Nancy
(Privelte)  (Maggie)

65819 KEITH HOLIDAY
ST, ASTORFL HAVEN
32102

5. Local personnel are very helpful;
corporate customer service, accounting
and billing personnel are lacking in
customer and professional skills

Meter reading/billing — many phone calls
to get; Wrong meter number was being
used, Could not get it figured out; David
- local person — did good job, but could
not get resuits; Eight months to get this
straight

6. Should be better way to notify
customers when boil water notice is
necessary

7. Is there a disaster plan for water

system?

8. City of Qrmond Beach contact AUF
over a month ago re; taking over the
system; no response from AUF

$. Does AUF have an improvement plai
that will update the aging systemn and
how will it be paid for and how does that
fat rate play into all of that?

10. Commissioner Skop suggested
having a dedicated consumer advocate
with management autherity to credit
accounts for disputed amounts locally.

1. Water bill aver $100/month: 1. Noted

neighbor's only $50 (on St. Johns 2. Noted
Water Utilities) 3 Noted
2. Rate increase complaint

3. Agua must have poor management

if they can't run the company current

rates (which are already higher than St.

Johns) already in place

87 J0 § 3ded
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B/26/200812:36 PM

‘results? address this issue
‘6. Why aren't there fire hydrants in 8. Noted

,River Grove? What happens if one of

their homes catches on fire?

7. Customer Service Department not

weil trained

8. Not fair to place a flat rate on

everybody when everybody's needs are

different

Overal|Hearin |- £ -, -Address - | SystemNamal - - feportad tssue B - Resolution: 1Sprvsr [Troatmt| Fild - walWater [Added| Too.  [Muli calls. | Boll water [Biing  [Water
| g : L : o : . i L _jcall  [by CSR]issus . {Quatity[Zero  JLong -jlo-get  “Jnofice " |Estimat|Pressur,
Order |Order Back |. : i Issue | frofix Jrosolution [Problem . je &
12P3 Moyes Russell 56636 LEE ST, HOLIDAY 1. What capital improvements has 1. Need response
: - ASTOR FL HAVEN Aqua specifically made in Holiday 2. New meters installed (RF
32102 Haven? How much money was spent  project). Consumption is
in Holiday Haven? What improvements consistent with prior year
will be made if they are given rate usage.
-increase? 3. Need response
2. New meters installed (reads are 4. Need response
sporadic: neighbor's reads 820 gallons 5. Maters installed per
in 2 days; other neighbor's reads 20 {he manaufacturer's standards
turned his off); Mr. Moyer's is at 520, 6. Need response
new contruction across the street meter
‘was spinning as fast as it could go and
then reversed (his meter is up to 2070);
called Aqua and was told "meter is fine;
you must have a leak” - seems fo be
standard answer
3. Why the large disparity between
AUF rates and 5t. Johns?
4, Last year's request was $7.3 million;
. this year's request $8.4 million - why
the base increase?
5. Meters installed "shoddily”
6. Why are interim rates needed?
Website indicates thal increase in
revenue by 6%,; eamings by 13% and
dividends by 5% (that was without an
increase in Florida)
"f3 P4 Poltevent:  John (Martha) -269 RiverDr,  River Grove 1. What are interim rates? 1. This was answered by Mr. ’ ) )
B East Palataka, ‘2. What is base rate? Gallonage Willis at the hearing
FL 32131 charge? 2. This was answered by Mr.
3. iIs AUF fosing money in River Willis at the hearing
‘Grove? How long has Aqua owned 3. Need response
River Grove? 4. Noted
4. Water quality has improved 5. Our water is tested in
5. Prior to AUF owning system, water accordance with local and state
samples used to be collected every &  policies.
manths for testing; why isn't that done 6. Need response from division
anymore? Lack of confidence in 7. Improvements are in place to
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B/20/200812:36 PM
Overal|Hearin } - :Cugtoma

1 9
Order |Order

‘Guntomer

Address [ SystomName} - Reported issue - ’ Resolition #Sprvse [Treatmi{Field . |Bifing [Meter [Undo | Seiwe|Water Too  [Multl calfs [Eoll water {Biling [Waler
. _ I T : | : Calt  |by CSR|Issue {Issue Hissue [eumie.lr  [Quality[Zoro. jlong [toget  fnofice  [Estimat[Pressur]

Back | . T jnted” Hszuailssue § fix -|resohition {Problem - fe 1s

Metery 1 '

Jlsspe |

{4 PH Wortis: - Bobby 124 Magnolia ~ Palm Port 1. When you add wastewater charges 1. Need response
o : ’ Drive, East to water charge, water bill gets 2. Noted
Palataka, F1_ enormous (water leaving the house 3. Noted
32131 .billed at much higher rate than water 4. Noted \

corming in) 5. Nated

2. Only had to call customer service

twice in last year {clothes got bleached

in washing machine); CSR was aware

of the problem

3. Bill has always been at $100;

confusing because with maxiumum

increase of a month ago, bili goes just

above $100 for two pecple

4. Shouldn't be a problem fer the

company to make a profit in Florida

with the rates they currently charge

5. Putman County’s rates are much

lower than AUF

15 P8 Patone Mike Palm Port 1. Ludicrous that they're being asked 1. Noted
: te swallow enormous rate increase 2. Noted
without seeing any demonstration of 3. Noted
service increase (no disaster plan - will
one be developed if rate increase is
awarded?)
2. Water quality-seems to have
improved, but most people don't trust
their water (high chlorine content); most
people have water softeners; he has a
UV fliter and a reverse osmosis system
which costs $300 to change the filter
(change every 9 menths because
sediment is so bad; should be changed
every 2-3 years)
3. Difficult to understand why AUF has
a hard time making money in Florida
with current rates; would be ok with a
reasonable rate increase but not 300%

16F7  Werkhelser Ralph 1. Rate increase request is huge; 1. Noted ' ' R :
: ) reasonable request would be 3-5% 2. Explained at hearing
{company should cut back if they're not 3. Noted
making a profit)
2. Explain base charge/gallonage
charge for water and wastewater
3. People sent to install meters spoke
very iittle English (legal US citizens?);
why hire a contractor to install these
meters?
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81‘29/2008!2 36 PM

Overal[Hearin | - Adddress 1 SystemName} Reported lsste -Resotution Sprvsr | Traatmt{Fleld. [Billing [Meter [Undo: Sewe Water | Added Tou [Mufti cails |Boil water (BHling  |Water
| g TR : S ACaN .byCSRlssue !ss_ue' 6 ) 'EsﬂmulPressu
Order |Order . o e
17P8  Padws  Rick WOLIDAY ‘1. Why not sell to 5t Johns? 1. Need response
: L ’ HAVEN 2. Tried to get info on the hearing and 2. Information sent to
called AUF; spoke to someone in NC  custoners also communicated
whe didn't know anything about the to all Call Center CSRs
hearing 3. Improvements inplemented
3. Very hard to get through to company.in last 12 months
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8/291200812:36 PM Sebring

fuith calis: | Bod water |Bifling. {Water
( ik ong: [lope- |notice - [EstimaliPrassu
s {Zery o fix . {repoliiion. jPrablem - 1a e

Overall[Hearing | Customar. - Customer- | Address [ System Name . Reported lasue . - Resoclution
Order |Order ~Wiﬁm Hm : . - o L

18 51 ‘Burns James 5312 Knight Sebring Lakes 1. Water quality: chiorine, smell, 1.3 water quality issue reported
Ave. sediment prior to 2007 & conversion.
.Sebring, FL 2. State law prevents well hookup Lines were flushed for these
. i | ir L - . o e wme N
19 82 Giodks NANCY AND 4662 Sebring  Sebring Lakes 1. 4/29/08 called Aqua to report Na 1. No calis to the Call Center
- CLAYTON Blvd.. Sebring drank water on 4/26/08 that bumed her on the original date. Noted
33875 throat wanted her account to be after the hearing as requested.
documented if she had problems in the 2. No water pressure issues
future. reported to the Call Center by
2. Walter pressure customer
3083 Betnard Floyd 13701 Sebring Lakes 1. Rate/ meter charge increase 1. Noted -
: TANGELC ST, 2. Indicates company still owes 2. Generated refund check -
Sebring, FL customer $160 from interim refund issued 08/08.
33875 3. Water pressure 3. No pressure issues reported
) 4. No boil notification - # pressure is  from customer
" low, customer believes a boil water 4. Company not required to
notice should be issued. issue boil water notice based
5. Water quality: undrinkable, chlerine, on lack of pressure.
stains toilet 5. One water guallty issue
. : S L . reported by customer in 2005
21 54 Bemard Jane 1371 Sebring Lakes 1. Water quality: unfit to drink/ not 1. One water quality issue ) )
TANGELO ST, being tested reported by customer in 2005 -
Sebring, FL flushing of lines corrected issue
. - . 315 N e )
nss Habel Violet 1180 Lake 1. Reported 7,800 gallons over 6 1. Last call - 12/7/07 VIOLET - ]
’ T JOSEPHINE  Josephine months x $3.80 = §30.40; 21.92 x6 = CALLED FOR ACCT
CT, SEBRING $131,52; $93 difference; new bill to old BALANCE; consumption
FL 33875 bifl consistent with previous year
usage: 02/08 - 100 gals, 03/08 .
1800 gals, D4/08 - 1400 gals,
05/08 - 2900 gals, 06/08 - 1500
gals, 07/08 - 800 gals
2356 Hinesley ‘Steve '208 Nature Ln. "Lake 1. Rate increase complaint- 1. Noted . T ) ) - N
'SEBRING FL  Josephine understands increase but not why so
o . 3375 . mueeh o . .
- 2487 Tardiff David 13705 Tangelo  Sebring Lakes 1. Rate increase unfair 1. Noted ; T - -
) Ave. Sebring, 2. Didn't get letter about hearing, 2. Company not respensible for
FL 33875 complained at the time of day/ year hearing rate & times
. that it is held .

8z jo g adey

T-4HD AqIYx3 ‘dwio)
Xlupy anss| .lmuo;sn)
SM-TZT0B0



B/29/200812:36 PM

Sewa|Water

Adde

Too [Mut calis [Boll water [BIANg

fnotice Estimat

Whater
Prassu

OveralljHearing

Order [Order | LagtNuitie

Systom Name ]

Reported Issuo

Resolution:

1. Customner called on

Issueiissus.

Zero

Long fto get
to fix - Jresolution

Problem ja

e

25 S8 Panozzo

2659 O'Meara

Elaine

Mike

13305 Byrd St,
Sebring, FL
33875

Sebring Lakes

1. Called to complain about receiving a

yellow (Collections) door tag and
received no call back

2. Base rate complaint for Sebring
Lakes Estates county

5225 SEBRING -Sehring Lakes 1. Rate increase complaint

LAKES BLVD,
Sehring , FL
33875

2. Customer claims fo have reported
billing issues and it took months to fix

04/16/08. CSR indicated a
callback would take place.
CSR contacted FL HQ for
update on door tag. Customer
recived no call back. Michelle
Davis called back to Elaine
{wife), apologized for no one
getting back to her and for
receiving the yellow door tag
{collections). Aqua operations
made a mistake in placing tag
on door. All of her concerns
have been satisfied.
2. Noted

“1. Noted
2. Meter exchange took place
on 04/07. Infermation was not
updated in database. Once the
information was updated on
02/08, bills were cancelled and
reissued to customer.
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8/29/200812:34 PM

requesting individual water
testing. CCR provided to
customer on water quality in
her community.

2. Noted.

Lakeland
Overalt |Hearing Addiess | System Name}. Reported Wsue Regolution.. "~ ISprver]Treatm [Fickd | Billing[Metar [Undo JSewe] Water [Adde JToo - IMuMt.calls |BoR water |Biling [Water
Order  |Order . ¥ v : : Call . Jthy  fissue |lssue fissuejcume |r Qualityjd Long. foget - - Iriotice - |Estimat|Pressu
] 1 ’ JBack-. JCSR - ‘ i nted. {lssue|lssue [Zero jtofix fresolution |Problem [e re:
F IR Alexakos Gus 4625 Windy ZEPHYR 1. Asked aqua to xTay sewer fines and . Division flushing schedule is
. ’ Lane, SHORES perform water flushing, claims neither 15 minutes intervals/ 3 times
Zephyrhillis, FL were done each week
33541 2. Water quality: cloudy with sediment 2. Noted
3. Test performed on water with no 3. Tested water on 10/07, lines
resulls flushed, and results of water
test within requirements.
LF. ‘2 ROSALE  Rosalie Lakes 1. Three bills in November after meter - 1. Undocumented meter o ' ’ ’
‘OAKS BLVD, exchange -exchange tock place in 07/07
LAKE WALES 2. Charged on both old and new meter and completed in 02/08.
FL 33898 at same time 2. The delay in completing the
3. Many confusing billing issues meter exchange caused the
4, Been put on held by CSR and never customer to be tilled on the old
come back meter only.
5. Requested supervisor cailbacks, 3. Agreed
claims did not get one 4. Held coaching session with
6. Rate increase complaint CSR although there is no
support of customer claim.
5. Spoke with Compliance
team as per customer request
in 6/07, Supervisor (K. Brown)
spoke with customer mulitple
times in December, January,
arnd February per request. :
After rate hearing, M. Davis
called Lewis regarding his .
meter exchange and his bills,
he states all his concemns have
been satisfied and thanks for
calling.
6. Notad
7913 Liebke Willizm '35107 Danny 1. Compiaint about base rate increase. 1. Noted - ’ ot T ’ ’
. Dr. Zephyrhiliis, 2. Gomplains about policy fo pay BFC 2. As per tanff, seasonal
'FL 33541 while away from home - seasonal customers must pay BFC and
informed customer
| a0 e EfMs - Janice 4600 CLARICE ZEPHYR 1. Water quality: undrinkable; 1. Custormer indicates that she - - -7 ) !
. AVE, SHORES ;customer claims water was tested and brought water sample to last
ZEPHYRHILLS, no resuits shared year's hearing to be tested. No
FL 33541 2. Sewer interim rate complaint customer calls to the company
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8/26/200812:34 PM

Cverall |Heaing | Gustomer §- Gustomer 3 Address. - 1 System Name Reported lssug Resolution Spevsr{ Treatm Field . |Biilng |Mater [Undo | SewelWater tadde {Too * [Multi calls | Boll water |Biing [Water
Order |Order | tstHuie: FintName | ‘ Call. fiby |issue-Jissue |issuetcume|r - jOudlitld-  |Long {Hoget - fnctice mat]Pressu
Rt B Back .[CSR ) nted }ssuelissua 12eco jtofix -jresolution fProbtem |e re
Exch
. CR
3115 Eills Robert 4600 Clarice Zephyr Shores 1. Complains of lack of communicatien 1. Aqua created a
Ave, Zephyrhills between customers and Agua communication vehicle through
FL 33541 .2. Water quality: sediment "Aqua Connects” town hall
3. missing curbbox lid meetings and will continue to
improve communication wit our
- customers,
2. Noted
;“ 3. Completed 07/10/08 ;
- 2 L6 Mclawy  Janet 4 ROSALIE  ROSALIE 1. Complaint about timing of meeting 1. PSC sets meeting dates and o . ) i
e (Mckonan) OAKS BLVD, QAKS 2. Estimated bil, Biling error times,
LAKE WALES 3. Claims to never have received the 2. Customer received 2
FL 33898 interim refund estimated bills since 11/06 all
4. Rate increase complaint others are actual. Meter
5. Water Quality: black toitet rings exchanged 07/08;
3. Customer received credit on
account, account is now even.
4, Noted
5. SO created by Compiiance
in 02/08 for water quality and
division read meter.
3BL7 Flyon Michael 5 ROSALIE "ROSALIE 1. Charged for 9200 gal in one month ' 1. Undocumented meter T
OAKS BLVD, OAKS when total on meter read 5880 after  exchange in 07/24/07 and
LAKE WALES change of meter. completed in 05/08. At the rate
FL 33898 2. Extra 0 emor hearing, Chris Franklin abated

3. Claims to have called Call Center,
spoke with Roger CSR and never got
call back

4. collections sent ten-day shutoff
notice because he refused to pay bill
.but was unable to resolve issue.

5. Claims rude CSR on another
attempt to rescive

6. Water quality

7. Rate increase complaint

Angered that ne apology was given
Took & months to resolve issue

:5. CSR no longer with Aqua.
‘6. Noted

the account due to
inconvenience caused to the
customer $58.74.

2. Yes, there was an extra 0 in
his reads.

3. GSR no langer with Aqua.
4. Account was on hold in April
while issue was addressed but
shutoff notice was issued
erroneously.

7. Noted and apology issued
SCC Superviser often during
discussions.

gz oI 3fed
T-4HD Hoxa “dwod
NLARW BASSE JBLOISN)



8/29/200812:34 PM

Overall [Hearing ‘Addrese  [System Name] Reportad Issue Resolution Sprst [ Treatm [Fieid Water |Adde [Too Jwulti cals [Holl water [BAlng | Water
Order  [Order . 4 3 Gall Jtby  |lssue Quaiityld ong-floget. notice - -{EstimatiPressy
Back JCSR Issua [Zero-Jlo fin  {resolifion |Problem: - re
3418 Plerce Jim &Mary 67 ROSALIE ROSALIE 1. No consumption yet high bill...we 1. Resolved at hearing -
o OAKS BLVD, QAKS believe it is the base facility charge contacting customer - base
LAKE WALES which is high Facility charge updated since
FL 33898 2. Water quality: dark toilet ring interim rates increased. spoke
to customer . Upset about rate
increase that there monthily bill
will be approximatsly
$68.00 a month , per the
customer. Says it would be too
high to tum off while away and
have water restored when
return. Informed customer
they would have to be away 12
months in
Order not to have to pay the
bill. Also set up a HIC work
order due to usage on meter
and water shut off at valve
inside of property.
2. Noted
359 Bfeam & Charles -502 1. Interim rates / Days of service explained new and oid rates ) A "
Windermere Dr, and days of service
Lakeland FL
33808 ) . o
35110 Viubty William 74 ROSALIE ROSALIE 1. Claims did not receive the interim 1. Customer received credit, !
OAKS BLVD, OAKS rate refund. did not request a check.
LAKE WALES 2. Rate increase complaint Account now even.
. .. FL33ges . 2.Noted .
7L Harwel James 56 Rosalie Qaks Roasalie Qaks 1. Water quality: toilet ring 1. Noted - h ]
Bivd., Lake 2. Had to call three times ta fix a valve 2. There are no notes on the
Wales FL 33898 issue. account indicating the
3. Rates complaint customer contacted Aqua.
. . oo 3. Noted . o
88 L12 Bass Gwen and 78 Rosalie Oaks' 1. No consumption in Jan. yet biled 1. Customer bifled for base . - o
Charles Bivd. Lake 2. Water quality rate and ne consumption in
Wales, FL 3. Rate increase complaint January.
o L 33893 . o B . 2&3 Noted e o o A R
39013 Coftattt Tareesa 123 Hamlin St. 1. Rate increase compilaint 1. Noted i 7
Winter Haven,
(FL 33880
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8/29/200812:34 PM

Overall (Hearing ttom . -Address | System:Neme] - Reported Issire: “Resotution Sprvar tTreatm [Fietd / : i cafls | Boll waler [Biing [Water
Order |Order S : JCak Rby {lssue d: “{riotice. FEsfimat|Pressu
-‘ |Back ICSR- ¥ nted Hssuellssue [Zero Hafi Jresolution [Problem - jo “jre.
£0 L14 Md(ngm Gary 540 LAKE GIBSON 1. Water pressure- told someone 1. Spoke with customer. Upset
) : WINDERMERE ESTATES would be there in 2 weeks but o one  receiving calls from survey
DR, Lakeland, showed company stating calling for
FL 33809 2. Fire hydrant is 1390 ft away from Aqua, Verified with division.
house Aqua does not hire survey
3. Water quality: toilet companies. Mr McKnight
4. Rate increase complaint satisfied with my call , says he
5. Claims to have made 14 calls to the did. Not give them any of his
Call Center and still no resclution inforrnation and wanted to
_confirm.
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8/29/200812;35 PM

Mit. Dora
Overall [Hearing |- Cargtd Address:  |[System Namej: -~ 'Reported issue- _Restlution Sprvsr{TreatmField | BilingiMeter[Undo | Sewe|Water [Adte |Too '[Mulll calls. |Boll water [Blling | Water
Order |Order F : e R - - R 1CaR - fthy - -lissue fissue {lssue|cumeir - |Qualtyld: . jLong {to-get
: g R § Back JCSR T nted [{lssus]issue. Zeto $o fix. [fesolution’
9 : ) 1ssue
44 M1 Tomezak Walter 133338 Fairway Silver Lake 1. Reporting high usage 46k/month; 1. After further review, the
L ‘Rd, Leesburg, Estates called company told may have aleak; conclusion on this account
FL 34778 hired irrigation engineer to check remains unsaid, the usage on
sprinkder -no problem; he suggested to this account flucuatates from
company the possibility Ihat meter was month to month, in March,
misread and was told we never make  April, May, and June of 2007
mistake on our meters (but meter was consumption reached a high of
changed 3 times during time period in 35000 gallons, Aqua has been
question). Possible "extra zero™ in compliance with the
(Argenziano) customer, we have exchanged
2. No consistency in days of service  his meter 3 times, FSRs visited
3. Are meters held to certain standard the property 4 times, cur
by a govemning body (i.e., ASCM or customer service reps and
ANSI)? compliance reps all have
4. How often are meters checked or  assisted the customer. 87 year
rechecked? old customer has worked with
Customer Service and field
operations has taken daily
reads of the customer's meter,
This was not a case of added
"extra zero".
2. There are no meter reads
i outside of the 28-35 days of
: service.
. 3. Meters meet or exceed
industry standards prior to
leaving the manufacturer.
4. Meters are swapped out due
o age every ten years or per
tariff rules.
42 M2 Haggerty Jean "31650 Imperial, Imperial 1. Opposed to rate increase 1. Noted . et T
: Taveres, FL (specifically mention base rate- wouid
32778 ‘like company to keep first 4,000
‘gallons in base rate so, no charge to
. . . . - tustomery e . . . . } R N
#3IM3 Martin Madatyn 36604 Skycrest Skycrest t. Opposed to rate increase, has many 1. Noted x ’ ]
- Blwd, Fruitland neighbors who are complaining 2. Leak reporied 06/21/07, leak
Park, FL 34731 2. Had a leak and we told her fo let fixed 06/22/07
the water run for we had another 3. CSR is no longer with
emergency. . company.
3. Had asked to speak to supervisor
and was told we don't have anyone like
that
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Cove, Leasburg, Estates
FL 34788

\zero?-Argenziano). Never called the
iCall Center - does not have time.

.2. Opposed to the rate increase.

13. Quality of water is ok {little hit of a
chlorine smell to it, hard water stains
here and there)

4. Sent in a payment that wagn't
posted on time even though it was
delivered on time; called company was
told it was taken care of, it wasn't; took
several phene calls to fix

billing issues reported, nor
addressed by billing or
customar. Consumpticn history
does spike but appears fo be
consistent from year to year.
No evidence of any "added
zero".

2. Noted

3. Noted

4. In May 2007, customer's
wife called and said she did not

‘know about the billing address

change and was resending the
payment. 05/23/07 - Bank
cafled due to payment not
received. Customer was
reissuing new check due to
account number change.

Overall [Hearing | €3 Address | System Nameq: itpomd {ssue Resolution Sprvsr|Treatm |Field . 1Bifllng erfundo [Sews[Water [Adde [Too [Nt calls | Boll waler Bifftng . {Water
Order |Order . Cat  Jtby |lssue {issue CumeIr Quality|d Long Jtoget nofice stimati Pressu
' Back JCSR Issuafissue f2ero itofix. Jresolulion|Problem Ja re
Issue
-4 M4 2510 Lock Ness Silver Lake 1. Opposes rate increase (has 312 1. Noted
Ct, Leesburg,  Estates opposition lefters from residents of 2. Called Call Center in 11/07
FL 34788 Scottish Highlands}) for bill exptanation and
2. Mentioned that when he called call regarding credit due to interim '
.center he “winds up talking to rate refund. Customer called
someone in PA” . . . And he's "viewed Call Center a total of three - 2
as just another one of those stupid old times to the SCC and once to
Florida seniors, who is not only a great the NCC., Each time, custormer
candidate to be scammed, but taken  had different questions and
advantage of at every opporiunity,” they were answered
_. . . I . . L . _accurately. o
45 M5 Matirke$ - Theresa 9820 Fore Rd., Silver Lake 1. Complaining about rate increase 1. Noted -]
- Leesburg, FL  Estates {uniform rate net fair) 2. Company has two meter
. 34788 2. Problermn w/ meter in 2005; company reads on record: 03/08 and

changed meter replaced with RF; even 06/07 RF placed on the meter
though customer had ne problem with  and random check by PSC due
meter, company changed & again after to rate case. Customer's bill is
-hearings last year and again in March based on actual reads.
or April of 2008; company gave ne
explanation why meter was changed;

HBMe Splker James '34052 Matthews Silver Lake 1. Usage all over the place (added 1. Has imigation system. No
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8ol water {Bifing [Wator
v |Prodiem: e

ice. . {Estimatlp

= |
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o

Overall |Hearing Address. [Systemilame].  Roeportedlssue Resolution
Order |Order i s
. ATMY Skipper Erica 11440 County  The Woods 1. Concemed that she didn't receive 1. Refund was calculated
- Road 675, correct refund from interim rates from based on increase and interest
Webster FL last case {no explanation provided on  from old rate to new rate
33697 how refund was determined) '2. Noted
2. Concermned about water quaiity 3. Water was tumned off during
{received four boil water notices in one day in June due to infastructure
month); waler has a terrible odor to it;  improvements. Customers
tastes bad were notified.
3. Cver the past three months, water 4. Noted
has been shut off for repairs in the 5. As a result of cost conscicus
middle of the day for hours at a time measures, total miles driven by
4. Opposes rate increase utifity employees are less in
. 5. Sees alot of Aqua trucks on the 2008 than in the comparible
3 road; customers are paying for gas peried in 2007.
- 48 M8 Iman Gigi 11448 County 'The Woods 1, Opposes rate case 1. Noted
. Road 675 'W 2. Water quality (smelis like chlorine, 2. Noted
Webster, hard water, stains) 3. After reviewing the
Webster, FL 3. Complaining about incorrect high  consumption history, it's been
33597 usage determined that her usage
fluctuates from 2000 to 6500.
This appears to be consistent
. with normai usage.
49 M9 Buwﬂenj-. Kelly 30150 Sand Fairways @ 1. Was told by Aqua in 2007 that rates. 1. Misinterpretation of rate
Ce (Bourden)”  (Kathy) -Bunker Lane, Mt Plymouth  would not be increased; called Aqua to information by CSR. Coaching
. o Sorrento, FL confirm that Fairways of Mt. Plymouth  took place.
32776 was included in rate case; was toid by 2. Only one estimated bill on
CSR that Fairways was included in account (irrigation meter) and
rate case no notes indicating customer
2. Concemed about estimated bills was advised on how to pay bill.
and indicates that she was told to pay 3. Advised division to post
estimated amount when contacting notices on door not mailboxes
Call Center. ‘4. Proper boil water notice was
3 3. Generally happy with customer followed and communication
service; moming of hearing an Aqua  between field ops and Call
employee was leaving a boil water Center did not follow proper
notice in her mailbox - legal to leave  procedure. Coaching ensued.
notice in mailbox? She instructed
employee that notices should be
hanging on doors
4. Boil water notice didn't indicate why
it was necessary to boil water; She
calied Aqua to ask why; CSR indicated
no record of any problems, but i she
‘received nolice there was obviously a
o . P . - .problem , -
Martin Deon 31629 New Imperial he likes us 1. Noted
India Ave, 1. Thinks rate increase is outrageous 2. Chris Franklin described
Taveres, FL 2. Mention AUF hiring Troy Rendell - Troy's role in our company
32778 what is his role? during the hearing.
0
3
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Oviedo

3. Nancy is frusirated in thal sha cannal et straight answers, that DEP and Ihe DOH da not do encugh maks|
Aqua fix the system and thal no one has juriscichion ko either force Aqua b e the problemn or take the system
away from Agqua. Nancy woukl Hee to see the system sold of condemned and tied into the Ovieda systam

. she would Hink the pipes would all have (o replaced she does. nat feel that Agua acts in the best
imesests of the customers.

4. Nancy does not feel that the company notices and is vary concamed about tha notices thet go ot

[Gveral [Hearing T Ryvium N Taponad Ham RSN
Ordar Order v . . .
31 CAY Chuluche 1. Billing issun $1,000 bill {224,000 gaix) 142 Motes from FSR Indicled meter sl
1 Chuiuola FL 32766 2 Customer sarvice did calt back and say that thay shoukd cal plumbar for lesk, eustorer checsd meter ohd Ui incofrectly e 2 inch: ieteed of 578 o
mmmmﬂmmﬂmaym OHWMTKB.C.RM(M]W
3 Customar call back oic on 2 call 2 B of haaring ‘#ccourt information and issued new bl
4 Cusiomer also submiisd concema through FLPSC [ssues smail bax ‘orwed on 59 DOS. Call made to Robart
wha expressec satisfaction.
3 GSRmmMTm
team and miscommunicalion occured,
“Frainer suggested CSR obtain assistance
from immediate . This nevver
Dbcustlan&ookphoemhll
Indhviduats involved,
B2 cAz Mgl Marene 200 W 3rd St, Oviedo  Chuluoka 1. The customer enlered into record the TTHM reports. from 2004-2007_ The customer who hag Bwad in the 1. Nobd. Cultmr ik né pravious cal i
FL32TeE aea since 1985 has aiwiys had lousy water quality but water was much cheapei then (318 for 3 montrs) Caét Conter roganding wiker quakity.
Customer atill has lousy waler pressure and watsr quality and is on dead-snc. Bacause of the weler quaity 2. Nowd
1asues. the customer must change her walar filtar svery 2 wesks; cusiomer brought witer filber 1o heading, 3, Notwd.
Customar also martionad haning 1o raplace faucet, hoses, skc, do 10 oNGOING wiker qURty MsUss. 4. Noles from FSR indicale that problsm
2 Cusinmer siso has o buy bottied water at n cost of 535 aach month. Customer compliined sbout water was dua 1o cusiomes’s cioggad fiter FSR
gunlty effact on launciry, hasith issues (hair, skin) bought a fiter for the customer and
' 3. Cusiomar mantionad that the increase i 1000% over 20 years when quality 1 gelting worse. repiaced # for her.
4. Callad 417408 ahou low pressune
HTA3 430 £ 57 5t Chutusts /Shuluots "1 Water quaty (smell) and heskh isaues (sidn, halr. 1. Noted.,
FL 32766 2. Cusiomer commented aboul the cost being to high especially for bad quakty; thinks water shoud be 2, Nated,
nonprofit. 3. Custorer's witer st off i enor.
3. Service was cut off even though she ks a diligers: bél payer, calles and took B hours th gat Someone to bum.  Superviesr o83 bick did Nol thke place e
‘the weler back on after she cut the lock off. Tried I spaak with 2 supsrviscr and wis unatis 10; did comment  requesied. Division and Cal Cermer
1hat she spoke with & It of peopis in PA and some wers very nice NGt Inveetighted snd conducted
4. Need to have exhibit #26 fied by company a3 an explanation o cutoff. Goaching opportunity with sesockrtes
4. Noted
A Twitord Diana 733«1va|‘ Chuhuots 3 Hmmmmmmm”mmmmmmmw-m 1. Notad
Owvledas FL 32766 quality, Because of hit hoakth issuss and her lack of vide safe waler for her famy 2. Noted
- mmmm-mmmmwmwmwemmmwnmdumm 3. Our recarde ndicate 1 vist ks the
e hanlth in tha futune. When instading system they had several Bsues with the smell of thel house. The propedy in 12107 and the mater was
mmmhm“mwmmwmm Mrs. Twiford recieved & notion
lather aftar inataling has syatem that s3id theic was bacteria in har watss and she faeis she shoukd have boen 4. Noted,
natifiad soonsr 5. Bactera in tha waler/ LABC S/0
2 Mra. Twiford calied Aqua and had @ positive expesionce with custormar sarvice in that thay called her to chbated. Liter dent o customens
“wam her when they are daing anything in the water systsm akhough she i concamed thal ather customers  explaining issues n G608
with health ssues do not recieve adequate warning {recieve letter itw aftermcon the day the ssnvice is being
e completed).
3cmmmmmmmwwMMMapmm
4, The customer alea thinks that the rate increase is unafforda!
5. Bactera in the water/ LABC S10 apen since 6/17/08,
55 CAS Evirs Muncy & Ebbit 319 Vieivatesn £, Chutucta "1, Nancy b aguinsd the e cirse for u vanety of ressone; mmmhmmmmmmﬂ 1. Customes account closed as of 0730081
Orvimde FL 32765 caibed Pedith baues for het husband, henielf ind her sord she bk 2, Noted,
the: genetal housig devmiopmett on the ptor water quality They have rscently vacaled the house toavald 3, Mated.
wny future health soes. 4, Noted
2 Nancy alo fomta that Aqua can afford Tu inveet enough monay in the system to get it fored given thel the 5. Nated
comgany mada $92m in (7. 7. Customer contaced Aqua twics on

10BA7/O7 to report brown water. |ines wers
flushad af that tims.

Pproparty
o Hhe local slementary school 2nd those students wha da nol fiva in the systerm and may nat know sboud Ihe 4.
5 Nancy has spent a great deal of tine researching tha history of Aqua and the Chulugts system; Mancy fael

6. Nancy doas fasl that Palrick Famia has baen vary haipful
7. 3a/0's N0 shows from lachs; Sactaria in waber
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122 et rgscived

Overal Haaring Oyt N Repocted Isvul “Rvschition “[NGE Galla 0 | Bodl waier
Order Ordar . ;
[ Protiee:
S8 CAG et Hepe 240 E 6th 81 Chuluota 1. Mrs. anhmmmmwmmmmmm Sheasks @ 1. Noted
. Chuivota FL 32766 Agqua the water. 2 Noted
2. mhmmmymwmmmmummmymum-mtenmm3mmmmwmm
an unzate aroducd. She thinks the: company shocld be farced to i the ave. tha axpactafions set by the FL PSC.
3.She nisc noted that she does nct recehve the bol water notices on her door. 4, FLPSC sant tha rate hearing hetter which:
4 letians Tor haaring comimg intc Lite hushands nama, wants s comazpondants to coma in har nama was in the daoeased hissband's name. M.
W s very Upsot and asked us to speak
T the Commission about this
- . STCAT Devin Wakbsea 286 Vslveteen P, Chifuotn "1 W, Dais doess hot feed the company should gat a ralle incriase for ifs ursafe product, Sha is tired of 1. Noted. h - B N “ x i .
+{Ovimda FL 32766 maring about extersiong ko get the probloms foxed. 2. Noted
2. M. Davis and her son b had heakth problerms that 3ha thinkes are water retated. 3. Noted
3. She bk put in @ stllow wel for imigation and now her piants are growng better, 4. Check with Divisian for resutte
4. She brought = pieos of pioe that wara cut out of her backyard that showed some substance that they were
R . . . o sk 10 herve cheched. .
Fustom Ria 400 £ 47 31, Chuluote Chuiucts 1. Ritm 7 concemed becauss her cal and her father's cat both passad iway from cancas of the mouth. Rin 1, folad x N
A127es s lokd that the TTHW's were ot a health issus when she called upon first notica. 2. ALIF amsaciabe vislted property to
2 Rita alsa received  letier from Agus in My saying that she had not besn chamad for har sawar sarvics for oo septc systerm. Customen was
ithe kst 12 months even though she is on septic. The GER argusd with har thst sha did not know what she  newsr bilkd for sewert Usage.
‘mmm.mwmmbmhmmmmmm“hmxmmm 3. Noted
beer! there.
L L i ARiah the rate hiks. .
4 Ccag Bavolp  Barbara 335 Gaprey Lakes Ci, Chusucta 7. Wirs_ Barretta proviced 2 detall log of customer sarvios and biling iesues, She b sovtraltineain 1. Walting respanse from Compiancs dus x * - -
. Ghuota FL 32765 the Lawt wvaral manthe refaiad o overbifing and shuloff rofioss. She has spoken with 10 ompioyecs o Aqua 1o apen FL PSC compiaint
and spart 150 minutes . Sha has, basn 5 bmes buthad nolrecleved 2. Meter axchanged in 0406, Firal read
e 0 was prosmied cal backs bios bl 6 not raciave therm. S has ot teskved 4 comsdted bl s e wes comreted, reads D508 through 06/D8.
recieved shutoff notioes ewsn though the CSRE told har nat to pay rer bl afe actual.
2, She has bean resding ber own mister nd feala iat Aqua's maksr Lisags is wiong, Her melsr wiss changed '3, Moted.
out a& part of the RF campaign in Aprl s she has had sl issoss sincs then, Bk for 20k gaks, 30k 4, Noted.
gele, and 50k gais she calculsted that she usas 12k pais. 5. Neted,
3. Since Sancly Admms got irvolvad sha thinks Aque has besn much balter and she has been happler with 5, SO created 1o bucket test the melsr
e narvics.
*4. She dosa nat use the water for 3ome things but did not mantion water quality spacificalty
5. Sha did et mention the rate case.
. . . 5. 50 created o bucket test the mets:. .
#0 caln Looke 51 E 2t Chulucta  Chisiuota 1. M. Locke ks ot hrappy Wit the senvices; she did mention that the waler qumity hars besn bad for the 20 1. Noled. T x —
R FL 32766 Fyears trot aha ha Bved in Chuluota, She comphiing of 2 retken egg sinell, black water after beng on vacalion; ;2 Noled.
and hesh isstes inchding the deoth of a neighbors pet. 3. Gustomer contacted Calt Carter once in
zm;wmmmwwmwwwrm 2007 dua to low pressure and once i 2008
#1 GAT S@ww Debomh 11740 Brumley A4, - i . - -
{Stafed) Chuluota FL 37755 mmwummmmmmmwwmmmmmwwm Zde :
.but she sans hat the pice has t go Wp.
I — — . ;2 She thinke a high price for quafly water k. understandabie. e
62 CA1Z Swdommso. Ron 492 Ospray Lakas Cir, Chuluota "1 Mr. Santomauro quesiions. why Aqua hao ol been abie 16 fix he issles and why they eek for a rete 1. Notad. Tttt x - Tt
Chulucts FL 32766 incrazss bafore the probleme ane fioed. 2 Wa last our water fracuantly in order to
2 He also would Bice 0 kncw that since there ane kncwn problems why isn the witer tested more oflen. He  mest local
compiainad ahout the small, the sffect on lsndry and faucets, 3annmm 1o customers In
3. Ha aiso manticned the natice of July 3rd which e did nof recieve untl ke in the day evan though the work mmwmhym
wa to start in the moming.
4. He alzc wariad to know whal Chris Franklin meant by Aqua paid 4 fair price for the system and how thal 4R-ponumhﬂ|r
- raistes to saling & to Oviada for 2 prica bated on premian rates, .
+5. Ha doss nal feed that just because thens hasn been a rate case in 15 years that Aqua desarves one since &Nuu .
thay hurs only bean there & years and have not foeed the esues, 7. Noted :
6. Hs worrias about tha heath of his family and mentioned his grandech whose condition worsened when he
visitad.
. N .7 His et moarboned how the: home veles are e ot tobuy. __ S ‘
WCAl3 Wdineh © Cowboy 141 E 29 81, Cheducta' Chulucia 1. Mr. Whilman has cancar eng s dog Ghed of Cancer, b Fas hed 1o repiace the faucets in his housa mmcy 4 1_ Noted T - B -
(R FL 32785 yoars and mentioned that the waier s been bad for 36 years. 2 Nolad
2. Ha mantioned thal when samething braka he has to pay for t mihuding to the fact that Aqua's system is
o . _ N broke and i irying to meke the customens pay for . , ,
$4 CA12 Ungara. Simeon 559 Granils Cir, Chutsota 1."Mr. Ungaro hes only been on the system since Dac. 005, He thinks the rates. arm too figh and is 1. Noted. : ” ’ T " -+ * -
. “Chutuota FL 32766 with the heaith of his. chiliren 2 Nated.
2, He provided picturas of draina and faucets in his housa that wars conaded. His fsfels needed Lo be 3. Noted.
replaced after 2.5 yeacs.
L . —— L. P 3. He would sl his houss if he could 1 get away from the wasr company. — .
05 CATS Humghieey  hchede 141 vy 4% 5t Chuheta 1_Ms Humphrey owirs a sohool in Ciruluota and hag been provided bottke walir by Aqua for the past saveral | 1 Responee in letter ! x -
- Chuhuota FL 327686 months. She woukd Bke Lo know wiry Ihe company el the nesd 1o provide her batlie water but doss not 2. Noted
provide it 1o all the residents. 3. Noted.
2 She hars iwsuss with tolets, faucats and appkances at her achool as wel 4, Notions are distributed b custorners in
3. She v vary concsmed abourt the public safety of the water. accordance wit kocal reguistions,
4. Sha i =50 confursed by the boll waler nctices. & she has been tokd even boiting the water is not safe. 5. Noted
- 'S. Hat test rasults wera enisred into record,
. N T P U - . L _ .
Evan Evans. 39 Vehatesn P, Chuluota. 1, Mr. Evans (husband of Nancy Evans) & alsa unhappy with water guality and talkeed abowt his health 1. Noted N x - H
Oviada FL 37766 problema that he blames on the water, 2 Noled :
2 Ha did mention tht A has been going of for maiy years and hopes that the veater quality gets foced. 3 Motad.
3. He ertered in his private watet teat reoulls o9 an exhitat
Maleigioa . Mathow 180 Gspray Lake | Ghiduota 7. Mir. Matasgna i concamed about tha waler quaély and i affact on his ids. T Hicted. - X - -—=
. Circle, Chuluota FL 2 He alzo mentianed thal he pays 3-4 tmes whet he used to pay in Riverside, He wents o make surs that 2. Noted '
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Overail {Hearing | ‘Gustomer § Ghstomer |.  Address 1 System Name}. Faportad lssue Resofution Sprvsr | Treatm [Fieid - [Biling|MeteriUndo [Sewe/Water 1Adde: [Too  |Muitl calis I8l water {Bifing [Water
Order |Order |- LastTeseh ] MietNane: - F s . 4Cal. {thy tssue (Issue jfesus loume Ir Q d Long [to gat notice stimati Pressu
o ', ) : Back JCSR : Jissue]{lssua {Zero |to fix fresofution [Problam re
I$sue
- 88 CP1 Duvall Maria 203 Velveteen Chuluota 1. Water quality issues: new bom baby 1. Noted
P, Chuluota FL concemed with heafth issues dueto 2. Noted
‘32766 bacteria in water and chemicals;
pediatrician said to "keep him as far
away from the water as possible”

2. Rate increase cormptaint :

X
- 488 CP2  Merod . Deborah S01E3rdSt, Chuluota 1. Water quality issue: sediment, 1. Noted ’ ’ ’ ’ :
B . Chuluota FL black sludge in toilet tanks, corroding 2. Not an "added zero” issue. )
[ 32768 -water heater pipes, replaced toitets Undocumented meter
3 i -and tub, exchange and information was
: .2. Bifling; added 0 error not updated in database. This ’

i 3. Poor customer service: 6 calls o was completed on 07/46/08. A ¢
e resolve revised bill was issued for 93
S 4. Suspects that dog died from water  days of service.

HAS GPEN PUC GOMPLAINT! 3. Issue resclved on 07/16/08,
; 4. Noted

. _ . , L X . X

A : 1

©. FOCP3 Suftvan: Kelly 570 Osprey Chuluota 1. Waler quality: believes that THMis 1. Noted
' . Lake Cir, up again, health issues, coliform 2. Boil water notice process
Chuluota FL bactenia notice, unreliable service meets the expectations set by
32766 2. Late notices 'local authorities.
- . o ‘3. Rate increase complaint ‘3. Noted . . : L 7
<1 CP4 Burns Starlene 605 Osprey ‘Chuluota 1. Billing - cafled CSR to dispute bill, 1. Customer's payment in .
Lake Cir, was told not to pay bill, 2 days later January received after due
Qviedo FL received shutoff notice. "l had fo call  date. A nolice was sent to
32766 the bank over the phone through customer in accordance with
customer service, give them my our processes for past due
account number so my water wasn't  amounts.
shut off: 2. Noted

2. Water quality: insinsates dogs death
and husbands intestinal surgery
resulted from water censumption

X
72CP5  Nicole Robert 168 Osprey  Chuluata 1. Rate complaint: difference in 1. Noted - - i -
Lake Cir, neighborhoods’ rates 2. Noted
1 Chuluota FL 2. Rate increase complaint: base rate 3. Noted
132766 [increase
: I 3. wWater quality: L o . - o . . B x
- T T3CP6 Van Wagnen Heidi a51 E 4th 5t,  'Chuluota 1. Rate increase complaint senior 1. Noted ! T B -
Chutuota FL citizens not able to pay for higher rates 2. Noted
32766 2. Water quality: believes bladder
infection might be tause from water,
insinuates dog's cancer and cat’s ulcer
from water.
X
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32766

calied and were told okd meter was
reading incorrectly. Then fold they
were going to be back-biited for their
consumption in 300 past days b/c

in 05/08 and not updated in
Barmner until 06/08. Customer
received actual bills based on
reads from the old meter. In
07/08 a AUF rep visited the

' meter was wrong. Called and were told: property and confirmed the
bill was 4,800 gal, discennected, called Meter and Radio Frequency

back and were told bill was 55,000 gal,

Ciaim they go through a cycle where

(RF) unit at the property is
consistent with the meter

they receive a bill, cail about it, tofd it is exchange data that was

wrong and new bill will be sent, then
the new bill is higher.

2. Claims put on hold by CSR and
disconnected multiple times. Claims
aqua reps are always rude

updated on the account
4/14/2008 and that the meter
was functioning as designed.
All biling statements issued
from 4/14/2008 are based on
actual readings. The company
has issued a credit in the
amount of $490.43 which
cancels all previous billing.
This leaves the customer with
a balance of $64.71 for current
billing statement (6/13/2008 to
7/15/2008, 32 days of service
for 7,600 gallons).

2. Reviewing calls o determine
if coaching is needed.

Overall [Hearing -Raported lssue Reschution Sprvsr| Treatm [Field. |Bing [} Water
Order |Order ' Call  [thy: . fissue llssué t{Pressu
JBack |CSR - f. C e
T4 CP7 Tingle Michael & 390 Medallion - Chuluota 1. Water quality:odor toilets has rings, 1. Noted
Diana Pl, Chuluota FL ‘tubs have stains, had to purchase 2. Noted
32766 special equipment to use water 3. Undocumented meter
properly, faucet corroston exchange took place in 08/07
2. Rate increase complaint: built a and information was not
'10,000 capacity sewer system for updated in database. This was
1,400 people completed in 02/08. Customer
3. Billing - water consumption jumped estimated bills for 6 months
40% in 1 month, then back down 21%!| were cancelled and billed
L property.
- T5 CP8 Hertick Jennifer & 287 Knot Hole  Chuluota 1, Billing - estimated bill, new meter 1. Meter exchange took place
S ' Scolt Cir, Chuluota FL. installed then received bill over $400,
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Overali |Hearing Reported issue Resolution - Field  |BHlling er{Adde [Too  (Mull calis |Boll water {Billing tWater
Order |Order g Jissus- {Issue Quafitjd jtong {toget -|Estimat| Pressu
: i S T Zero fto fix ‘{resohution. [Problem a re
. .76 CP8 PRISKE  Kristan 278 Knot hole ! Chuluota 1. Water quality: THM notices, 1. Noted
: : ‘cir, Chuluota FL _pregnant and worried about 2. Custorner contacted Call
32786 .miscarriage from THM Center during menths of 02/08
2. Poor customer service .and 03/08. SCC supervisor left
3. Billing - Claim to receive 2-3 bills per several messages for
meonth and every bill was estimated customer to call back to a
until recently. Received bill for 161,500 direct number. Customer did
gal in 1 month. Teld by CSR estimate  not retum call to supervisor.
based on previous years consumption, 3. Undocumented meter
but they have not been there for more  exchange took place in 09/08.
than 1 year. Being back-billed This was not updated in the
4. Rate increase complaint database until 02/08 resulting
in seven months of estimated
biills. [ssue comected and
customer properly billed.
4. Noted
Do i e — o : - — . X
. W CPIG Nease - Steven (Mrs 664 Red Pepper: Chuluota 1. Rate increase complaint 1. Noted o
g - . Nease Loop, Oviedo FL. 2. Water quality: THM causes cancer, 2. Noted
appeared) 32766 claims dog died within year of moving
“in from cancer caused by water, cat
lost all hair, water odor, ¢laims
newborn grandaughter's tumor in '
) mouth is from water.
o Lo e e veryirateupset e P X _
T8 cP1 Tomuno Kristie 412 Empress  Chuluota 1. Water quality: health concems, kids, Open L PS( complant - -
L Ln, Chuluota FL THM may cause Yiver, kidney, or Waiting tor A, Greene
32766 cancer, tubs has rust and silks also response to be consistent
2. Claims inadequate customer service 1. Noted
3. Rate increase complaint 2. Customer contacted Call
4. Billing - usage inconsistency Center several times and her
questions were addressed
3. Noted
4, Customer has been offered
an abatement by Compliance
for $1252 which she accepted.
Customer cpened another FL
PSC complaint on 07/29/08.
. X
78CP12  Armstrong  Shannon 614 White 'Chuluota 1. Water guality: Claims ice maker and 1. Noted T i B T
A Crane Ct, .dishwasher broken due to water;black 2. Noted
Chuluota FL and white gunk, rust, rings in sink, pets
32766 would not drink tap water, water brings
down the equity of home
2. Rate increase complaint
X ;
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$3
b
8o
23
Bg
n
z
-

Xplmpy Inssi awiogsny

res Twwama



8/29/200812:30 PM

Qverall [Hearing |4 -F8ystom Name Reported issve . Resolution Sprvsr, Biting|Mater {Undo | Sewe]Water |Adde Too- jMulti calls JBoll water |Billing
Order |Order 5 ) - Call Issue |!ssue Jcume |r i L -
Back ted - [issue|lssue |Zero [fofix [resolution JProblem
Metar
fssue
80 CP13 Laura Chuluota **Has not resided in Chuluota for last 1. Customer has not contacted
13 months Call Center regarding water
1. Water quality: decreased home quaiity
value 2. Response in letter
2. Rates: why is Oviedo water 3. Customer contactad Call
cheaper? Center once in 2007 and her
3. Poor customner sexvice: Claims no  account question was
one answers emails or calls. ‘answered
4. Billing: doesn't live at home but has 4. FBC and very low monthly
$70 bill consumption (less than 300
5. Rate increase complaint gallons)
e . ‘ o 5. Noted _
_BICP14  Dichk Dan 272 Organza Pl, Chulucta 1. Water quality: black water, green 1. One water quality question
’ stains, clothes stinks after washing reported to Call Center in 2008,
2. Poor cuslomer service: reps Local division contacted
disconnect calls customer
5 2. Customer contacted Call
Center & imes in 2007. Notes
on account indicate customer's
guestions were answered io
L . satisfaction. R o
82CP15  Arallano Michelle Chuluota 1. Water quality: black substance in ' 1. Customer contacted Call
{Alejandro) water, sewage smell from facuets and Center twice in 05/08 for water
washing machine, gave water sample, quality issue. Lines were
makes hair strawlike. ‘flushed by division.
2. Claims contacted Stacey Bames 2. Per S. Bames (AUF
multipte times, toid there was nothing  Customer Manager} As a resull
‘they could do and should buy a of the S/0 her lines were
filtration system flushed. | called her today and
addressed her concems. She
stated she slilt has a sewage
smell and low pressure in her
waler, | placed a called lo the
area supervisor advising him of
the compliant and created a
new LABT 5/0C (889515). |
asked that the customer be
given a call prier to completing
the S/0 so she can be present.
‘83CP16  Adkins Frank(Mrs 559 Nutmeg Gt, Ghulucta 1. Water quality: claims water made 1. No calls to Call Center
' Adkins her baby girl deformed in the mouth,  reporting water quality issues.
] appeared) baby can not eat, needs emergency 2. Customer received 2
help payment arrangements from
2. Claims water was shut off because  Aqua on account (02/2007 and
she was on matemity leave and 07/2007}

couldn't afford bill and Aqua wouldn't
accept partial payment

82 jopz adny
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Gverail | Hearing Address. | System Name] "Reporiedissue “Resofution Sprvst [ Treatm TToo  [Mulfl cais [Boll water |Biling [VWater
Order |Order - B 5 : ' JCall by - Long ‘fto get notice - |Esfimat}Pressu
Back 1CSR o fresohution: [Probiem (e e
- BACP1T  BermeH Carolyn 141 3rd Ct, Chuluota 1. Water quality: over chlorinated 1. Noted - customer has no '
L Chuluota FL 12. Billing: 2 months of high billing, April: callsto Cafl Center regarding
32766 unusually high consumption, water quality issues
inconsistent: $328, next month $47.61 2.Undocumented meter
3. Denied a supervisor by Gloria, no  exchange took place in 03/08.
call back from supervisor This was not updated in the '
database until 02408 resulting '
in twe months of estimated
‘bils. Issue cormected and
custormer propesly bifled,
‘Customer demanded a refund
check for the outstanding
amount to her. Check was
generated on 08/08/08 and
sent to custormner.
3. No notes on account
indicating customer's request
for supervisor call back. Wav
files for calls have expired and
N are ng lenger available.
. ' - . o ~ . L L X X . -
-« . S5 CP18 HMoffmann John & 474 Osprey Chuluota 1. Water quality: ill due to water, 1. Customer contacted Call
Sl Carclyn Lakes Cir, hospitalized, inflamation of the Center on 07/08/08 about
FET Oviedo FL stomach lining, inlargement of bladder;  water quality. Division flushed
S e o .32768 - .. _water odor; faucet coosion lines same day to comect. ———. X - _
BECP19  Humig" Keterna 507 Granite Cir, Chuluota 1. Water quality. THM concemn 1. Customer has not contacted o 1
. s Chulucta FL 2. Billing: inconsistent usage, 20k-90k Cali Center regarding water
32766 gal per bill; high bills quality
2. Custormer's usage spiked in
05/2008 and came back down
again. This is consistent with
prior year usage. Leak
abatement was filed on behalf
of the customer for $282.00
. X
B7CP20  Mokay Ron '624 Red Pepper Chuluota 1. Water quality: corrosion; THM 1. Mr. McKay has not reported T
. C Loop, Oviedo FL complaint; coliform; odor any water quaiity issues to Call
32766 .2. General complaint: customer Center.
service, and billing, reps tefling the 2. Customer has not called into
customers that its always a leak, and  Call Center since 2007.
they have the problem. 3. Noted !
. . I 3. Rate increase complaint L L X
Nalson 475 Granite Cir, Chuluota 1. Billing: bill doubled after new meter 1. Meter exchange took place -
(Dorley) Chuluota FL was installed. in 03/08. Usage is consistent
327668 2. Water gquality: has to clean with prior year
appliances constantly, black 2. No water quality issues
substance, can not use brand new reported te Call Center. Noted
. refrigerator; believes water causing
e . . . Jlness to her and her kids ___ . . . . X — )
-89 CP22  Evans Nancy __Secend time to speak see previ . B} . e o B . - N
. } ¢ 7T_ 0 ¢ o o 1 0 9 .2 1 0
) N o o . 1 1 o ¢ 0 17 o 0 i 1 o
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Chipley

Overall  [Hearin [ Adidross | System Name Reported lssue Resolution Sprvse SewsiWater tAdde {Too J# Bilkng Water
Order g . . .. Cal r jQ d Long -Jto-gat Estimat|Pressu
Order |- ; . “tssueilssue |Zero Jtofix [resolution [Problem {e e
Surny Wood | Diana 2134 SUNNY  SUNNY HILLS 1. Objects to rate inGrease, 1. Noted
Hilis HILLS BLVD. 2. Considering putting in well for 2. Noted.
CHIPLEY FL personal use. 3. Issue reported in 12/07 and
32428 3. Billing 1ssues: received a bill in 01/08. Corrected bill and
March for $484 that was supposedly  issued new one to customer.
actual read; when she called they had 4. Respense needed from
her read the meter and it was wrong.  division
4, Well number 1 taken offline for 5. Response needed from
exceeding contamination levels; is that division
well still offline? If not has in been
tested? How will the iron fevels be
tested, and did they analyze any harm
caused by the high levels of iron?
5. Fire Protection - What has been
done to addrass issue.
Vitale Diane 1685 ROSS  SUNNY HILLS 1. Customer is a realtor and spoke of 1. Noted - B
CT, CHIPLEY prospective home buyers afraid of high 2. Noted
5 FL 32428 hills. 3. Noted
. 2. Thinks rate case is exorbitant. 4. Noted
Thinks an increase is fair but not a high
one.
3. Thinks the company should tighten
belts since they knew when they
purchased that the system was not
“fully built out.
4. Customer suggested billing changes
to save money (every other month,
etc) and thinks that the money for
capital improvements can come from
someone besides the customer.
Puerbeck Robert 1754 SALEM SUNNY HILLS 1. Rates already 0o high; can't sell 1. Noted T ) )
‘DR, CHIPLEY house. 2. FL PSC set up meetings
FL 32428 2. Complained about meeting location 3. FBC (facility base charge)
and time. plus consumption
3. $80 water bill with very fitlle use. 4, Noted,
4. Would like to be able to put in their 5. Noted
awn well and septic system.
5. Thinks company should not get an
- increase since they knew the profit
level when they bought the system.
Comparable water bills are $20 a
. I ____ month. . . . . o
Tracy Lou 3889 Belmar  *SUNNY HILLS 1. Complained about time of meeting. 1. FL PSC set up meetings -
Place, Chipley, 2. Thinks nothing has changed since 2. Noted
FL 32428 last yaar when fried to get same 3. Customer has not reported
: increase approved, water quality issues prior to
: 3. Water quality - Sutfur smell, meeting.
- 4 chloring, color, hardness. 4. Noted.
4. Thinks increase is too much.
h: Jn)
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COverall  [Hearin | Gu Reportad tssue ‘Resolution Sprvse [ Treatm Meter lndo -4 T0o - [Mkifli calls- {Boil water |Biling  |Water
Order 9 .k S C ' Call -ftby K {1s3ug Joume I ~Jrong:jeget - e - |estimat|Pressu
Order | Back |CSR T rited tofbc Fresokition IProblem. fa ro
meter A !
“fissue
Rogers - Branden 3962 Falcon SUNNY HILLS 1. Has had billing issues 1. In read not set up properly.
. . ‘Drive, Chipley 2. Water quality issues - installed Bill corrected from 10/07 to
‘FL 32428 filtration system. 08/08. Refund issued to
3. Softly critical of rate increase. customer on D8/18/08
2. Noted - no previous water
quality issues reported
Rogers Isis 3862 Falcon SUNNY HILLS 1. Billing issues - have had high bills  see above (husband and wife) x N
. Drive, Chipley and gotten resolved.
FL 32428 2. Rate increase complaint
3. Reiatives also had mater read
wrong.
4. Baid customer service was not
.. e — e . . CoOPerAtivE . . .
Richards Lynzee 4091 Waycross SUNNY HILLS 1. Relative from Rogers issue 1, Noted x T - -
Place Chipley, 2. Billing issue - Just moved In in June 2.Customer took awnership of
FL 32428 and was billed for 17k gals when only  property on 02/28/08. In read
use 1700. not correct. Issue cormrected
3. Rude customer service and took a8 and resolved in G6/08.
long time to resolve. 3. SCC Supervisor worked with
customer and provided
frequent updates to customer.
B Waller Lynda “non Aqua "SUNNY HILLS "1, Washington Gounty Planner Do - ) T
: customer 2. Evaluation and Appraisal Report
which looks at infrastructure and
identified senvice problems with Aqua.
Submitted for review.
- o : - 0o 2 1 8 3 00 3.0 0o "0 78 0, 0
© 0 0 4.0 0,0 0 0,0 0 6,0 [ 0o |
. . ¢ 0o 0 0 00 0 0 00 0 TR I
: - 0 2z 1 4 3 @ 8 3 0 _0; 0 . 0 0 o
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Customer Letters
Comp. Exhibit CHF-2, Page 1 of 140

AQUA.

Agua Utifities Florida, Inc. T: 352.787.0980

P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aguautifitiesflorida.com

August 27, 2008

Mr. Charles Thomas
5508 Southwest 69" Terrace
Gainesville, FL 32608-4542

Dear Mr, Thomas:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views-about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service. ‘

At the hearing, you expressed concemn about higher-than-usual water bills in May and June. Your
account indicates that Aqua sent a service technician to your residence to check your meter,
which tested properly, but he discovered a small leak on your property. :

You also noted that you have called customer service multiple times over the past year and asked
fora supemsor to call you back. On behalf of Aqua, I apologize that we did not respond timely
with a supervisor’s call.

You also asked about the quality of your water. At times, we hear concerns about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concem to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not atways provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched. :

An Aqua Amerlca Company
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Customer Letters
Comp. Exhibit CHF-2, Page 2 of 140

Mr. Charles Thomas
August 27, 2008
Page 2

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

I hope this information addresses your concerns to your satisfaction, If you have additional
questions or comuments, please call me or Stacey Barnes at 352,435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 430310 F:352.787.6333
Leesburg, FL 34749 www.aguautititiesfiorida.com

August 27, 2008

Mr. John Mazzerele
7117 Southwest Archer Road, Unit 2802
Gainesville FL. 32608

Dear Mr. Mazzerele:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we've spentto
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systerns in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

I hope this information addresses YOur concems to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352, 435 4043, Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher Franklin

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
R.O. Box 430310 F:352.787.6333 °
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Ms. Melanie Day
5120 Southwest 69" Street
Gainesville, FL. 32608

Dear Ms. Day:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carcfully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you asked the location of our wastewater treatment plant for Arredondo Estates,
which we provided to you immediately; this plant is on Archer Road..

You expressed concern at the hearing about whether your meter was working properly. Your
account shows that Aqua installed a new meter at your home in November 2007, but did not
update the new meter number in our data base. Although we fixed the problem in February, I
apologize for the length of time it took 1o resolve — and that a supervisor did.not return your call
as requested. One of our major initiatives this year has been the installation of radio frequency
(RF) devices and new meters at our customers” homes. The RF device allows all new meters to
be accurately read without entering a customer’s property. While any mass installation of meters
will produce some errors, Aqua has recently installed an audit process to increase accuracy and
reduce errors before they trigger billing problems.

You also asked about the quality of your water. At times, we hear concemns about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
systern where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July | of every year.

An Aqua America Company
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Ms. Melanie Day
August 27, 2008
‘Page 2

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as faste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to instail water filtration at every community well site, But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rafe increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
- chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
- and operating dollars so we can continue to maintain and improve our systems. However, noné
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
“opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America



080121-Ws
Customer Letters
Comp. Exhibit CHF-2, Page 6 of 140

AQUA.

" Agua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 430310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Robert Goetze
5021 Southwest 63rd Court
Gainesville, FL 32608

Dear Mr. Goetze:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
_ appreciate the time you took to-share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you asked about the quality of your water. At times, we hear concemns about
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell. Please be assured that water quality is of critical
concern to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a
great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year,

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
-you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systemns and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure impfovements statewide. Additionally, operating costs such as gasoline and

i r fm P R s
chemicals have continued tc climb. Rate increases provide a way for utilities to recover capital

An Agua America Company
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Mzr. Robert Gostze
August 27, 2008
Page 2

and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043, Thank you for this
- opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

~cc: Christopher H. Franklin, Aqua America
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AQUA.

Actua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautiiitiesflorida.com

August 27, 2008

Ms Maria Hurley
7117 Southwest Archer Road, Unit 2647
Gainesville, FL 32608

Dear Ms. Hurley:

. Thank you for attending your-community’s customer service hearing before the Florida Public
. Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, havc made several
- operational changes to improve our customer service.

At the hearing, you asked about the quahty of your water. At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell, Please be assured that water quality is of critical
concern to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a
great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb, Rate increases provide a way for utilities to recover capital

LA
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rafe increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

* Jack Lihvarcik o
‘Chief Operating Officer -

cc:  Christopher H. Franklin, Aqua America
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AQUA..

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Ms. Tanya McGill Brown
7117 Southwest Archer Road, Unit 2846
Gainesville, FL 32608

Dear Ms. Brown:

Thank you for attending: your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you reported that your sewer overflowed in September 2007. When we reviewed
your account, we confirmed that a service technician had visited your home to resolve the issue
after you called customer service. You also reparted during your testimony that the sewer backup
had recently recurred. Ed Pellenz, Aqua’s operational manager, immediately sent a service
technician to your home, where he found no sign of an overflow. I understand that Mr. Pellenz
gave you his cell phone number so that you could call him immediately if an everflow occurs

again.

You also asked about the quality of your water. At times, we hear concems about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system, Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency fo change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you - to instail water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched. '

An Aqua America Company
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I'hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043, Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
"Chief Operating Officer

¢ Christopher Franklin
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AQUA.

e

Agua Utilities Florida, inc. T: 352.787.0980
P.O. Box 490370 F:352.787.6333
Leesburg, FL 34749 www,aquautilitiesflorida.com

August 27, 2008

Ms. Rachel Stevenson

Ms. Shirley Smith

5020 Southwest 63" Street
Gainesville, FL. 32608

Dear Ms. Stevenson and Ms, Smith:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service. '

At the hearing, Ms. Stevenson, you noted that your sister had received bills based on estimated
meter reads for a long period of time. Your sister’s account now shows that she has received bills
based on actual meter reads since May 2008, and I apologize for our delay in resolving this issue.
Aqua continuously works to improve our billing operations, and we want to ensure that all of our
customers receive accurate, timely bills for the water they use. In fact, we now estimate fewer
than one-and-a-half percent of our Florida bills, down from almost five percent a year ago.
We’ve also installed a procedure that triggers a thorough review of any customer account that is
estimated three times in a row. Based on the results of this investigation — both in the field and in
the office — a customer service representative will fix the account to ensure it reflects actual -
meter reads. It is our objective to sstimate fewer than one percent of all Florida bills once we
have completed our new radio-frequency meter installation program this year.

You expressed some concern about delayed or lack of notice about a water quality emergency.
Certain water quality incidents requite customer notification, and Florida regulations require
Aqua to notify customers through the local media within 24 hours when customers must boil
their water as a precaution before consuming it. Aqua is also currently testing a new system that
would enable us to notify customers by phone. This system could be operational within the next

year.

You also asked about the quality of your sister’s water. At times, we hear concerns about
hardness, calcificafion (a white residue), manganese (which could leave a purple or black ring in

i ' P PR - P N VL I
your toilet), and 2 chlorine taste or smesll, Please be assured that water qualily is of ciitical
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concemn to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a
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great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your sister’s water system. Every
year, Aqua tests more than 6,300 water samples throughout Florida. If you have further questions
about the water quality in the system where she lives, you can visit www.aguaamerica.com and-
view your annual water quality report, which we publish and distribute before July 1 of every
year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water, Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years. '

I hope this information addresses your concems to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Flarida, Inc, T: 352.787.0580
P.O. Box 490310 F. 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Ms. Jo Pilkinton
7117 Southwest Archer Road, Unit 2202
Gainesville, FL 32608

Dear Ms. Pilkinton;

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operatlonal changes to unprove our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
owr Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years,

I hope this information addresses your concerns to your satisfaction, If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043, Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.0. Box 490310 F: 352.787.6333

Leesburg, FL 34749 www.aguautititiesfiorida.com

August 27, 2008

Mr. Lawrence Caruso
5060 Southwest 63" Court
Gainesville, FL 32608

Dear Mr. Caruso:

Thank you for attending your community’s costomer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you reported that you had not received return calls from Aqua’s customer service
representatives. I'm sorry for any confusion, but our records indicate that you have received five
calls from customer service representatives in 2008. :

You also expressed concern about your water meter. We are now installing brand-new meters
that are tested and certified by the manufacturer prior to delivery to Aqua. Other customers have
observed the small dial on the meter moving backwards at times. You might infrequently see the
small dial move a few turns backwards, which could be caused by a sudden drop in system
pressure; rest assured that the meter is manufactured to measure water that moves either toward
your home or away from your home. If water passes from your home back through the meter, the
dial on the meter would move backward, reducing the gallons for which you're billed. You
should know that our meters meet or exceed all industry standards and have a high degree of
accuracy. If you have any questions about your meter, please call Stacey Barmnes, our customer
service manager, at 352.435.4043.

You asked about the quality of your water. At times, we hear concerns about hardness,
calcification (a white residue), manganese (which could Ieave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year. :

An Aqua Ametica Company
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We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you'd like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

You expressed some concern about delayed or lack of notice about a water quality emergency.
Certain water quality incidents require customer notification, and Florida regulations require
Aqua to notify customers through the local media within 24 hours when customers must boil
their water as a precantion before consuming it. Although your pressure may drop as a result of a
main break, flushing or other event, you do not need to boil water unless your water pressure
drops below 20 psi at which time the FDEP requires Aqua to notify customers. Aqua is also
currently testing a new system that would enable us to notify customers by phone. This system
could be operational within the next year.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs, Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide, Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for atilities to recover capital
and gperating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

1 hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Forida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 v aquautilitiesfiorida.com

August 27, 2008

Mr. Harley Hoffman
108 Seminole Drive
Ormond Beach, FL. 32174-5820

Dear Mr. Hofﬁnaﬁ:

Thank you for attending the Palatka customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida {Aqua) pending rate request. We appreciate the
time you took to share your views about Aqua. Please be assured that we have carefully
considered the comments of all who testified and, as a result, have made several 0perat10na1
changes to improve our customer service.

At the hearing, you commented on the quality of your water, At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell. Please be assured that water quality is of critical
concemn to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a
great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. Aqua publishes and distributes an
annual water quality report for all of our water systems; you can view your report at

Www.agquaamerica.cor.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

Please accept my sincere apologies for Aqua’s delay in resolving your billing issues during the
past year. One of our major initiatives has been the installation of radio frequency (RF) devices
and new meters at our customers’ homes. The RF device allows all new meters to be accurately
read without entering a customer’s property. While any mass mstallatmn of meters will produce
some errors, Aqua has recently installed an audit process to increase accuracy and reduce errors
before they trigger billing problems.

An Aqua America Company
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1 also would like to thank you for your compliments about Aqua field representative David
Evans; we have passed those kind words along to Dave.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 1Q years.

I hope this information addresses your concemns to your satisfaction. If you have additional
- questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for thls
opportunity to respond.

Sincerely,

Jack Lihvarcik '
Chief Operating Officer

¢ Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilitles Florida, Inc. T: 352.787.0980
P.O. Box 490310 ‘ F1352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Ms. Nancy Brand

c/o Mr. Orville Baldridge
24823 Pearl Street
Astor, FL 32102

Dear Ms. Brand:

* “Thank you for attending your corumunity’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views — and Orville Baldridge’s views — about
Aqua. Please be assured that we have carefully considered the comments of all who testified and,
as a result, have made several operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However; none
of'the systems Aqua has purchased has had a base rate increase in about 10 years.

I bope this information addresses your concems to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik

Chief Operating Officer

cc:  Christopher H. Franklin, Agua America -

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352,787.0980
RO, Box 490310 F:352,787.6333
Leesburg, Ft 34749 www.aquautilitiesflorida.com

August 28, 2008

Mzr. Russell Moyer
55636 Lee Street
Astor, FL 32102

Dear Mr. Moyer:

Thank you for attending your comumunity’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua, Please be assured that we have
carefulty considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed concern about the water meter at your property. We are now
installing brand-new meters like yours that are tested and certified by the manufacturer prior to
delivery to Aqua. Some customers have observed the small dial on the meter moving backwards
at times. You might infrequently see the small dial move a few turns backwards, which could be
cansed by a sudden drop in system pressure, but rest assured that the meter is manufactured to
measure water that moves either toward your home or away from your home, If water passes
from your home back through the meter, the dial on the meter would move backwards, reducing
the gallons for which youre billed. You should know that our meters meet all industry standards
and have a high degree of accuracy. If you have any questions about your meter, please call
Stacey Barnes, our customer service manager, at 352.435.4043,

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs, Since Aqua acquired -
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvenients statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and i improve our systemns. However none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

You also asked about capital impfovements to the Holiday Haven water system. Aqua has spent

approximately $140,000 on the Holiday Haven water and sewer systems in the past several years
on projects such as meter replacements and new water mains.

An Aqua America Company
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I hope this information addresses your concerns to your satisfaction. If you have additiornal
questions or comments, please call me or Stacey Bames at 352.435.4043, Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Agua Utilities Florida, Inc, T. 352.787.0980
P.C. Box 450310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. John Poitevent
269 River Road
East Palatka, FLL 32131

Dear Mzr. Poitevent:

Thank you for attending your.community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

At the hearing, you commented about the quality of your water, which you said had improved.
At times, we hear concerns about hardness, calcification (a white residue), manganese (which
could leave a purple or black ring in your toilet), and a chlorine taste or smell, Please be assured
that water quality is of critical concern to us. Aqua has one of the nation’s top water quality
laboratories, and we have spent a great deal of time, effort and money to meet state and federal
health and environmental standards. In fact, we meet all state and federal standards in your water
system, Bvery year, Aqua tests more than 6,300 water samples throughout Florida. If you have
further questions about the water quality in the system where you live, you can visit
www.aquaamerica.com and view your annual water quality report which we publish and

distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water, Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to

- improve our water and wastewater systems and to recover operating costs. Since Agua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gascline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Agua America Company
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond. :

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc, T: 352.787.0980
P.O. Box 493310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Bobby Morris
124 Magnolia Drive
East Palatka, FI. 32131

Dear Mr. Morrs:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes {o improve our customer service. :

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA

‘Ih-/
Aqua Utilities Florida, Inc. T: 352.787.0980
RO. Box 490310 F; 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com
August 27, 2008

Mr, Mike Pallone
128 Orange Dr.
East Palatka, FL 32131

Dear Mr. Pallone;

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We

. appreciate the time you took to share your views.about Aqua, Please be assured that we have
carefully considered the ¢omments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you asked if Aqua has in place a disaster recovery plan that describes how we
would restore service if, for instance, your area lost power. Aqua does indeed have a statewide
disaster plan; if you would like to discuss it, please call Candice McClure at 352.435. 4020 and
she’ll schedule a time for us to talk.

You also commented about the quality of your water. At times, we hear concerns about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www aquaamerica.com and view your annual water quality
report, which-we publish and distribute before July 1 of every year. '

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

An Aqua America Company
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chemicals have continued to climb. Rate increases provide 2 way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043, Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik ‘
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Ralph Werkheiser
7017 Silver Lakes Qaks
Palatka, FL 32177

Dear Mr. Werkheiser:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.’

The reason that Aqua has requested a rate increase is to recover the capital we’ve spentto
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide, Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

Attachiment

cc: Christopher H, Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 430310 F:352.787.6332
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Rick Pauilus
24725 Pear] Street
Astor, FL 32102

Dear Mr. Paulus:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comunents, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34748 www.aquautilitiesflorida.com

August 27, 2008 .

M. James Burns
5312 Knight Ave.
Sebring, FL 33875

Dear Mr. Burns:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request, We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you commented on the quality of your water. At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell. Please be assured that water quality is of critical
concern to us. Aqua has one of the nation’s top water quality laboratories, and we have spenta
great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors. But you can rest assured that we test your
water to make sure it is safe, and any calls regarding water quality will receive top priority when

- dispatched. :

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs, Since Aqua acquired

. our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none

of the systems Aqgua has purchased has had a base rate increase in about 10 years, ‘

An Aqua America Company
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I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352,787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 22, 2008

Mrs. Nancy Crooks
4662 Sebring Boulevard
Sebring, FL 33870

Dear Mrs. Crooks:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua, Please be
assured that we have carefully considered the comments of all who testified and, as a
résult, have made several operational changes to improve our customer service.

‘The reason that Aqua has requested a rafe increase is {o recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

I hope this information.addrcs'ses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.

Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Floyd Bernard

Ms. Jane Barnard

13701 Tangelo Street-
Sebring, FI. 33875-9545

Dear Mr. and Mrs. Bernard:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
-carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

At the hearing, you asked Aqua for a check for the remainder of the credit applied to your
account as your refund of interim rates put in place during Aqua’s rate request of last year, which
we later withdrew. Aqua has cut a check for this amount, $126.89, which you may already have
received in the mail. As indicated on the notice we mailed to customers last year, Aqua’s policy
is to credit customers’ accounts for the refund of interim rates unless a customer contacts us to
request a check. :

You also asked about the quality of your water. At times, we hear concems about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system, Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www.aguaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you -
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you - to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quduty will receive top pnomy when mspalcneu

In your testimony, you spoke about low water pressure in your home. Aqua flushes your water

system on a routine monthly basis to maintain water quality, and this flushing decreases the
An Aqua America Company
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pressure slightly — by about five pounds. In late April, a chlorine pump at the treatment plant in
Sebring Lakes malfunctioned, which necessitated more extensive flushing to regulate the
chlorine levels in your water system. Our records do not show any recent incidents in your
system that required a boil-water notice. Although your pressure may drop as a result of a main
break, flushing or other event, you do not need to boil water unless your water pressure drops
below 20 psi at which time the FDEP requires Aqua to notify customers.

You expressed some concemn about delayed or lack of notice about a water quality emergency.
Certain water quality incidents require customer notification, and Florida regulations require
Aqua to notify customers through the local media within 24 hours when customers must boil
their water as a precaution before consuming it. Aqua is also currently testing a new system that
would enable us to notify customers by phone. This system could be operational within the next
year.

The reason that Aqua has requested a raie increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systetns. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years,

I hope this information addresses your concermns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond. '

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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September 17, 2007

Dear Customer:

We are writing to notify you that Aqua Utilities F lorida, Inc. (Aqua) has withdrawn its petition (Docket
No. 060368-WS) for a rate increase with the Florida Public Service Commission. On August, 28, 2007,
the Public Service Commission acknowledged Aqua’s withdrawal of its request and ordered that the
company refund with interest the interim rate increase, which had gone into effect on April 12, 2007

The schedule below shows your system’s previous and interim rates for water service, based on monthly
billing. Aqua’s customer billing will return to the previous rates, as shown below, effective September 20,
2007, and the refund with interest will appear as a credit by no later than your November biil.

SEBRING LAKES MONTHLY WATER RATES

Moter Size Previous Interim

Rates Rates
5/8 X 344 Inch ] 968 § 4737
34 Inch $ 1451 3 71.03
1 inch $ 2417 § 11834
1112 inch H] 4834 § 236.69
2 inch $ 7736 § 37875
3 inch $ 16472 § 757.49
4 jnch $ 24175 § 1,183.61
6 inch. § 48350 § 236717
8 Inch $ ~ % -
10 inch $ ¥

Rates
Tolal consumption - $ 2149 § 10.73

Although we are disappointed with the outcome of the rate case, Aqua remains committed to its future in
Florida. We plan to continue our commitrent to customers through a sustained capital improvement
program, which has already invested approximately $22 million to repair and renovate the state’s water
and wastewater systems since 2003.

Sincerely,
Aqua Utilities Florida, Inc.

1100 Thomas Avenue
Leesburg, Florida 34748
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
2.0. Box 490310 F: 352.787.6333
Leesburg, FL 34749 vwww.aquautilitiesflorida.com

August 27, 2008

Ms. Violet Habel
1180 Josephine Court
Sebring, FI. 33875-9771

Dear Ms. Habel:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years. ‘ '

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Bames at 352.435.4043.
Thank you for this opportunity to respond. '

Sincerely,

Jack Lihvarcik
Chief Operating Officer

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
F.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr, Steve Hinesley
208 Nature Lane
Sebring, FL 33875

Dear Mr. Hinesley:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you asked about the quality of your water, At times, we hear concerns about
hardness, calcification {a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell. Please be assured that water quality is of critical
concern to us. Aqua has one of the nation’s fop water quality laboratories, and we have spent a
great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you - to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched,

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued fo climb. Raté increases provide a way for utilities ta recover capital

An Aqua America Company



080121-ws
Customer Letters
Comp, Exhibit CHF-2, Page 37 of 140

Mr, Steve Hinesley
August 27, 2008
Page 2

and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increage in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua Ametica
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Dr. David Tardiff
13705 Sebring Avenue
Sebring, FL 33875

Dear Dr. TardifF:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, bave made several
operatlonal changes to improve our customer serv1ce

At the hearing, you expressed your disappointment at the date and time of the customer hearing.
Please understand that these hearings are scheduled by the Florida Public Service Commission.
According to state requirements, Aqua printed and mailed notices about the hearings to.our
customers before each hearing, and we purchased ads about the hearings in local newspapers that
cover our service areas. :

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and fo recover operating ¢osts. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 rmlhon for water and

. sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals bave continued to climb. Rate incréases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and i improve our systerns, However, none
of the systems Aqua has purchased has had a base rate increase.in about 10 years. '

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352. 435 4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utllities Florida, Inc. T: 352.787.0980
£.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquadutilitiesflorida.com

August 27, 2008

Ms. Elaine Panozzo
13305 Byrd Street
Sebring, FL 33875-9697

Dear Ms. Panozzo:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commtission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you reported that you received a door tag in April that instructed you to call
Aqua’s customer service. I understand that you called Aqua, and no one got back to you with an
answer. We have reviewed your account and determined that we must have left the door tag by

- accident. I apologize both for this mistake and for no one returning your call,

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 miltion for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb, Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years,

T hope this mformatxon addresses your concerns to your satlsfactmn If you have additional
questions or.comments, please call me or Stacey Bames at 352.435.4043. Thank you for this
opportunity to respond.. .

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Agqua America Company
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AQUA.

Aqua Utilitles Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 27, 2008

Mr. Mike O’Meara
5225 Sebring Lakes Boulevard
Sebring, FL 33871

Dear Mr, O’Meara;

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made s¢veral operational changes to improve our customer service.

At the hearing, you spoke about your billing problem of last year, and I apologize for the
amount of time it took for us to resolve this issue. Aqua installed a new radio frequency
.(RF) meter at your home in April 2007, but the new meter number was never entered into

our database, When we fixed the problem in February 2008, Aqua canceled your bills
from April through February and re-billed you using an actual meter read. Thank you for
your patience.. ' _ '

One of our major initiatives this year has been the installation of RF devices and new
meters at our customers’ homes. The RF device allows all new meters to be accurately
read without entering a customer’s property. While any mass installation of meters will
produce some errors, Aqua has recently installed an audit process to increase accuracy
and reduce errors before they trigger billing problems. :

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
itmprove our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

An Agua Ametica Company
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I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, inc, T: 352,787.0980
P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 - www.aquautilitiesflorida.com

August 28, 2008

. Mr. Gus Alexakos
- 4625 Windy Lane
Zephyrhills, FL 33541

Dear Mr. Alexakos:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to xmprOVc our customer service, |

I am glad that you and your neighbors found my Apnl visit to your homeowners
association meeting helpful, Please. let me know if you would like to schedule another

' 'v151tmtheﬁ1ture T

At the hearing, you asked about the quality of your water. At times; we hear concerns
about hardness, calcification (a white residue), manganese (which could leave a purple or
black ring in your toilet), and a chlorine taste or smell. Please be assured that water
quality is of critical concern to us. Aqua has one of the nation’s top water quality
laboratories, and we have spent a great deal of time, effort and money to meet state and
federal health and environmental standards. In fact, we meet all state and federal
‘standards in your water system. Every year, Aqua tests more than 6,300 water samples
throughout Florida. If you have further questions about the water quality in the system
where you live, you can visit www,aquaamerica.com and view your annual water qua,lrty
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water, Qualities such as taste and
smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us — and you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

An Agua America Company
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At the hearing, you also asked about Aqua’s flushing schedule. We flush the Zephyrhills
system three times a week at 15-minute intervals. _

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs, Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such s gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years. ‘

‘I hope this information addresses your concerns to your satisfaction. If you have
- additional questions or comments, please call me or Stacey Barnes at 352.435,4043,
- Thank 'you for this opportunity to respond. .

Sincerely,

Jack Lihvarcik =
Chief Operating Officer

~cc: Christoplier H. Franklin, Aqua America
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AQUA.

August 28, 2008 : Aqua Utilities Florida, Inc. T 352.787.0980
© PO.Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com
Mr. L. F. Hines
Two Rosalie Qaks Boulevard

Lake Wales, FI 33898

Dear Mr. Hines:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to 1mprove our customer service.

At the hearing, you expressed concern about your meter replacement and several billing issues
you experienced last year. When we replaced your meter, we did not update the new meter
number in our database. After we fixed the problem, Aqua cancelled your incorrect bills and re-
billed you based on the appropriate meter reads. Please accept my apologies for this mistake and
for the length of time it took to resolve your bills. I also apologize that you did not receive a
return call from our Leesburg office, but I understand that Aqua customer service supervisor
Kevin Brown spoke with you several times in December, January and February to address your
concerns. Aqua constantly strives to improve our call center operations. Qur head of training has
attended many of the hearings and is using what she learns to further instruct our customer

service representatlves

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and

- sewer infrastructure improvements statewide, Additionally, operating costs such as gasoline and
chemicals have continued to.climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years. -

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond. :

Sincerely,

U
Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America An Aqua America Company
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AQUA.

Agqua Utilities Florida, Inc. T. 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr, William Liebke
35107 Danny Drive
Zephyrhills, FL 33541

Dear Mr. Liebke:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you referred to paying monthly basic charges even when you are absent. I
understand your concern, and your question is not an uncommon one. T would like to take this
* opportunity to cxplain why you are assessed charges‘ even when you are away.

The water and lines that bring water to your home must be contmually maintained to ensure they
function properly every day. The same is true conceming the wastewater lines that carry sewage
from your home. All utilities face fixed costs to maintain water and wastewater treatment plants,
as well as these lines, to ensure service is available whenever you tum on a faucet or flush a
toilet. While you may not require service every day of the year, service raust be available at your
demand. Most utilities — whether water, electric, or natural gas — operate the same way: A bill
will be issued to the customer for a base charge that represents the costs necessary to maintain
the system and meet its obligation to provide service whenever the customer requires it.

Currently, there is one predominant type of rate structure the Public Service Commission
approves for water and wastewater utilities. Pursuant to the Rule 25-30.437(6), Florida
-Administrative Code, utilities are required to use the base facility and usage charge rate structure,
unless an alternative rate structure is adequately supported. The base facility charge incorporates
fixed expenses of the utility and is a flat monthly charge. This charge is applicable as long as a
person is a customer of the utility, regardiess of whether there is any usage. The usage charge
incorporates variable expenses and is billed on a per 1,000 gallon or 100 cubic-feet basis in
addition to the base facility charge.

This rate structure is the preferred structure for a number of reasons. The base facility charge is
based upon the concept of readiness to serve all customers connected to the system. This type of
structure allows each customer to pay his or her fair share of the costs, regardless of whether the
customer receives residential, commercial, or other type of service. Also, customers that have
high consumption levels have higher bills than those with low consumption levels. By using the
base facility charge rate structure, a utility recovers its fixed costs through the base charge and its
variable costs through the gallonage charge. The base facility charge is applicable to all
customers each month, and the gallonage charge 1s based on each customer’s actual consumption
during the month. An Aqua America Company
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Also, pursuant to Rule 25-30.335(9) of the Florida Administrative Code, if a utility utilizes the
base facility and usage charge rate structure and does not have a Commission-authorized
vacation rate, the utility shall bill the customer the base facility charge regardless of whether
there is any usage. This allows the utility to recover its fixed expenses. Further, Aqua currently
has a Commission-approved tariff on file. According to Rule 30.0, of its Commission approved
tariff:

If service is terminated and resumed at the same address to the same Customer
~within twelve (12) months or less from.the date of termination, a monthly standby
- charge equivalent to the Base Facility Charge, will be collected by the Company
as a condition precedent to restoration of service to that Customer. If the Base
- Facility rate structure is not in effect, one half of thé approved minimiim bill will
~ be charged for each billing period. The standby charge will be collected for each
month, not to exceed twelve (12) months.

" The reason that Aqua has requested a rate increase. is to recover the capital we’ve spent to

" improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had’a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or commerits, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

‘Sincerely,

Jack Lihvarcik
Chief Operating Officer

cC: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilitles Florida, inc. T: 352.787.0980
P.O. Box 490310 F: 352.787.6333
Leeshurg, FL 34749 www.aquautilitiesfiorida.com

" August 28, 2008

Mr., Robert Ellis . -
Ms. Janice Ellis ,
4600 Clarice Avenue -
Zephyrhills, FL 33541

Dear Mr. and Mr. Ellis:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

You asked about the quality of your water and for the results of water tests from last
year’s hearing. At times, we hear concerns about hardness, calcification (a white residue),
manganese (which could leave a purple or black ring in your toilet), and a chlorine taste

. or smell. Please be assured that water quality is of critical concern to us. Aqua has one of
the nation’s top water quality laboratories, and we have spent a great deal of time, effort
and money to meet state and federal health and environmental standards. In fact, we meet
all state and federal standards in your water system. Every year, Aqua tests more than
6,300 water samples throughout Florida. Although we don’t have a record in your
account that you requested test results, you can visit www.aquaamerica.com at any time
to view your annual water quality repoit, which we publish and distribute before July 1 of
every year.

We do realize, however, that meeting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water. Qualities such as taste and
smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us - atid you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

In the past year, Aqua has worked to enhance customer communications; one of our new
initiatives, “Aqua Connects”, is a series of town hall meetings where custorers and Aqua

An Aqua America Company
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can talk face to face about a range of issues. Aqua already has conducted a homeowners
association meeting in Zephyrhills, and we plan to come back in a few months.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs, Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and '
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

-.I hope this information addresses your concerns to your satisfaction, If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity-to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cC: Chﬂstoﬁher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aguautilitiesflorida.com
. August 28, 2008
Ms. Janet McLaurin o
.Four Rosalie Qaks Boulevard
Lake Wales, FL 33898
Dear Ms. McLaurin: . R - ' o

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate

. request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service. -

In your testimony, you expressed concern about the inconvenience of the date and time of
your customer service hearing. Please know that the Commission establishes the date,
time and location of the hearings, and Aqua’s responsibility is to notify our customers.

At the hearing, you also spoke about estimated bills, and a review of your account shows
that you received two estimated bills in the past year and a half. Aqua continuousty works
to improve our billing operations, and we want to ensure that all of our customers receive
accurate, timely bills for the'water they use. In fact, we now estimate fewer than one-and-
a-half percent of our Florida bills, down from almost five percent a year ago. We've also
installed a procedure that triggers a thorough review of any customier account that is
estimated three times in a row. Based on the results of this investigation — both in the
field and in the office — a customer service representative will fix the account to ensure it
reflects actual meter reads. It is our objective to estimate fewer than one percent of all
Florida bills once we have completed our new radio-frequency meter installation program
this year. Aqua installed a new RF meter at your home in July.

You also asked about the quality of your water. At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black
ring in your toilet), and a chlorine taste or smell. Please be assured that water quality is of
critical concern to us. Aqua has one of the nation’s top water quality laboratories, and we
have spent a great deal of time, effort and money to meet state and federal health and
environmental standards. In fact, we meei all state and federal standards in your waier
system. Every year, Aqua tests more than 6,300 water samples throughout Florida. If you

An Aqua America Company
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have further questions about the water quality in the system where you live, you can visit
www.aguaamerica.com and view your annual water quality report, which we publish and
distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water. Qualities such as taste and
smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us —and you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

At the hearing, yoﬁ asked whether-Aqua refunded your interim rate increase when we

. withdrew our rate request last year. Our records show that we credited your account in

November 2007, Your account is ntow even.

“The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million

. for water and sewer infrastructure improvements statewide. Additionally, operating costs
- such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and

-improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction, If you have

additional questions or comments, please call me or Stacey Bames at 352.435,4043.
Thank you for this opportunity to respond. .

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Flarida, Inc, T: 352.787.0980
P.O. Box 480310 F:352.787.6333
Leeskuryg, FL 34749 www.aquautilitiesflorida.com

~ August 28, 2008

- Mr. Mlchacl Flyon :
Five Rosalie Qaks Boulevard
Lake Wales, FL 33898

Dear Mr. Flynn: =~ |

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

At the hearing, you testified about your billing concerns of last summer. As you nOw
know, Aqua replaced your meter in July 2007, but we did not update our data base
properly at the time. Your new meter number did not match the number in our billing
system, and that’s why you received estimated bills. Chris Franklin, Aqua’s reglonal
president, later abated your bill to compensate for your inconvenience.

One of our major initiatives this year has been the installation of radio frequency (RF)
devices and new meters at our customers’ homes. The RF device aliows all new meters to
be accurately read without entering a customer’s property. While any mass installation of .
meters will produce some errors, Aqua has recently installed an audit process to increase

+ accuracy and reduce errors before they trigger billing problems.

On behalf of Aqua, I apologize for our delay in resolving this matter and for the
misconmmunication that resulted in our issuing a shut-off notice while we attempted to
correct your account. Aqua constantly strives to improve our call center operations, Qur
head of training has attended many of the hearings and is using what she learns to further
instruct our customer service representatives.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million .
for water and sewer infrastricture improvements statewide. Additionally, operating costs

An Aqua America Company
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such as gasoline and chemicals have continued to climb. Rate increases provide a way for

utilities to recover capital and operating dollars so we can continue to maintain and

- 1mprove our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years. :

I hope this information addresses your concems to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043,
Thank you for this opportunity to respond,

Sincerely,

Jack Lihvarcik
Chief Operating Officer

e’ Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilitles Florida, Inc. T: 352.787.0980

P.O. Box 490310 F; 352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

. Mr. and Mrs. Jim Pierce -

67 Rosalie Oaks Boulevard -

Lake Wales, FL 33898 -

Dear Mr. and Mrs. Pierce:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida {Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have

- carefully considered the.comments of all who testified and, as a result, have made several
‘operational changes to improve our customer service. .

At the hearing, you referred to paying monthly basic charges even when you are absent. [
understand your concern, and your question is not an uncommon one. I would like to take this
opportunity to explain why you are assessed charges even when you are away.

The water and lines that bring water to your home must be continually maintained to ensure they
function properly every day. The same is true concerning the wastewater lines that carry sewage
from your home. All utilities face fixed costs to maintain water and wastewater treatment plants,
as well as these lines, to ensure service is available whenever you turn on a faucet or flusha
toilet. While you may not require service every day of the year, service must be available at your
demand. Most utilities — whether water, electric, or natural gas — operate the same way: A bill
will be issued to the customer for a base charge that represents the costs necessary to maintain
the system and meet its obligation to provide service whenever the customer requires it,

Currently, there is one predominant type of rate structure the Public Service Commission
approves for water and wastewater utilities. Pursuant to the Rule 25-30.437(6), Florida
Administrative Code, utilities are required to use the base facility and usage charge rate structure,
unless an alternative rate structure is adequately supported. The base facility charge incorporates
fixed expenses of the utility and is a flat monthly charge. This charge is applicable as long as a
person is a customer of the utility, regardless of whether there is any usage. The usage charge
incorporates variable expenses and is billed on a per 1,000 gallon or 100-cubic-feet basis in
addition to the base facility charge.

An Aqua America Company
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This rate structure is the preferred structure for a number of reasons. The base facility charge is
based upon the concept of readiness to serve all customers connected to the system. This type of
structure allows each customer to pay his or her fair share of the costs, regardiess of whether the
customer receives residential, commercial, or other type of service. Also, customers that have
high consumption levels have higher bills than those with low consumption levels. By using the
base facility charge rate structure, a utility recovers its fixed costs through the base charge and its
variable costs through the gallonage charge. The base facility charge is applicable to all
customers each month, and the gallonage charge is based on each customer’s actual consumption

during the month.

Also, pursuant to Rule 25-30.335(9) of the Florida Administrative Code, if a utility utilizes the
- base facility and usage charge rate structure and does not have a Commission-autharized
vacation rate, the utility shall bill the customer the base facility charge regardless of whether
there is any usage. This allows the utility to recover its fixed expenses, Further, Aqua currently
has a Commission-approved tariff on ﬁle According to Rule 30.0, of its Commission approved

tariff:

If service is terminated and resumed at the same address to the same Customer
within twelve (12) months or less from the date of termination, a monthly standby
charge equivalent to the Base Facility Charge, will be collected by the Company
as a condition precedent to restoration of service to that Customer, If the Base
Facility rate structure is not in effect, one half of the approved minimum bill wilt
be charged for each billing period. The standby charge will be collected for each
month, not to exceed twelve (12) months.

You also asked about the quality of your water. At times, we hear concerns about hardness,

- calcification (a white residue), manganese (which could leave a purple or black ring in your
toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to
us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of
time, effort and money to meet state and federal health and environmental standards. In fact, we
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the
system where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualitics such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
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you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

- chemicals have continued to climb, Rate increases provide a way for utilities to recover capital
and operating dollars so:we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years,

I hope this information addresses your concems to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352. 435 4043 Tha.nk you for thls
opportumty to respond '

Smcerely,

Jack Lihvarcik-
- Chief Operating Officer -

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980

P.O, Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesfiorida.com

August 28, 2008

Mr. Charles Bleam, Jr.
502 Windermere Drive
Lakeland, FL 33809-3361

Dear Mr. Bleam:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to shate your views about Aqua, Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service. - .

At the hearing, you expressed concern about fluctiations in your bills. Your billing cycle can
~ range in length between 28 and 35 days, depending on staff schedules, and thIS variance can
change your bll[ amount ffom one month to fhe next. '

You also spoke about interim rates, which are approved by the Florida Public Service
Commission. These interim rates enable a utility to begin charging at an increased rate during the
review and deliberation penod ofa pendmg rate request.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerms to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bamnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980

P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr. William Webb
74 Rosalie Oaks Boulevard
Lake Wales, FL 33898

Dear Mr. Webb:

Thank you for attending your community’s customer service hedring before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service. :

At the hearing, you reported that you had not received a refund for Aqua’s interim rates last year.
We reviewed your account and found that you received a credit for $214.70 last November.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired -
‘our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
' sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for lltllltles to recover capital
and operating dollars so we can continue to maintain and i unprove our systems. However, none
of the systems Aqua has purchased has had a base rate mcrease in about 10 years.

I hope this information addresses your concems to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043, Thank you for this
oppoertunify to respond. .

Sincerely,

Jack Lihvarcik
Chief Operating Officer

Wi leva

ce Christopher H. Franklin, Aqua America

An Aqua Ameﬂca Company
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AQUA.

Aqua Utllities Florida, Inc. T: 352.787.0980
P.O. Box 490310 : F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

-August 28, .2008.

Mr. James Harwell
56 Rosalie Oaks Boulevard
Lake Wales, FL 33898

Dear Mr. Harwell;

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testxﬁed and, as a result, have made several
operational changes to improve our customer service. .

At the hearing, you asked about the quality of your water. At times, we hear concerns z2bout’
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilef), and a chlorine taste or smell. Please be assured that water quality.is of critical
concern to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a
great deal of time, effort and money to meet state and federal health and environmental

. standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you — to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.

I am sorry for any misunderstanding regarding your valve replacement, but our records do not
show any calls from you about this issue.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to

improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and

An Aqua America Company
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sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and -
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none

of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Jack Lihvarcik
Chief Operating Officer

¢¢:  Christopher H. Franklin, Aqua America
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AQUA

Aqua Utllities Florida, Inc, T; 352.787.0980
P.O, Box 490310 F:352,787.6333
Leesburg, FL 34749 www.aguautilitiesflorida.com

August 28, 2008

M. and Mrs. Charles Bass
78 Rosalie Oaks Boulevard
- Lake Wales, FL 33898.

Dear Mr. and Mrs. Bass:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several

- operational changes to 1mprovc our customer serv1ce

At the hearing, you referred to paymg a monthly basic charge even you were absent. [ understand
your concemn, and your question is not an uncommon one. I would like to take this opportumty to
explain why you are assesscd charges even when you are away.

The water and lines that bring water to your home must be continually maintained to ensure they
function properly every day. The same is true concerning the wastewater lines that carry sewage
from your home. All utilities face fixed costs to maintain water and wastewater treatment plants,
as well as these lines, to ensure service is available whenever you turn on a faucet or flush a
toilet. While you may not require service every day-of the year, service must be available at your
demand. Most utilities — whether water, electric, or natural gas — operate the same way: A bill
will be issued to the customer for & base charge that represents the costs necessary to maintain
the system and meet its obligation to provide service whenever the customer requires it.

Currently, there is one predominant type of rate structure the Public Service Commission
approves for water and wastewater utilities. Pursuant to the Rule 25-30.437(6), Florida
Administrative Code, utilities are required to use the base facility and usage charge rate structure,
unless an alternative rate structure is adequately supported. The base facility charge incorporates
fixed expenses of the utility and is a flat monthly charge. This charge is applicable as long as a
person is a customer of the utility, regardless of whether there is any usage. The usage charge
incorporates variable expenses and is billed on a per 1,000 gallon or 100-cubic-feet basis in
addition to the base facility charge.

An Aqua America Company
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This rate structure is the preferred structure for a number of reasons. The base facility charge is
based upon the concept of readiness to serve all customers connected to the system. This type of
structure allows each customer to pay his or her fair share of the costs, regardless of whether the
customer receives residential, commercial, or other type of service. Also, customers that have
high consumption levels have higher bills than those with low consumption levels. By using the
basg facility charge rate structure, a utility recovers its fixed costs through the base charge and its
variable costs through the gallonage charge. The base facility charge is applicable to all
customers each month, and the gallonage charge is based on each customer’s actual consumptlon

during the month.

Also, pursuant to Rule 25-30.335(9) of the Florida Administrative Code, if a utility utilizes the
base facility and usage charge rate structure and does not have a Commission-authorized
vacation rate, the utility shall bill the customer the base facility charge regardless of whether
there is any usage. This allows the utility to recover its fixed expenses. Further, Aqua currently
‘hasa Comm1ss;on-approved tariff on ﬁle According to Rule 30.0, of its Commission approved

tariff: -

If service is terminated and resumed at the same address to the same Customer
within twelve (12) months or less from the date of termination, a monthly standby
charge equivalent to the Base Facility Charge; will be collected by the Company
as a condition precedent to restoration of service to that Customer. If the Base
Facility rate structure is not in effect, one half of the approved minimum bill will
be charged for each billing period. The standby charge will be collected for each

- month, not to exceed twelve (12) months,

At the hearing, you also asked about the quality of your water. At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in
your toilet), and a chlorine taste or smell. Please be assured that water quality is of critical
concern to us. Aqua has one of the nation’s top water quality laboratories, and we have spent a

- great deal of time, effort and money to meet state and federal health and environmental
standards. In fact, we meet all state and federal standards in your water system. Every year, Aqua
tests more than 6,300 water samples throughout Florida. If you have further questions about the
water quality in the system where you live, you can visit www.aquaamerica.com and view your
annual water quality report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards dees not always provide you
with the aesthetic qualities you'd like from your water. Qualities such as taste and smell have a
tendency to change based on many different factors, and, as you might imagine, it would be
extremely costly for us — and you - to install water filtration at every community well site. But
you can rest assured that we test your water to make sure it is safe, and any calls regarding water
quality will receive top priority when dispatched.



080121-Ws
Customer Letters
Comp. Exhibit CHF-2, Page 62 of 140

Mr. and Mrs. Charles Bass
August 28, 2008
Page 3

The reason that Aqua has requested a rate increase is to recover. the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our. Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

| hbpe this information addresses your concerns to your satisfaction. If you have additional
questions or comments, pIease call me or Stacey Bames at 352.435,4043, Thank you for this

_opportunity to respcmd ‘

Smcerely,

Jack Lihvarcik
- Chief Operating Officer

cc: Christopher H: Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Ms. Tareesa Coletti
123 Hamlin Street
Winter Haven, FL 33880

Dear Ms. Coletti:

. Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua} pending rate
request. We appreciate the time you took fo share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua

- acquired our Florida water systems in 2003 and 2004; we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base .
rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or commerits, please call me or Stacey Barnes at 352.435.4043.

Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Aqua America Company
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August 28, 2008

Mr. Gary McKnight
540 Windermere Drive
Lakeland, FL. 33809

Dear Mr. McKnight:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

At the hearing, you asked about the quality of your water. At times, we hear concerns
about hardness, calcification (a white residue), manganese (which could leave a purple or
black ring in your toilet), and a chlorine taste or smell. Please be assured that water
quality is of critical concern to us. Aqua has one of the nation’s top water quality
laboratories, and we have spent a great deal of time, effort and money to meet state and
federal health and environmental standards. In fact, we meet all state and federal
standards in your water system. Every year, Aqua tests more than 6,300 water samples
throughout Florida. If you have further questions about the water quality in the system
where you live, you can visit www.aquaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water. Qualities such as taste and
smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us — and you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
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acquired our Florida water systers in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recaver capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Bames at 352.435.4043,
Thank you for this opportunity to respond.

Sincerely,

" Jack Lihvarcik
Chief Operating Officer

r

cc: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utliities Florida, Inc, © T:352.787.0980
P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr. Walter Tomczak
33338 Fairway Road
Leesburg, FL 34788

Dear Mr. Tomczak:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comtments of all who testified and, as a result, have made several
operational changes to improve our customer service. '

At the hearing, you expressed concern about fluctuations in your monthly water use during the
past year. As you know, Aqua field service representatives have visited your home to review
your irrigation use and to take daily meter reads to ensure the accuracy of your meter. Although
we could not determine any errors in your meter reads or your billing, Aqua has credited your
account for $40.85 as a courtesy. We also reviewed your consumption history, which indicates
significant spikes in your water use in June 2007 and June 2008, perhaps due to heavy irrigation.

You also asked about the quality of our meters, which meet industry standards before they leave
the manufacturer. Aqua replaces meters due to age every ten years as required by tariff rules,

The reason that Aqua has requested a rate increase is to recover the capital weve spent to -
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating.dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America An Aqua Amerlca Company
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AQUA.

Aqua Utilities Florida, tnc. T: 352.787.0980
P.O.Box 490310 F:352.787.6333
Leesburg, FL. 34749 www.aguautilitiesflorida.com

August 28, 2008

Ms. Jean Haggerty
31650 Imperial Drive
Tavares, FL 32778-4709

Dear Ms. Haggerty:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua} pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 mijllion for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.,4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Agua America Company -
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AQUA.

Agqua Utilities Florida, Inc, T: 352,787.0980
P.C, Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Ms. Madalyn Martin
36604 Skycrest Boulevard
Fruitland Park, FL 34731-5436

Dear Ms. Martin:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our-customer service. '

At the hearing, you described your experience with a water leak. Our records do indicate that you
reported the leak on June 21, 2007 and that Aqua repaired the leak the next day. Aqua also
abated part of your water bill. I apologize that you did not receive a return call from a customer
service supervisor when you asked for one.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities fo recover capital
and operating dollars so we can continue fo maintain and improve our systems, However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concems to your satisfaction, If you have additional
questions or comments, pléase call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik - |
Chief Operating Officer :

cc:  Christopher H. Franklin, Aqua America
’ An Aqua America Company
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AQUA.

Aqua Utilities Florida, inc. T. 352.787.0980
P.O. Box 490310 F:352.787.6333
teesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr. John Barzyk
2510 Loch Ness Court
Leesburg, FL 34788-7690

Dear Mr, Barzyk:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increasc in about 10 years.

I hope this information addresses your concermns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utlities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F.352.787.6333
Leesburg, FL 34749 ) www.aquautilitiesflorida.com

August 28, 2008

Ms. Theresa Mauriel!
9820 Fore Road
Leesburg, FL 34788-3644

Dear Ms. Mauriell:

Thank you for attending your community's customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you reported that Aqua recently had replaced your water meter several times. Qur
records show that we replaced your meter in June 2007, which was likely due to a random
quality check as part of last year's rate case. In March 2008, Aqua installed a new, radio-
frequency meter at your home. The R¥ device allows all new meters to be accurately read
without entering a customer’s property.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired

“our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can confinue to mainfain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

G
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Chief Operating Officer
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H

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Agua Utilities Florida, Inc. T: 352.787.0980
P.Q. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr. James Spiker
34052 Matthews Cove
Leesburg, FL 34788-3697

Dear Mr. Spiker:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result have made several
operational changes to improve our customer service,

At the hearing, you expressed concern that your water use fluctuates throughout the year. Qur
customer service department reviewed your account and found that your consumption spikes at
times, but your use appears to follow a consistent pattern from year to year. Should you have any
questions, please call us at 352.435.4043.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc., T: 352.787.0980
P.O. Box 450310 F:352,787.6333
Leesburg, FL 34749 www.aquautilitfesflorida.com

August 28, 2008

M:s. Erica Skipper
11440 County Road 675
Webster FL 33597

Dear Ms. Skipper:

Thank you for attending your community's customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be agsured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you commented on the quality of your water. Please be assured that water quality
is of critical concern to us. This summer, Aqua installed a brand new water treatment plant and
new filters in the Woods to address water quality issues in your area. We believe we're on the
path toward resolving these issues soon., Aqua has one of the nation’s top water quality
laboratories, and, every year, we test more than 6,300 water samples throughout Florida. If you
have further questlons about the water quality in the system where you live, you can visit
www.aquaamerica.com and view your annual water quality report which we publish and
distribute before July'1 of every year.

You also expressed concern about Aquds gasoline use during this period of higher gas prices. In
fact, because of our cost-conscious management, the total number of miles driven by Aqua
employees IN FLORIDA this year is lower than the comparable period in 2007. You also asked
how Aqua determined the amount of your refund for interim rates last year; we calculated your
refund based on the difference between your old and new (interim) rates and added interest.

The reason that Aqua has requested a rate increase is to recover the capital weve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide, Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years,

An Aqua America Company
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I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

. Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.C. Box 490310 F:352.787.6333
August 28, 2008 Leesburg, FL 34749 www.aquautiiitiesflorida.com

~ Ms. Gigi Iman
11448 County Road 675 W
Webster, FL 33597

Dear Ms. Iman;

Thank you for attending your community's customer service hearing before the Florida Public
Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

At the hearing, you commented on the quality of your water. Please be assured that water quality
is of critical concern to us. This summer, Aqua installed a brand new water treatment plant and
new filters in the Woods to address water quality issues in your area. We believe wére on the
path toward resolving these issues soon. Aqua has one of the nation’s top water quality
laboratories, and, every year, we test more than 6,300 water samples throughout Florida. If you
have further questions about the water quality in the system where you live, you can visit
www.aquaamerica.com and view youir annual water quality report, which we publish and
distribute before July 1 of every year.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this

opportunity to respond.

Sincerely,

v

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T. 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Ms. Kathy Bowden
30150 Sand Bunker Lane
Sorrento, FL 32776

Dear Ms. Bowden:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views ahout Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

As you learned at the hearing, your system - the Fairways - is not included in Aqua’s pending rate
request. I apologize for the misinformation you received when you called to confirm this matter.

You also expressed some concern that Aqua had placed a boil water notice in your mailbox, and
we have instructed our employees to place these types of notices on your door in the future. I
also apologize that our customer representative did not adequately respond to your questions
about the notice when you called Aqua. Certdin water quality incidents require customer
notification, and Florida regulations require Aqua to notify customers through the local media
within 24 hours when customers must boil their water as a precaution before consuming it. We
_distributed a notice at your home as an additional effort, beyond what we are required to do, to
inform you and your neighbors, Aqua is also currently testing 2 new system that would enable us
to notify customers by phone. This system could be operational within the next year.

I was glad to hear you say that you usually find our customer call center helpful and that you
enjoyed our Aqua Connects town hall meeting.

The reason that Aqua has requested a rate increase is to recover the capital we've spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating doliars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years. -

An Agua America Company
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I'hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 28, 2008

Mr. Don Martin
31629 New India Avenue
Taveres, FL 32778

Dear Mr. Martin:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital weve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and

_sewer infrastructure iniprovements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years,

At the hearing, you commented on Aquas émployment of Troy Rendell, who previously had
worked with the Florida Public Service Commission. Aqua hired Mr. Rendell for his extensive
expertise and impeccable ethics - all of which will help us better meet the high standards set
forth by the commission.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Bames at 352.435.4043. Thank you for this
opportunity to respond,

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America

An Aqua Amerlca Company
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ACUA.

Aqua Utilittes Florida, Inc. T 352.787.0980
PO, Box 490310 F:352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com’

August 29, 2008

Mr. Robert Murray
504 Yellow Tail Place
Chuluota, FL 32766

Dear Mr, Murray:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed concern about your bill being too high. Aqua has determined that
your service had been set up incorrectly for a two-inch meter instead of a 5/8-inch meter. We
corrected this error, cancelled your previous bills and re-billed your account based on the correct
meter size. I apologize for this error. I am also sorry that you did not receive a return call from a
supervisor as you requested.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years..

Again, thaok you for attending the Oviedo customer service heanng last month. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.

Sincerely,

Jack Lihvarcik

e ™ WY S -ﬂ': cer
Chief 0y0181115 11ICET

ce:  Christopher H. Franklin, Aqua America

An Aqua America Company
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ACUA.

Agua Utilities Florida, Inc. T. 352.787.0980
PF.O. Box 490310 F:352.787.6333

Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Marlene Haas
200 West Third Street
Qviedo, FL. 32766

Dear Ms. Haas:

" Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that’
we pull from the wells in your area, and several long-term residents have testified that the
‘community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress. '

At the hearing, you also reported low water pressure at your home. An Aqua field technician
visited your home in the spring to investigate the cause of this problem, and he determined that
your water filter was clogged. He purchased and replaced the filter to solve the problem.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

An Aqua America Company
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chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc! Christopher H. Franklin, Aqua Ametica
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida,.com

August 29, 2008

Ms. Susan Mortenson
430 East Fifth Street
Chuluota, FL 32766

Dear Ms. Mortenson:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida {Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed your concern at Aqua’s recent inadvertent shut-off of your water
service. I understand your frustration, and I apologize for our error and for our delay in restoring
service. Aqua constantly strives to improve our call center operations. Our head of training has
attended many of the hearings and is using what she leamned to further instruct our customer
service representatives.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that your water challenges are ours to resolve. :

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA.
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Qviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

An Aqua America Company
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chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years,

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would hke
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Wtilities Florida, inc, T. 352,787.0980
P.O. Box 490310 F. 352.787.6333
August 29, 2008 Leesburg, FL 34749 www,aquautifitiesflorida.com

Mrs. Diane Twiford
334 Velveteen Place
Qviedo, FL 32766

Dear Mrs. Twiford:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operatlonal changes {o improve.our
customer service. .

1 would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and severa! long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide, Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Agqua Utilities Florida, Inc. T. 352.787.0980
P.O. Box 490310 F:352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr. and Mrs. Evan Evans
319 Velveteen Place
QOviedo, FL 32766

Dear Mr. and Mrs, Evans:

Thank you for attending the Oviedo customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. Although our
records indjcate that you are no longer a customer of Aqua, we appreciate the time you took to
share your views.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chulucta. Many of these challenges result from the general quality of water that
we pull from the wells in your atea, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years, Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve,

Earlier this year, the new treatment process at our Chuluota water treatment plant produced thie
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and 1o recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

An Aqua America Company
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Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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ACQUA.

Aqua Utilities Florida, Inc. T 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Hope Witt
240 East Sixth Street
Chuluota, FL 32766

Dear Ms, Witt;

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service.

I'would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent, to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 1f you have additional questions or would 11ke more
information. Thank you for this opportunity to respond to your concems.

Sincerely,

A\
Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
An Agua America Company
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Aqua Utilities Florida, Inc, T: 352.787.0980
P.O. Box 490310 F:352,787.6333
Leesburg, FL 34749 www.aguautilitiesflorida.com

August 29, 2008

Ms. Melissa Davis
286 Velveteen Place
Oviedo, FL 32766

Dear Ms, Davis:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilitics Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of ali who testified and, as a result, have made several
operational changes to improve our customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the -
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve, '

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we're on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water freatment plant,
We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

An Aqua America Company
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Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Yack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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ACUA.

Lo

Agua Utilities Florida, Inc, T: 352.787.0980
P.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aguautititesflorida.com

August 29, 2008

Ms. Rita Fuston
400 East Fourth Street
Chuluota, FL 32766

Dear Ms. Fuston:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request, We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

First, please accept my apologies that you received a letter recently about billing for sewer
service. When your development was built, some customers were cornected to the public sewer
system within the same neighborhood as those on septic systems, Qur letter was an effort to
update our records and activate billing for all of our sewer customers.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota, Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we're on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant. .
We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent fo

improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and

An Aqua America Company
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sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like

more information, Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc, T. 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mrs, Barbara Barretta
336 Osprey Lakes Circle
Chuluota, FL 32766

Dear Mrs, Barretta:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua, Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed concern about your monthly bills, and our customer service
department has reviewed your account. Although we did not determine any discrepancies in your
billing, we have abated your account by $222. '

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from QOviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and -
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

An Aqua Amerlca Company




030121-Ws
Customer Letters
Comp, Exhibit CHF-2, Page 92 of 140

Mrs. Barbara Barretta
August 29, 2008
Page 2

chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua UtHities Florida, Inc. T: 352.787.0980
August 29, 2008 P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

Ms. Barbara Locke
51 East Second Street
Chuluota, FL 32766

Dear Ms. Locke:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you fook to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service,

I would like to assure you that Aqua's water quality experts, Florida management team, engmecrs and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota,
Many of these challenges result from the general quahty of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs), We must produce an average of four consecutive quarters of samples under
the MCL in order to regzin environmental compliance with EPA standards, and we believe we're on our
way. We are also investigating the construction of a pip¢line from Oviedo that could supply water from
their new $16 million water treatment plant. We will contmue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide, Additionally, operating costs such as gasoline and chemicals have continued to
climb, Rate increases provide 4 way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems, However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concemns.

Sincerely,

Jack Lihvarcik
Chief Operating Qfficer

cc: Christopher H, Franklin, Aqua America
An Aqua America Company
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ACUA.

Aqua Utilities Flotida, Inc. T. 352.787.0980
P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Deborah Schafer
1740 Brumley Road
Chuluota, FL 32766

Dear Ms, Schafer;

Thank you for attending the Oviedo customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. Atthough our
records indicate that you are not an Aqua customer, we appreciate the time you took to share
your views,

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in
your area, and several long-term residents have testified that the community has struggled with
water quality for as long as 30 years. Regardless, Aqua understands that Chuluota’s water
challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.

Please call me at 352.435.4043 if you have additional questions or would like more information.

Sincerely,

Jack Lihvarcik

[ T T L A T MER~
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cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr, Ron Santomauro
492 Osprey Lakes Circle
Chuluota, FL 32766

Dear Mr. Santomauro:

Thank you for attending your commmunity’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua.

I would like to assure you that Aqua’s water quality experts, Florida management team, -
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chﬁluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant lovel) of less than 80 parts per
million for total trihalomethanes (TTHMSs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

At the hearing, you asked what Chris Franklin, Aqua’s regional president, meant by the
“purchase of Chuluota’s water system at a fair price”. That means that Aqua did not pay a
premium for the system. We paid for the system’s assets based on their original cost at the time
they were built, with an allowance for depreciation over time.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionaily, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Aqua America Company
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc, T: 352.787.0980
£.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr. Cowboy Witman
141 E. 2™ Street
Chuluota, FL. 32766

Dear Mr. Witman:

Thank you for attending your cornmunity’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service.,

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at otr Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from .
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems, However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

v

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T. 352.787.0980
P.O. Box 490210 F.352.787.6333
August 29, 2008 Leesburg, FL 34749 www.aquautilitiesflorida.com

Mz, Simeon Ungaro
559 Granite Circle
Chuluota, FL. 32766

Dear Mr. Ungaro:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request, We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as 2 result, have made several operational changes to improve our
customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMs), We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water

. systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating doilars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Likwarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA

Aqua Utilities Florida, Inc. T 352.787.0980
P.O. Box 490310 F: 352.787.6333
August 29, 2008 Leesburg, FL 34749 www.aquautilitiesflorida.com

Ms, Michelle Humphrey
141 West Fourth Street
Chuluota, FL 32766

Dear Ms, Humphrey:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to itnprove our
customer service. '

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes {TTHMs). We must produce an average of four consecutive quatters of samples under -
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systemns and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua hags purchased have
had base rate increases in about 10 years.

Please call me or Stacey Bamnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Frankiin, Aqua America

An Aqua America Company
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ACQUA.

Aqua Utiiities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F;352.787.6333
August 29, 2008 Leesburg, FL 34743 www.aquautilitiesflorida.com

Mr. Matthew Malaspina
169 Osprey Lake Circle
Chuluata, FL 32766

Dear Mr. Malaspina:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years, Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we're on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years. ‘

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Agua Utilities Florida, inc. T: 352.787.0980
August 29, 2008 : P.O. Box 430310 F:352.787.6333
Leesburg, Fl. 34749 wenw_aquautilitiesflorida.com

Ms. Maria Chiles
203 Velveteen Place
Chuluota, FI. 32766

Dear Ms. Chiles:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made scveral operational changes to improve our
customer service. : ' '

Fwould like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL {maximum contaminant level) of less than 30 parts per million for total
trihalomethanes (TTHMs). We miust produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure -
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide = way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua UHilities Florida, Inc. T: 352.787.0980

P.O. Box 490310 F:352.787.6333
Leesburg, FL 34743 www.aquautilitiesflorida.com

August 29, 2008

Ms. Deborah Herod
501 East Third Street
Chuluota, FL 32766

Dear Ms, Herod:

Thank you for attending the Oviedo customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the
time you took to share your views about Aqua.

[ would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction ofa
pipeline from Oviedo that could supply water from their new $16 million wafer treatment plant.

We will continue to update you on our progress.

At the hearing, you testified about your billing concergs. Our customer service department has
reviewed your account, which shows that Aqua replaced your meter in March 2008, but we did
not update our database properly at the time. Your new meter number did not match the number
in our billing system, and that’s why you received estimated bills. Aqua resolved this issue in
July 2008, cancelled your previously estimated bills, and re-billed your account based on your
new meler reads. I apologize for our érror and for the length of time before we fixed the problem.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Aqua America Company
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc, T: 352.787.0980
P.Q. Box 490310 F:352.787.6333
Leesburg, Ft 34749 www,aquautilitiesflorida.com

August 29, 2008

Ms. Starlene Burns
605 Osprey Lake Circle
Chuluota, FL 32766

Dear Ms. Bums:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service. :

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community bas struggled with water quality for as Jong as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve,

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample mecting the federal MCL {maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we're on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

You also expressed your concem about receiving a shutoff notice from Aqua despite
arrangements you had made with a customer service representative. It is Aqua's policy to issue
such notices when an account with a high balance is past due, and the notice that you received
was mailed prior to your conversation with customer service. We apologize for any
inconvenience caused to you as a result of that experience.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Flonda water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and

An Agua America Company
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chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

"Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Agqua Utifities Florida, Inc. T: 352.787.0980
~ P.C. Box 490310 F.352.787.6333
August 29, 2008 Leesburg, FL 34749 www.aquautilitiesflorida.com

Mr. Robert Nicola
168 Osprey Lake Circle
Chuluota, FL 32766

Dear Mr. Nicola:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida {(Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service.

1 would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residenis have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve,

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order fo regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water u-eatmcnt plant. We will continue to update you on our progress.

The reason that’Aqua has requested a rate i increase is to recaver the capital we've spent to improve our
water and wastewater systems and to recover operating costs, Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concems.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America

An Agua America Company
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AQUA.

Aqua Utilities Florida, inc, T. 352.787.0980
.0, Box 490310 F:352.787.6333
August 29, 2008 Leesburg, FL 34749 www.aquautilitiesflorida.com

Ms. Heidi Van Wagnen
351 East 4" Street
Chuluota, FL 32766

Dear Ms. Van Wagnen:

Thank you for atiending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua,

1 would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,

~ and several long-term residents have testified that the community has struggled with water quality for as
tong as 30 years. Regardless, Aqua undcrstands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TT I-IMs) We must produce 2n average of four consecutive quarters of samplcs under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a mate increase is to recover the capital we've spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
¢limb. Rate increases provide 2 way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or'would like more
information. Thank you for this opportunity o respond to your concemns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T. 352.787.0980
P.O. Box 490310 F.352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr. Michael Tingle
390 Medallion Place
Chuluota, FL 32766

Dear Mr. Tingle:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you testified about your billing concerns. Our customer service department has
reviewed your account, which shows that Aqua replaced your meter in August 2007, but we did
not update our database properly at the time. Your new meter number did not match the number
in our billing system, and that’s why you received estimated bills. Aqua resolved this issue in
February 2008, cancelled your bills from the previous six months, and re-billed your account
based on your new. meter reads. I apologize for our error and for the length of time before we

fixed the problem.

I would also like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum ¢ontaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant,
We will continue fo update you on our progress.

An Aqua America Company
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The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utllities Florida, Inc, T: 352.787.0980
P-Q. Box 490310 F;352.787.6333
Leasburg, FL 33749 www.aquautititiesfliorida.com

August 29, 2008

Mr. and Mrs. Scott Herrick
287 Knot Hole Circle
Chuluota, FL 32766

Dear Mr, and Mrs. Herrick:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you described your billing history dnd expressed concern that your bills might be
incorrect, Qur customer service department has reviewed your records and credited your account

in the amount of $490.43.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve. '

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first samnple meeting the federal MCL (maximum contaminant level} of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress. '

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionaily, operaiing cosis such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Aqua America Company
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

¢ Christopher H. Franklin, Aqua America
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AQUA.

Agqua Utilities Florida, Inc. T: 352.787.0980
PO, Box 490310 F: 352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Kristan Priske
278 Knot Hole Circle
Chuluota, FL 32766

Dear Ms. Priske;

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve. -

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we're on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

At the hearing, you testified about your billing concerns. Qur customer service department has
reviewed your account, which shows that Aqua replaced your meter in September 2007, but we
did not update our database properly at the time. Your new meter number did not match the
number in our billing system, and that’s why you received estimated bills. Aqua resolved this
issue in February 2008, cancelled your previously estimated bills, and re-billed your account
based on your new meter reads. I apologize for our error and for the length of time before we

fixed the problem.

smss o ks manmeran tha aneidal W

The reason that Aqua has requested a rate increase is to recover the capital
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired

L
ve've spent to

An Aqua America Company
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Ms. Kristan Priske
August 29, 2008
Page 2

Florida water systems in 2003 and 2004, we have spent about $30 million for water and sewer
infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Adqua Utilities Florida, Inc. T: 352.787.0980
August 29, 2008 RO. Box 490310 F;352.787.6333 |
Leesburg, FL 34749 www.aquautilitiesflorida.com

Ms. Diane Nease
664 Red Pepper Loop
Oviedo, FL 32766

Dear Ms, Nease;

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our
customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota,
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new freatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMs). We must produce an average of four consecutive quarters. of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, wé have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems, However, none of the systems Aqua has purchased have
had base rate increases in about 10 years. '

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Oificer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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August 29, 2008

Ms, Kristie Toruno
412 Empress Lane
Chuluota FL 32766

Dear Ms. Toruno:

Thank you for atiending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilitics Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as 4 result, have made several operational changes to improve our

customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has stmggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water freatment plant produced the first
sample meeting the federal MCL (maximum contaminant level} of less than 80 parts per million for total
trihalomethanes {TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is fo recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide, Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have
had base rate increases in about 10 years. :

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F;352.787.6333
Leeshurg, FI 34749 www.aquautilitiesflorida.com
August 29, 2008
Ms. Shannon Armstrong
614 White Crane Court
Chuluota, FL 32766

Dear Ms. Armsirong:

Thank you for attending your community’s customer service hearing before the Florida Public Service

Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
* you took to share your views about Aqua. Please be assured that we have carefully considered the

comments of all who testified and, as a result, have made several operational changes to 1mprove our

customer service.

1 would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years, Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water freatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMs). We must produce an average of four consecutive quarters.of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also-investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilifies to recover capital and operating dollars so we can
continue to maintain and improve our systems, However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435 4043 if you have additional questions or would like more
information. Thank you for this opportunity to responc_l to your concerns.

Sincerely,

A
Jack Lihvarcik
Chief Operating Officer

ce: Christopher H. Franklin, Aqua America
An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc, T: 352.787.0980
F.O. Box 490310 F: 352.787.6333
August 29, 2008 Leesburg, FL 34749 www.aquautilitiesflorida.com

Ms. Laura Perry
657 Red Pepper Loop
Oviedo, FL 32766

Dear Ms. Perry:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our

customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineets and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samplcs under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate iricrease is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases prowdc a way for utilities to recover capital and operating dollars so we can
continue to tmaintain and improve our systems. However, none of the systems Aqua has purchased have

had base rate jncreases in about 10 years.

Please call me or Stacey Barnes 4t 352,435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concems.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
August 29, 2008 P.O. Box 490310 F:352.787.6333

Leesburg, FL 34749 www.aquautilitiesflorida.com
Mr. Dan Diehl
272 Organza Place

Chuluota, FL 32766

Dear Mr. Dichl:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefitlly considered the
comments of all who testified and, as a result, have made several operational changcs ta improve our

customer service. -

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluata water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we're on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a ratc increase is to recover the capital we’ve spent to improve our
water and wasfewater systems and to recover operating costs. Since Agqua acquired our Florida water
systems in 2003 and 2004, we have spent about $3¢ million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems. However, none of the systems Aqua has purchased have

had base rate increases in about 10 years,

PIcase call me or Stacey Bames at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opporfunity to respond to your concems,

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.0. Box 490310 F:352.787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Michelle Arellano
175 Osprey Lakes Circle
Chuluota, FL 32766

Dear Ms. Arellano:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as a result, have made several operational changes to improve our

customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
Iong as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new freatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total
trihalomethanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we're on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 miflion for water and sewer infrastracture
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our systems, However, none of the systems Aqua has purchased have
had base rate increases in about 10 years.

Please call me or Stacey Bames at 352.435.4043 if you have additional questions or wouid like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

U

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc, T: 352.787.0980
P.Q. Box 490310 F.352.787.6333
August 29, 2008 Leesburg, FL 34749 www,aquautilitiesflorida.com

Ms. Virginia Adkins
559 Nutmeg Court
Oviedo, FL, 32766

Dear Ms. Adkins:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Commission regarding the Aqua Utilities Florida (Agua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testificd and, as a result, have made several operational changes to improve our

customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team, engineers and
consultants are dedicated to solving the water quality challenges that you are experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term regidents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve,

‘Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximum contaminanf level) of less than 80 parts per million for total
trihalomethanes (TTHMs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 mﬂlxon water treatment plant We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water’
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasecline and chemicals have continued to
climb. Rate increases provide a way for utiliti€s to recover capital and operating dollars so we can
continue to maintain and improve our systems. Howevcr none of the systems Aqua has purchased have

had base rate increases in about 10 yr:ars

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Ta c‘r T l!‘“’n‘n‘(ﬂ]{

eAra. A

Chief Operating Officer

cc: Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, inc, T: 352,787.0980
P.0. Box 490310 F:352.787.6333

Leesburg, FL 34743 www.aquautiitiesflorida.com

August 29, 2008

Ms. Carolyn Bennett
141 Third Court
Chuluota, FL 32766

Dear Ms. Bennett:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate requést. We
appreciate the time you took to share your views about Aqua, Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residetits have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve,

Barlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMSs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
-pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress. '

At the hearing, you testified about your billing concems. Our customer service department has
reviewed your account, which shows that Aqua replaced your meter in March 2008, but we did
not update our database properly at the time. Your new meter number did not match the number
in our billing system, and that’s why you received estimated bills. Aqua resolved this issue,
cancelled your previously estimated bills, and re-billed your account based on your new meter
reads. We also sent you a refund check for the amount of your overpayment,  apologize for our

€ITor.

An Aqua America Company
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The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
F.O. Box 490310 F: 352.787.6333
~ Leesburg, FL 34749 www.aquautiitiesflorida.com

August 29, 2008

Ms. Carolyn Hoffman
474 Osprey Lakes Circle
Oviedo, FL 32766

Dear Ms. Hoffman:

Thank you for attending your community’s customer service hearing before the Florida Public Service
Compmission regarding the Aqua Utilitics Florida (Aqua) pending rate request. We appreciate the time
you took to share your views about Aqua. Please be assured that we have carefully considered the
comments of all who testified and, as & result, have made several operational changes to improve our

customer service,

I would like to assure you that Aqua's water qualify experts, Florida managemcnt team, engineers and
consultants are dedicated to solving the water quality challenges that you aré experiencing in Chuluota.
Many of these challenges result from the general quality of water that we pull from the wells in your area,
and several long-term residents have testified that the community has struggled with water quality for as
long as 30 years. Regardless, Aqua understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the first
sample meeting the federal MCL (maximuny contaminant level) of less than 80 parts per million for total
trihalometheanes (TTHMSs). We must produce an average of four consecutive quarters of samples under
the MCL in order to regain environmental compliance with EPA standards, and we believe we’re on our
way. We are also investigating the construction of a pipeline from Oviedo that could supply water from
their new $16 million water treatment plant. We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’'ve spent to improve our
water and wastewater systems and to recover operating costs. Since Aqua acquired our Florida water
systems in 2003 and 2004, we have spent about $30 million for water and sewer infrastructure
improvements statewide. Additionally, operating costs such as gasoline and chemicals have continued to
climb. Rate increases provide a way for utilities to recover capital and operating dollars so we can
continue to maintain and improve our gystems, However, none of the systems Aqua has purchased have

had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like more
information. Thank you for this opportunity to respond to your concerns.

Sincerely,

v

Jack Lihvarcik
Chief Operating Officer

e’ Chaistopher H. Franklin, Aqua America An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Angelica Harris
507 Granite Circle
Chuluota, FL 32766

Dear Ms. Harris:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

I wauld like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your arca, and several long-term residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challenges are ours to resolve.

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.
We will continue to update you on our progress.

At the hearing, you expressed concem that your monthly water bills might be incorrect. Qur
customer service department reviewed your consumption history, and your usage spiked in May
2008. Overall, your water use appears to be consistent; however, Aqua credited your account in
the amount of $282.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Aqua America Company
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Ms. Angelica Harris
August 29, 2008
Page 2

and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
- Chief Operating Officer

ce; Christopher H. Franklin, Aqua America
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AQUA.

Aqua UHilities Florida, Inc. T: 352.787.0980
PO, Box 490310 F.352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr. Ron McKay
624 Red Pepper Loop
Oviedo, FL 32766

Dear Mr. McKay:

Thank you for attending your community’s customer service bearing before the Florida Public
Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

. I would like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-term residents have testified that the
community has struggled with wafer quality for as long as 30 years. Regardless, Aqua

_ understands that Chuluota’s water challenges are ours o resolve. _

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum containinant level) of less than 80 parts per
million for total trihalomethanes (TTHMs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.

We will continue to update you onour progress.

At the hearing, you commented on Aqua’s employment of Troy Rendell, who previously had
worked with the Florida Public Service Commission. Aqua hired Mr. Rendell for his extensive
expertise and impeccable ethics all of which will help us better meet the high standards set forth

by the commission,

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and 1o recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and

An Aqua America Company



080121-WS
Customer Letters
Comp, Exhibit CHF-2, Page 127 of 140

Mr. Ron McKay
August 29, 2008
Page 2

sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb, Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems, However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352,787.0980
P.0. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Darly Rodriguez
475 Granite Circle
Chuluota, FL 32766

Dear Ms. Rodriguez:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regardinig the Aqua Utilities Florida (Aqua) pending rate request. We -
appréciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed concern about your recent water bills. Qur customer service
department and our field technicians have reviewed your account and confirmed that your meters
are working accurately and that your bills are correct. Please call Stacey Barnes at 352.435.4043
if you would like to discuss your account in more detail.

I would also like to assure you that Aqua’s water quality experts, Florida management team,
engineers and consultants are dedicated to solving the water quality challenges that you are
experiencing in Chuluota. Many of these challenges result from the general quality of water that
we pull from the wells in your area, and several long-tert residents have testified that the
community has struggled with water quality for as long as 30 years. Regardless, Aqua
understands that Chuluota’s water challeriges are ours to resolve. :

Earlier this year, the new treatment process at our Chuluota water treatment plant produced the
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per
miilion for total trihalomethanes (TTHMSs). We must produce an average of four consecutive
quarters of samples under the MCL in order to regain environmental compliance with EPA
standards, and we believe we’re on our way. We are also investigating the construction of a
pipeline from Oviedo that could supply water from their new $16 million water treatment plant.

We will continue to update you on our progress.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have speni about $30 miilion for waier and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital

An Aqua America Company
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and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased have had base rate increases in about 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have additional questions or would like
more information. Thank you for this opportunity to respond to your concerns.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Agua Utilities Florida, inc. T: 352.787.0980
P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesfiorida.com

August 29, 2008

Mr. Robert Duerbeck
1754 Salem Drive
Chipley, FL 32428

Dear Mr. Duerbeck:

Thank you for attending your community’'s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

"In your testimony, you expressed concern about the inconvenience of the date and time of
your customer service hearing. Please know that the Commission establishes the date,
time and location of the hearings, and Aqua’s responsibility is to notify our customers.

You also asked about the cost of your water service, even when your consumption is low,
The water and lines that bring water to your home must be continually maintained to
ensure they function properly every day. The same is true concerning the wastewater
lines that carry sewage from your home. All utilities face fixed costs to maintain water
and wastewater treatrnent plants, as well as these lines, to ensure service is available

- whenever you turn on a faucet or flush a foilet. While you may not require service every
day of the year, service must be available at your demand. Most utilities — whether
water, electric, or natural gas — operate the same way: A bill will be issued to the
customer for a base charge that represents the costs necessary to maintain the system and
meet its obligation to provide service whenever the customer requires it.

Currently, there is one predominant type of rate structure the Public Service Commission
approves for water and wastewater utilities. Pursuant to the Rule 25-30.437(6), Florida
Administrative Code, utilifies are required to use the base facility and usage charge rate
structure, unless an alternative rate structure is adequately supported. The base facility
charge incorporates fixed expenses of the utility and is a flat monthly charge. This charge
is applicable as long as a person is a customer of the utility, regardless of whether there is
any usage. The usage charge incorporates variable expenses and is billed on a per 1,000
gallon or 100-cubic-feet basis in addition to the base facility charge.

An Agua America Company
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'This rate structure is the preferred structure for a number of reasons. The base facility
charge is based upon the concept of readiness to serve all customers connected to the
system. This type of structure allows each customer to pay his or her fair share of the
costs, regardless of whether the customer receives residential, commercial, or other type
of service. Also, customers that have high consumption levels have higher bills than
those with low consumption levels. By using the base facility charge rate structure, a
utility recovers its fixed costs through the base charge and its variable costs through the
gallonage charge. The base facility charge is applicable to all customers each month, and
the gallonage charge is based on each customer’s actual consumption during the month.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems, However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years,

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America




080121-WS
Customer Letters
Comp. Exhibit CHF-2, Page 132 of 140

AQUA.

Aqua Utilitles Florida, Inc. T: 352.787.0980
August 29. 2008 P.O. Box 430310 #.352.787.6333
gust 29, 200 Leesburg, FL 34749 www,aquautititiesflorida.com

Ms. Lynzee Richards
4091 Waycross Place
Chipley, FL 32428

Dear Ms. Richards:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request, We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carefully considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service.

At the hearing, you expressed concern over your experience with Aqua’s customer service
center. On behalf of Aqua, I apologize if any requests you made were not handled properly, In
the past year, Aqua has worked to enhance customer communications; one of our new initiatives,
“Aqua Connects”, is a series of town hall meetings where customers and Aqua can talk face to
face about a range of issues.

You also expressed concermn over your billing error earlier this year. We determined that an
Inaccurate reading of your meter produced your higher-than-usual bill, We have resolved the
problem and apologize for any inconvenience this may have caused you.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and
chemicals have continued to climb, Rate increases provide a way for utilities to recover capital
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have additional
questions or comments, please call me or Stacey Barnes at 352.435.4043. Thank you for this
opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

ccl Christopher H. Frankiin, Aqua America An Aqua America Company
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ACUA.

Agua Utilites Florida, Inc. T: 352.787.0980
P.O. Box 450310 F:352,787.6333
Leeshurg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Mr. Lou Tracy
3889 Belmar Place
Chipley, FL 32428

Dear Mr. Tracy:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Ultilities Florida (Aqua) pending rate
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

In your testimony, you expressed concern about the inconvenience of the date and time of
your customer service hearing. Please know that the Commission establishes the date,
time and location of the hearings, and Aqua’s responsibility is to notify our customers.

You also asked about the quality of your water. At times, we hear concerns about
hardness, calcification (a white residue), manganese (which could leave a purple or black
ring in your toilet), and a chlorine taste or smell. Please be assured that water quality is of
critical concern to us. Aqua has one of the nation’s top water quality laboratories, and we
have spent a great deal of time, effort and money to meet state and federal health and
environmental standards. In fact, we meet all state and federal standards in your water
system. Every year, Aqua tests more than 6,300 water samples throughout Florida. If you
have further questions about the water quality in the system where you live, you can visit
www.aquaamerica.com and view your annual water quality repoit, which we publish and
distribute before July 1 of every year. ‘

We do realize, however, that mesting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water. Qualities such as taste and
smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us — and you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

An AqQua America Company
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The reason that Aqua has requested 2 rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide, Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years, |

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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QUA.

Aqua Utilities Florida, Inc. T: 352.787.0980

P.O. Box 490310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Diane Vitale
1685 Ross Court
Chipley, FL 32428

Dear Ms. Vitale:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate
request. We appreciate the time you took fo share your views about Aqua. Please be’
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years. :

I hope this information addresses your concermns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America

An Aqua America Company
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
£.0. Box 430310 F:352.787.6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Diana Wood
2134 Sunny Hills Boulevard
Chipley, FIL 32428

Dear Ms. Wood:

Thank you for attending your community’s customer service hearing before the Florida Public
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We
appreciate the time you took to share your views about Aqua. Please be assured that we have
carcfuily considered the comments of all who testified and, as a result, have made several
operational changes to improve our customer service,

At the hearing, you asked about fire protection in your area, Please rest assured that Aqua meets
all fire code requirements in your area, and the safety of our customers will always be a top

priority,

At the hearing, you also expressed concern-over your February 2008 water bill. We determined
that an inaccurate reading of your meter produced your higher-than-usual bill. As you know,
Aqua credited your account to bring it current, and I apologize for any inconvenience this may
have caused.

You also asked about the quality of your water. At times, we hear concerns about hardness,
calcification (a white residue), manganese (which could leave a purple or black ring in your

toilet), and a chlorine taste or smell. Please be assured that water quality is of critical concern to

us. Aqua has one of the nation’s top water quality laboratories, and we have spent a great deal of

~ time, effort and money to meet state and federal health and environmental standards. In fact, we -
meet all state and federal standards in your water system. Every year, Aqua tests more than 6,300
water samples throughout Florida. If you have further questions about the water quality in the '
system where you live, you can visit www.aguaamerica.com and view your annual water quality
report, which we publish and distribute before July 1 of every year.

We do realize, however, that meeting health and safety standards does not always provide you
with the aesthetic qualities you’d like from your water. Qualities such as taste'and smell have a
tendency to change based on many different factors, and, as you might

Ms. Diana Wood

An Aqua America Company
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imagine, it would be extremely costly for us — and you — to install water filtration at every
community well site, But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

The well you referenced at the hearing was in fact taken offline due to high levels of iron
and manganese. We have since treated the well to address this issue and improve its
water quality, and, in an emergency situation, the well can be used. We do, however
have plans to replace the well in 2009.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million

for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for |
utilities to recover capital and operating dollars so we can continue to maintain and
improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

I hope this information addresses your concerns to your satisfaction. If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043.
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc:  Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F: 352.787.6333
Leesburg, FL 34743 www.aquautilitiesflorida.com

August 29, 2008

Mr. and Mrs. Brandon Rogers
3962 Falcon Drive
Chipley, FI. 32428

Dear Mr. and Mrs. Rogers:

Thank you for attending your community’s customer service hearing before the Florida
Public Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate -
request. We appreciate the time you took to share your views about Aqua. Please be
assured that we have carefully considered the comments of all who testified and, as a
result, have made several operational changes to improve our customer service.

At the hearing, you expressed concern over your experience with Aqua’s customer
service staff. On behalf of Aqua, I apologize that any requests you made were not
handled properly.

You also expressed concern over your billing errors during the past year. We determmecl
that an inaccurate reading of your meter produced your higher-than-usual bills. We have
resolved the problem and apologize for any inconvenience this may have caused you. Our
customer service representatives will apply a credit to your account; we will follow up
with you by phone in the next week.

You also asked about the quality of your water, At times, we hear concerns about
hardness, calcification {(a white residue), manganese (which could leave a purple or black
ring in your toilet), and a chlorine taste or smell. Please be assured that water quality is of
critical concern to us. Aqua has one of the nation’s top water quality laboratories, and we
have spent a great deal of time, effort and money to meet state and federal health and
environmental standards. In fact, we meet all state and federal standards in your water
system. Every year, Aqua tests more than 6,300 water samples throughout Florida. If you
have further questions about the water quality in the system where you live, you can visit
www.aguaamerica.com and view your annual water quality report, which we publish and
distribute before July 1 of every year. ‘

We do realize, however, that meeting health and safety standards does not always provide
you with the aesthetic qualities you’d like from your water. Qualities such as taste and

An Aqua America Company
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smell have a tendency to change based on many different factors, and, as you might
imagine, it would be extremely costly for us — and you — to install water filtration at every
community well site. But you can rest assured that we test your water to make sure it is
safe, and any calls regarding water quality will receive top priority when dispatched.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operating costs. Since Aqua
acquired our Florida water systems in 2003 and 2004, we have spent about $30 million
for water and sewer infrastructure improvements statewide. Additionally, operating costs
such as gasoline and chemicals have continued to climb. Rate increases provide a way for
utilities to recover capital and operating dollars so we can continue to maintain and

_improve our systems. However, none of the systems Aqua has purchased has had a base
rate increase in about 10 years.

T hope this information addresses your concerns to your satisfaction, If you have
additional questions or comments, please call me or Stacey Barnes at 352.435.4043,
Thank you for this opportunity to respond.

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America
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AQUA.

Aqua Utilities Florida, Inc. T: 352.787.0980
P.O. Box 490310 F:352.787 6333
Leesburg, FL 34749 www.aquautilitiesflorida.com

August 29, 2008

Ms. Lynda Waller

Washington County Planning Department
1331 South Boulevard

Chipley, FL 32428

Dear Ms. Waller:

Thank you for attending the Sunny Hills customer service hearing before the Florida Public:
Service Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. Although
our records indicate that you are not an Aqua customer, we appreciate the time you took to share
your views.

The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to
improve our water and wastewater systems and to recover operatihg costs, Since Aqua acquired
our Florida water systems in 2003 and 2004, we have spent about $30 million for water and
sewer infrastructure improvements statewide. Additionally, operating costs such as gasoline and:
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital -
and operating dollars so we can continue to maintain and improve our systems. However, none
of the systems Aqua has purchased has had a base rate increase in 2bout 10 years.

Please call me or Stacey Barnes at 352.435.4043 if you have any questions or would like more
information. ' :

Sincerely,

Jack Lihvarcik
Chief Operating Officer

cc: Christopher H. Franklin, Aqua America.

An Aqua America Company
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l: EDS CHIC LABORATORIES iic.

P.0. Box 150597 Altsmonte Springs FL 32715—0597 Phone 407—339-5984 Fax 407 260 6110 www, flowersiabs.com
8253 Scuth U.5. Highway 1, Port St. Lucle Fl. 34952-2860 Fhone 772-343-B006 Fax 772-343-B089
P.O. Box 1200, Madison FL 32341 Phone 850-973-6878 Fax B50-0973-8678

Florida Rural Water Association PO #. 3500186
2970 Wellington Circle W. Suite 101 Client Project #: Chuluota Water Syslem
Tallahassee,FL 32309-6885 Date Sampled: Aug 4, 2008
Aug 7, 2008; Invoice: 72650
Report Summary
Date Received: Aug 4, 2008 FCL Project Manager: June S. Flowers
Laboratory # Sample Description Analysis Chemist Logation SampleMatrix
726500W1 1- Walker Elem. COLITAG TRB Main Lab Drinking Water
EFA300.0 YGS Main Lab
. sMo215 B TRB Main Lab
72650DW2 2 - 174 Velveteen COLITAG TRB Main Lab Drinking Water
EPA300.0 YGS Main Lab
SM9215 8 TRB Main Lab
72650DW3 3 - 315 Velveteen COLITAG TRB Maln Lab Drinking Water
‘ EPA300.0 YGS Main Lab
SMoz15 B8 TRB Main: Lab
72650DW4 4 - 425 Live Oak COLITAG TRB Main Lab Drinking Water
EPA300.0 YGS Main Lab :
SM9215B TRB Main Lab
72650DW5 5§ - 1005 E.10th St. COLITAG TRB Main Lab Drinking Water
EPA300.0 YGS Maln Lab
5M9215B TRBE Main Lab
72850DW6 6 -115 W &th St. COUTAG TRB Main Lab Drinking Water
EPA300.0 YGS Main Lab
SM92158B - TRB Main Lab

- Certificate of Results

Sample integrity was certified prior to analysis. Test results meet all requirements of the NELAC Standards except as noted in
the Quality Control Report. Uncertainties for these data are availablé on request. This report may not be reproduced in part;
results relate only to ltems fested.

“A ACCq
v ”"-r,,,

shelde

Jofferson S. Flowers, Ph.D.
Presidentfl‘ achnical Director

FLDOH: E83018 (Main Lab)  FLDOH: EBE562 (South Lab) FEDOH: E82405 (NorthLab)  NJDEP: FLO15 Page 1of 6



Florida Rural Water Association
28970 Wellington Circle W. Suite 101
Tallahassee,FL 32309-6885

P.O. Box 150597, Altamonte Springs FLL 32715-0507
8253 South U.S. Highway 1, Port St. Lucle FLL 34852.2880
P.C. Box 1200, Madison FL. 32341

FLOWELS cnmm@:. LABDQATDQIES INC.

Phone 407 - 339 - 5984
Phona 772 - 343 - 8006
Phane 850-973-6878 Fax B50-273-8878

PO # 3590186
Client Project #: Chuluota Water Systemn
Date Sampled: Aug 4, 2008
Aug 7, 2008; Invoice: 72650

Fax 407 - 280 - 6110
Fax 772 - 343 - 8089

www.flowerslabs.com

Analysis Report
Lab # 7265001 Sampled: 08/04/08 09:45 AM Dsese: fiWalkar Elem, . 7 -7 T T . o
Parameter Result Units DF  MDL PQL QC Batch Method CAS # Analyzed
Nitrite(as N) 0.0500 U mafl. 1.00 0.0500 0.100 10109274 EPA300.0 14797-65-0 08/05/08 12:30 FM
Nitrate(as N) 0.0500 U mgfL. 1.00 0.0500¢ 0.100 10109276 EPA300.0 14797-55-8  08/05/08 12:30 PM
E. Cali 1.00A PIA 1.00 1.00 1.00 10109294 COLITAG 08/02/08
Total Colifarr 1.00A P/A, 1.60 1.00 1.00 10109294 COLITAG E761700 08/02/08 01:.00 PM
HPC_2day@35 1.00U cfulml 1.00 1.00 3.00 10109404 SM92158 08/04/08
Lah #:7726500W2 - Sampled: 08/04/08 09:50 AM - Dese:; 2-174Valvetadn - =77 Wm0 R T e o ook :
Parameter Resuft Units DF MDL PQL - QC Batch Method CAS# Analyzed
Nitrite(as N) 0.0500U mg/L 1.00 0.0500 0.100 . 10109274 EPA300.0 14797-65-0 0B/05/08 12:30 PM
Nitrate(as N) 0.0500 U mafll 1.00 0.0500 0.100 10108276 EPA300.0 14797-55-8 08/05/08 12:30 PM
E. Coli 1.00 A PiA 1.00 1.00 1.00 10109284 COLITAG 08/02/08
Total Coliform 1.00 A PIA 1.00 1.00 1.00 10108294 COLITAG E761700 08/02/08 01:00 PM
HPC_2day@35 1.00U cfu/ml 1.00 1.00 3.00 10109404 SM9215B 0B/04/08
Lab#: 72650DW3 . Sampled: 08/04/08 10:05AM Désc: 32315 Velvetesn - R R S
Parameter Result Units - DF . MDL PQL QC Batch Method CAS # Analyzed
Nitrite{as N) 0.0500 U mgiL. 1.00 0.0500 0.100 10109274 EPA300.0 14797-65-0 08/05/08 12:30 PM
Nitrate(as N) 0.0500 U mg/L 1.00 0.0500 0.100 10109276 EPA300.0 14797-55-8 08/05/08 12:30 PM
E. Coli 1.00 A PIA 1.00 1.00 1.00 10109294 COLITAG 08/02/08 :
Totai Coliform 1.00 A PiA 1.00 1.00 1.00 10109294 COLITAG E761700 08/02/08 01:00 PM
HPC_2day@35 1.00U cfufml 1.00 1.00 3.00 10109404 SM92158 08/04/08
Lab #: 72650DW4 - Sampled: 08/04/08 10:25 AM.  Desc: -4+425 Live OaK - 7777 , Lo S
Parameter Result Units DF MDL PQL QC Batch Method CAS # Analyzed
Nitrite(as N) 0.0s00 U mg/L. 1.00 0.0500 0.100 10109274 EPA300.0 14797-65-0  08/05/08 12:30 PM
Nitrate{as N) 0.0500 U mg/L. 1.00 0.0500  0.100 10109276 EPA300.0 14797-55-8  08/05/08 12:30 PM
E. Coli 1.00 A PIA 1.00 1.00 1.00 10109294 COLITAG 08/02/08
FLDOM: EB3018 {Main Lab)  FLDOH: EBE562 (South Lab)  FLDOH: EB2405 (North Lab)  NJDEP: FLO1S Page 2 of 6
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FEOWELDRS CHEMICAL LADORATODEES .

Florida Rural Water Association
2970 Wellington Circle W. Suite 101
Tallahasses,FL 32309-6885

Lab #: 726500W4

P.Q. Box 150597, Altamante Springs FL 32715-0587
8253 Sauth U.S. Highway 1, Port St. Lucle FL 34852-2860
P.O. Bax 1200, Madison FL 32341

Phone 407 - 339 - 5984

Fax 407 - 260 - 6110

Phone 772 -343 -80068

Phone 850-973-6B78  Fax B50-973-6878

PO #: 35901886
Client Project #: Chuluota Water System
Date Sampled: Aug 4, 2008
Aug 7, 2008, Invoice: 72650

" Sampled: -08/04/08 10:25 AM" Dese: 4-425Live Oak - .-~

PQL

Qc Batéﬁ i

www.flowerslabs.com

Fax 772 - 343 -~ 8088

Method

CAS #

Paramater Result Units DF MDL Anaiyzed

Tofa! Coliferm 1.00A PiA 1.00 1.00 1.00 10109294 COLITAG E781700 08/02/08 01:00 PM
HPC_2day@35 1.00U cfufml 1.00 .00 3.00 10109404 SM9215B 08/04/08
Lab#:'72650DW5 ~ Sampled: 08/04/08 10:40 AM: Desc: 5-1005E.10th St .~ N e B . ‘

Parameter Result Units DF MDL PQL QC Batch Method CAS# Analyzed

Nitrite(as N) 0.0500 U mg/L 100 0.0500 0.100 10109274 EPA300.0 14797-65-0  0B/OS/08  12:30 PM
Nitrate{as N) 0.0500 U mg/l 1.00 0.0500  0.100 10109276 EPA300.0 14797-55-8 08/05/08 12:30 PM
E. Coli 1.00 A P/A 1.00 1.00 1.00 10109284 COLITAG 08/02/08

Total Coliform 1.00A P/A 1.00 1.00 1.00 10109284 COLITAG E761700 08/02/08 01:00 PM
HPC_2day@35 1.00U cfu/m! 1.00 1.00 3.00 10100404 SM9215B 08/04/08

Lab #:72650DWE © Sampled: 08/04/08 10:50 AM Desc: 6-115W#6thsSt - R Lo
Parameter ) Resuit Units DF MDL PQL QC Bafch Method CAS # Analyzed

Nitrite(as N) 0.0500 U mgiL 1.00 0.0500 0.100 10109274 EPA300.0 14797-65-0  08/05/08 12:30 PM
Nitrate(as N) 0.0500 U mait 1.00 0.0500 0.100 10108276 EPA300.0 14797-85-8  08/05/08 12:30 PM
E. Coli 1.00 A PIA 1.00 100 180 10109294 COLITAG 08/02/08

Total Coliform 1.00 A PiA 1.00 1.00 1.00 10109294 COLITAG E761700 08/02/08 01:00 PM
HPC_2day@35 1.00U cfufml 1.00 1.00 3.00 10109404 SM9215B 08/04/08

FLDOH: EB3018 (Main Lab)  FLDOH; E8E562 (South Lab) . FLDOH: 82405 (North Lab)  MJDEP: FLO15 Page 3 of 6
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Florida Rural Water Association
2970 Wellington Clrcle W. Suita 101
Tallahassee,FL 32309-6885

Qirality Control Batéh: 10109274
Blank
Nitrite(as N)

Laboratory Gontrol Sample
Nifrite{as N}

Matrix Spike
Nitrite{as N)

Matrix Spike Duplicate
Nifrite{as N)

Quslity Control Batchi 10109276~

Blank
Nitrate{as N}

L_aboratory Control Sample
Nitrate(as N}

Matrix Spike
Nitrate(as N}

Matrix Spike Duplicate
Nitrate(as N)

Quality Control Batch: 10108294 & . . =

Blank
E. Coli

. OWERS CHEMICAL LARORATORIES inc.

P.0D. Box 160597, Altamonte Springs FL 32715-0507
B253 South 1.8, Highway 1, Port St. Lucle FL 34852-2860
P.O. Box 1200, Madison FL 32341

Analyst: YGS.

Result
0.0500U

Result
217

Resuit
296

Result
2.98
Result
0.0500U

Result
2,19

Result
2.36

Resuit
2.26

Result
1.00

Units
mg/L

Units
mgfl.

Units

mg/ll

Units

S rAnalyst YES,

Units
mg/l

Units
ma/L.

Units
mg/L
Units
mg/L

“Analyst: TRB .

Units
P/A

Phone 407 - 339 - 5984

Fax 407 -260-6110 www. flowerslabs.com

Phone 772 - 343 - 8006 Fax 772 - 343 ~ 8088

Phone 850-973-86878 Fax 850-873-5878

PO #: 3520186

Client Project #: Chuluota Water System
Date Sampled: Aug 4, 2008 -
Aug 7, 2008; Invoice: 72650

Quality Report

Spike *%REC Y%REC Lim

2.00 108.75 78.13-118.50

Spike %REC %REC Lim Sample

200 147.97 35.24-158.76 -0.00270

Spike %REC %REC Lim Sample RPD
2.00 149.26 35.24-158.76 -0.00270 0.87
Spike %REC %REC Lim

2.00 109.61 79.67-117.37

Spike %REC %REC Lim Sample

2.00 113.48 . 50.51-145.48 0.0887

Spike %REC %REC Lim Sample RPD
2.00 108.66 50.51-145.48 0.0887 4.18

RPD Lim
18.15

RPD Lim
25.04

FLDOH: £83018 (Maln Lab)

FLDOH: E86562 (South Lab)

FLDOH: EB2405 (North Lab)

NJDEP. FLO15

Page 4 of 6
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 FLOWEDS CcHEMICAL LABORATORIES inc.

P.O. Bax 150597, Altamonte Springs FL 32715-0597 Phone 407 - 2339 - 5984 Fax 407 - 260 -&8110  www.flowersiabs.com
8253 South S, Highway 1, Port 5t. Lucle FL 34952-2880 Phone 772 - 343 - 8006 Fax 772 - 343 - 8084
P.C. Box 1200, Madisan FL. 32341 Phona 850-973-8878 Fax 850-973-6378

PO #: 3500186

Client Project # Chuluota Water System
Date Sampled: Aug 4, 2008

Aug 7, 2008; Invoice: 72650

Florida Rural Water Association
2970 Wellington Circle W. Suite 101
Tallahasses,FL 32309-6885

Quality Control Batch:i 10109264 “Analyst: TRB "

Blank Result Units

Totat Coliform 1.00 PIA

Quality Coritrel Batch:} 10109404 .. . “Analysty TRB - eui-, o
Biank Result Units

HPC_2day@3% 1.00U efufmi

FLDOH: E83018 {Main Lab) FLDOH: £86562 (South Lab)  FLODOH: EB2405 (Nerth Lab)  NJDEP; FL015

Page 5 of 6
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080121-WS
Chuluota Test Results
Exhibit CHF-4, Page 6 of 6

F I_WIQS CHEMICAL LABORATORIES .

P.Q. Box 150597 Altamonte Sprlngs FL 3271 5-0597 Phone 407‘-339-5984 Fax 407-260 6110 WWW, ﬂowers!abs com
8263 South U.S. Highway 1, Port St. Lucle FL. 34952-2860 Phone 772-343-8006 Fax 772-343-808%
P.O. Box 1200, Madison FL 32341  Phone 850-973-6878 Fax 850-973-6878

Florida Rural Water Association PG #: 3590186
2970 Wellington Circle W, Suite 101 Cllent Project #: Chuluota Water System
Tallahassee,FL 32309-6885 Date Sampled: Aug 4, 2008

Aug 7, 2008; Invoice: 72650

Narrative Report -

Sample Handling

Sample handling and holding time criteria were met for all samples. Samples collected by submitter. No unusual events
occurred during analysis. Results are reported on a wet weight basls for aqueous matrices and on a dry weight basis for
sludge and soil matrices unless otherwise noted. Sample results reported as dissolved were field filtered.

Quality Cantrol
Enclosed analyses met method or FCL cnteda, unless otherwise denoted on the sample results. Applied data qualifiers arg
defined below,

Attachments

Chaln of Custody

Quatifier Meaning

U Compound was analyzed for but nof dotected,

J One or more QC samples associated with this data value exceeded QC limits.

J1 Surrogate recovery limits have been exceeded. _

Jz2 No known quality control criteria exist for the component,

J3 Reported value failed to meet astablished gquality control criteria for sither precision or accuracy.

J4 Sample matrix interfered with the ability to make an accurate determination on the spiked sample.

Q Sample held beyond the accepted holding time. '

L Off-scale high; reported concentration exceeds the highest standard,

v Analyte was detected In both the sample and the assoclated method blank.

ZTNTC Too numerous o count. Numeric valus represents filtration volums,

A Absent

P Present

T Value reported is [ess than the statistical method detection imiL, Repoﬂed for informational purposes only.
M Value reported is greater than the statistical method detection limit, but less than the reporied MDL. ’
G The greatest of the dilutions performed did not yield sufficient oxygen depletion for valid data,

S The least of the dilutions performed did not yield sufficient oxygen restdual for valid data,

8] Result is greater than (over) the specified value.

I Reported valug Is between the laboratory method detection {imit and the laboratory practical quantitation limit.
B Results based upon colony plate count outside ideal range.

Y The {aboratory analysis was from an Improperly preserved sample. The data may not be accurate.

FLDOH: £683018 {Main Lab)  FLDOH: E86562 {South tab) FLDOH: E82405 {North Lab)  NJDEP: FLO1S Page 6 of §



080121-WS
Correspondence with Oviedo
Exhibit CHF-5, Page 1 of 4

AQUA.

Aqua America, Inc, Christopher Franklin
762 W. Lancaster Avenue Reglonat President
Bryn Mawr, PA 19010
July 25, 2008 Tel/Fax: 610.645.1081
chifranklin@aquaamerica.com
Mayor M ary Lou Andrews www.aguaamerica.com
400 Alexandria Boulevard

Oviedo FL, 32765

SENT VIA FACSIMILE (407) 971-5803

Dear Mayor Andrews:

First I want to thank you for your comments at the Public Service Commission customer
service hearings in Oviedo last week. I was encouraged by your statements that the City
of Oviedo (the "City™) would like to assist in solving the water quality issues, which have
existed in Chuluota at various levels for several decades, by bringing City water into
Chuluota. As you know, Aqua and the City have been in discussions about a sale of
assets for over the past year. Our hurdle has always been the difference between Aqua’s
approximately $9 million in rate base and what the City can support within its limited
rate structure. Aqua is committed to continuing to explore an ultimate sale of assets to the
City, but my company is also very interested in expediting an arrangement to bring
- quality water from the City to Chuluota quickly.

To that end, I am proposing a meeting as soon as possible with all parties copied on this
letter to discuss the following issues: 1) St. Johns Water Management District
("SJRWD") - Consumptive Use Permits; 2) Aqua/City Engineers — Hydraulics and
Interconnection between the City and Aqua; 3) FDOT/Seminole County — Road Crossing
Permits to Install Interconnection Pipeline; 4) Florida Department of Environmental
Protection ("FDEP") — advice on water quality, permits and process; and 5) Florida
Department of Health ("FDOH") — review of any test results.

1) Imitial reviews of the City and Aqua systems would suggest that an
interconnection could be achieved at the intersection of SR 419 and Snow Hill
road. A 10 inch pipeline would be routed and terminate at Aqua’s Chuluota plant
#2. This would require installation of approximately 5,500 feet of water main.

2) It is important that FDOT and Seminole County iransportation staff be included in
the injtial discussions so that they are aware of any proposed pipeline routes and
the associated permitting required.

3) FDEP has been regulating and monitoring Aqua’s TTHM remediation project and
progress in Chuluota. We would hope that FDEP would support and expedite an
interconnection with Oviedo, but implementation under the most optimistic
scenario could take several months, Aqua will nsed to continue to work with

Al REns 1 wra

FDEP i the intertim.



080121-WS
Correspondence with Oviedo
- Exhibit CHF-5, Page 2 of 4

4) If FDOH has done any testing of water samples from Chuluota, a meeting among
all the parties might be an appropriate time to share and review the results,

5) OQur preliminary discussion with officials at the SIRWMD indicates that they
would advocate a solution that involves & mix of Chuluota and City water.- The
ratio of that mix needs to be a topic of discussion at the meeting and subsequent
consumptive use permitting for Aqua and the City. It would be helpful if the
SIWMD would advise the parties on this issue including but not limited to
process and recommended mix

We believe that the initial meeting would be best used to flesh ount the concept,
collaboratively discuss potential solutions, and establish a schedule for follow up
meetings designed to reach a final solution. This framework will allow us to report back
to our respective organizations for timely decisions on key elements of a plan, including
terms of any purchase water contract.

Mayor, I am optimistic that together we can collaboratively resolve the long standing
water quality problem in Chuluota. This issue is at the top of my agenda at Aqua, I would
propose that we convene our meeting at your earliest convenience. I can be reached at
any time and I look forward to talking with you soon to set up mutually convenient time
and location for a meeting.

Finally, because the PSC staff has asked that we keep them apprised, I am providing a
copy of this letter to the PSC clerk and parties in PSC Docket No. 080121.

chwnal President

ce.  Honorable Sandy Adams, State Representative
Deputy Mayor Dominic Persampiere
Cecilia Bradley, Office of the Attorney General
Mr. Kirby Green, STWMD
Ms, Vivian Garfein, FDEP
Mr, Randy Williams, Seminole County/FDOT
Mr, William Sundstrom, Esq.
Mr, Michael J. Napier, M.S., FDOH
Mr. Jack Libvarcik, President Aqua Florida
Ms. Ann Cole, PSC Clerk
Charles Beck, Esq., Office of Public Counsel
Ralph Jacgger, Bsq., PSC

therine Fle PSC

¥a
AQUCTING u.uu.ﬁh.us, Eo\.l .y



080121-WS
Correspondence with Oviedo
Exhibit CHF-5, Page 3 of 4

Joyce, Kimberly A.

From: Franklin, Chris

Sent: Wednesday, August 13, 2008 12:48 PM

To: Sandy.Adams@myfloridahouse.gov, mlandrews@gcityofoviedo.net

Cc: Lihvarcik, John M.; 'bruce.may@hklaw.com'’; Joyce, K:mberIyA Rendeill, William T.;
Luitweiler, Preston Dickerson, William

Subject: Discussions with City of Oviedo

Attachments: Ltr - Mayor Andrews - Oviedo.pdf

Dear Representative Adams and Mayor Andrews:

I write to again request a meeting between City officials and Aqua management to discuss mutual steps
that we may be able to take in order to bring Oviedo water into the Chuluota area. It has been almost a
month since the FPSC customer input hearing and almost three weeks since I sent the aftached letter
with my initial request for a meeting.

Mayor Andrews, I've reread the transcript of your testimony from the July 17 hearing and I truly
appreciate the direct offer of help that you extended during your testimony. It is my hope that you will
pursue that testimony and meet within the next week to begin the process of exploring the various
options that can be taken to make Oviedo water a reality for Chuluota residents. To date our numerous
calls to varjous members of the city staff requesting to meet on this issue have not yielded an offer to
meet in person. I am aware of the Clty s current application to increase its Consumptive Use Permit
("CUP") and the desire to keep that issue separate from discussions with Aqua. We respect that position;
however, we do not believe that direct discussions between the parties to explore the various options
would in any way impede the City’s ability to achieve success in its CUP filing.

Since the service hearings in Chuluota, Aqua has initiated several additional actions to address the water
quality issues. I personally hold weekly meetings with our management team, water quality team and
consulting team to discuss water treatment in Chuluota. We have already installed our new analyzers
and they appear to be operating efficiently. We should be in a position to move back to Chloramination
on September 3. In addition, we continue to seek external expertise to treat the water in Chuluota, which
as all parties have agreed, is a very temperamental water supply. There is clearly a reason that Chuluota
residents have struggled for decades with water quality issues. To that end, we have added Dr. James
Taylor, P.E. to our consulting team.

Dr. Taylor is located in the Orlando area, and has been recognized by the FPSC as an expert in water
systems and treatment. He has over 27 years of experience in walter treatment and had been employed at
the University of Central Florida since 1977. During his tenure at UCF he was the Director of the
Environmental Systems Engineering Institute (ESEI), a Professor of Engineering in the Civil and
Environmental Engineering Department, the Leader of the UCF Membrane Focus Group and holds the
Alex Alexander Chair for Environmental Engineering. Importantly, he has expertise in working with
water systems exhibiting similar issues to those in Chuluota.

Since the hearings [ am aware that both DEP and DOH have been samtmus the water supply in

Chuluota. A meeting of the parties, including those agencies, would give us an opportunity to hear first
hand about the results of those tests. A meeting of the parties would alsc be useful in developing a
concerted action plan to work toward mutual solutions.

8/28/2008



080121-wS
Correspondence with Oviedo
Exhibit CHF-5, Page 4 of 4

Several months ago we had discussions about selling the Chuluota system to Oviedo. While there
appears to be mixed opinions on merits of Oviedo purchasing the system, even among the City’s staff, it
is my hope that our common goal remains the same: solving the water quality issues for Chuluota
residents. We remain open to the discusston of a sale of the Chuluota system although earlier
discussjons between Aqua and Oviedo have made it apparent that our approximate rate base of $9.5
million is not a price that can be supported by the City's current rate structure. Notwithstanding this, I
believe we can find common ground on an interconnection that could provide good water to Chuluota
and revenue to the City of Oviedo. The interconnection could also lead to a future sale, should the
economics become acceptable to the parties.

As I stated in my July 25 letter, Aqua remains prepared and eager to join the City and state agencies in a
meeting to discuss options and ensure good quality water for citizens in Chuluota. I look forward to your
response and a meeting with our respective staffs in the near future.

Best regards,
Chris

Christopher Franklin
Regional President

Aqua America, Inc.
chfranklin@aquaamerica.com
(p) 610-645-1081

(f) 610-645-1081

(¢) 610-324-3179

8/28/2008



080121-WS
CSR Evaluation Form
Exhibit CHF-6, Page 1 of 1

Agua Customer Operations Call Evaluation Form - FINAL

Section A: Greeting / Closing (16 points)

1) Uses prdper greeting ("Thank you for calling Aqua; my name is  May I have
the last 7 digits of your account number OR if MIOT queue - How may | help you today? (2 pts)

2) Customer information verified including address and phone number (10 pts)
3) Verify customer is authorized to discuss account (2 pts)

4) Uses proper closing (Thank you again for calling Agua; Have | handled all of your
concerns today?) (2 pts)

Section B: Soft Skills (40 points)
1) Speaks clearly and politely (5 pts)
2) Controis the call (5 pts)
3) Listens, clarifies, and confirms understanding of issue (5 pts)
4) Empathizes with customer (5 pts)
5) Haﬁdles call using proper Aqua processes (5 pts)
8) Avoids use of Aqua jargon (5‘ pts)
7) Minimal dead air during the conversation (5 pts)

8) Rep takes ownership of the call (5 pts)

Section C: Analytical / Strategic Thinking (44 points)
1) Provides complete & accurate information to the customer (2 pts)
2) Educates the customer; does not talk down to the customer (2 pts)
3) Notes account properly (10 pts)
4) Uses Customer Contact System {CCS) to log call properly (10 pts)
5) Proper creation of Service Order? (8 pts) If applicable
6) Proper creation of EWQ task? (8. pts) If applicable
7) Used hold process appropriately? (2 pisj /f appficabie
8) Warm transfer of call? {2 pts) If applicable

If applicable — Rep receives points if applicable does not apply



