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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 Maw,  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 I .  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, 

Oviedo 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 h l ly  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 undenvay 

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 conceming 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. 
4 



~ 

1 

2 

3 

4 

5 

6 

7 

8 

9 

IO 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

~ 

Q. 

A. 

Q. 

A. 

Q. 

~ 

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 
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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. 
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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 standsposed to work with and assist Aqua Utilities 

And we will extend our hand again ifyou need an alternative source, but you need 

to come to the table and we need to negotiate and we need to talk. But ifthere's 

something that the City can do to be of assistance to Aqua Utilities, 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. I' [Chuluota Hearing 

Transcript @ 63.1 

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, 

7 
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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 extemal 

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 treatment. 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 retum to chloramination. 

To address odor and other aesthetic issues, AUF has contracted for equipment to enhance 

the removal of hydrogen sulfide (a problem common to groundwater in the area, but 

uncommon 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 

sources. 
8 
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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 leadsenior CSR in their call center; c) if a call 

center supervisor and leadsenior 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. 

Q. 

A. 

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 
IO 
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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( l)(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 leams 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 

leams 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 
1 1  
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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 I 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? 

A. 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. 

Q. Please explain? 

A. 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 conceming 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 uploaded 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 pattem of spikes and valleys in their water usage. 

Please comment on the issues raised by customers in regard to estimated hills. 

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 l l l y  deployed 

this fall. 

Does this conclude your testimony at this time? 

Yes. 

# 5577150_Vl 
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NO previous complaints a b u t  

3. NO delay in rerponding to 
issue found. 

~~ ~~ ~~~~ ~~~~ ~~ 

(%Vwwon) iRichel) 5020 SW83RD ~i .Wi terqual i ty -whi le  residue in I .  SO created and bein; 
S" Shirley CT. glasses; 2. billing issuBs - long bill, investigated 

GAlNESVlLLE very confusing; 3. long term 2. Old rales & new rates made 
FL 32608 estimated bills bill longer and dlfflcult to 

4.questions a b u t  rate increase 
5. Did not get timely boiled water 
notice 

understand. Reviewed 
customer at heanng. 
3~ The biiis were estimated 
tromMayt6,  2007tilMayOt. 
2008. Meter exchange took 
over a year to complete. 
ACtUal bills received from May 
through August 
4. Noted and d i m s f e d  
5. Discusred with division and 
reviewed pmcess. 
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increas that there monthly bill 
will be appmxlmately 
$68.00 a month , p” the 
w%mer. Says L would be tw 
high to tum On while away and 
have water restored when 
r e h ”  lmrmed wstomer 
theyWOUldhsvetobeaway12 
monms in 
Order nai to have to p a y  the 
bill Also set UI) a HIC work 
order due to &e on meter 
and water shut On at vake 
inside Of omDwhr 
2. Noled 

Charier 502 I intenm rates I nays of sewoce emlamed new and om rates 
WlndermerE or 
Lakeland FL 

and days of sewice 

OAKSBLVO OAKS believe 11 IS ihe base faul6ly charge untadlng customer- base 

FL 33898 
LAKE WALES which IS high faalw charge updated $,”e 

2 Water quainy dah toilet nng intenm rates m m s e d  spoke 
to cuStomer U~set  about rate 

33809 

OAKS BLVO. OAKS rate refund. da not re~uest a check. 
wlliam 74 ROSALIE ROSALIE I. Claims did not reciivithe intehii ‘ I .  Customer received CIedit. 

LAKE WALES 2. Rate inaease camplatnl Acc~unt n& even. 

56 Rosalie Oaks~Roasalie Oaks I. Water quality: toilet ting 
Bivd.. Lake 
Wales FL 33898 issue. account indicating the 

~. FL 338% ~ 2. Noted 
I .  Nned James 

2. Had to call three limes to fu a valve 2. There are no notes on the 

3. Rates complaint customer contacted Aqua. 
3. Noted 

Gwen and 78 ROsaie%ik? 1. NO consumption in Jan. yet billed I .  Customer billed for base 
Charles Bkd. Lake 2. Water quality rate and no consumption in 

3. Rate increase mmdaint Wales. FL 

I 

I 
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Ct.. Leesbuq, Estate$ 
FL 34788 

Theresa 9820 Fore Rd , SlveFLFke 
Leesburg FL Estales 
34788 

James 34052 Matthews Silver Lake 
Cove, Leesbuq. Estates 
FL 34788 

eater he Wnds up talking 111 
someone In PA" . . . And he's "viewed Call Center a Idat of three - 2 
as just another one of those slupid old limes to me SCC and once to 
Flotida seniom, Wno is not onk a great the NCC. Each time, CUStOmer 
candidate to be scdmmed, but taken had dmerent questions and 
advamage of at every opponun~.' they were answered 

XCU,al*. 
I. complaining about a t e  in-& 
(unbm rale nd fair) 2. Company has two meter 
2. Problem wl meter in 2W5; mmpany reads on recod: 03/08 and 
changed meter replaced MIA RF: even 08107 RF placed on the meter 
though customer had no pmblem Mth and random check by PSC due 
meter, company changed it again after to ate cas.  Customeh blll is 
hesnngs Ian year and again in March bawd on adual reads. 
orapt i lo fm8:  companygaveno 
explanstlon why meter was changed: 

1. U i q e  811 oier ihe place (added 
zem?-Argenzimo). Never called Ihe 
Call Center- dws not have time. 
2. Op+nsed to the ate increase. 
3 QualiW of water is ok (link bt of a 
chlotine Smell to it. hard water stains 
here and thwe) 
4. Sent in a payment *at wasn't 
posted on time even thwgh was 2. Noted 
delwered on time: called company was 3. Noted 
told R was taken care of, it wasnt IWk 4. In May 2037, customer's 
several phone calls to fix 

i N o t e d  

i. Has imgation system. No 
billing issues reported. nor 
addressed by billing or 
customer. Consumph history 
does spike but appears to be 
mnststent fmm year lo  year. 
No evidence of any "added 
zem". 

wife called and said she did not 
know about the billing address 
change and was -"ding the 
payment. 05/23/07 - Bank 
called due to payment not 
rece"ed. Customerwas 
reissuing new check due lo 
account number change. 
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ea CP2 

70 CP3 

71 CP4 

72 CP5 

n CP6 

m Debarah 

SllpEran Keihl 

Mmh Roben 

V a  Wag- Heidi 

32786 

.~ 
501 E 3rd SI 
ChUiUots FL 
32766 

-570 Osprey 
Lake Cir, 
ChUlUOla FL 
32766 

‘605 Osprey 
Lake Cir, 
Oviedo FL 
32766 

‘t660sprey 
Lake Cir. 
Chuiuola FL 
‘32766 

351 E 4th SI, 
Chuiuota FL 
32786 

- ~~ ~ 

Chuiuota 

ChUiUOta 

Chuluota 

Chuiuea 

Chuiuota 

baneria in water and chemicals; 
pedindan raid Io ‘keep him as far 
away fmm the water as possible’ 
2. Rae increase complaint 

1. Waterquality issue: sediment. 
Wadi  sludge in Mile1 tanks. cormding 
water heater pips, repiaced toilets 
and tub. 
2. Billing: a d d d o  emr 
3. Pw( curlomer 5eMCe: 8 calls l o  
resme 
4. Suspds that dag died from water 
HAS OPEN PUC COMPLAINT! 

. . . . . -. 

- ~~~~ 

1. Waler ma&: beieves that THM is 

.~ 
1. Noted 
2. Not an ‘added zero” issue. 
Undwlmenled melei 
exchange and information was 
n e  updated in database. This 
was completed on 07116108. A 
wised bill was issued for 93 
days 04 sewice. 
3. irsue resolved on 07/16/08, 
4. Need 

1. Noted ~ . .  
up again, heslh issues, coliform 2. Boil watw nolice process 
badena notice. unreilaMe sewice meets the expenalionS set by 
2. Late ml i is  iacai auihonties. 
3. Rale in-= pmplaint 3. Noted 
1. Billing - caiied CSR to dispute biii. 1. Customers payment in 
was toid not lo pay mil, 2 days ialer January received aRer due 
,r-ived Shutoff notice. “I had lo cali dale. A mce was sent to 
Ihe bankoverthe phwe lhrough cunomwin accordancewlth 
customer sewice, give them my our pmcesses for past due 
m u n l  number 5(1 my water wasn’t amounts. 
shut off 2. Noted 
2. Waler quamy: insinuates dogs death 
and husbands inteslinal surgery 
esuiled from water mrumption 

1. Rate complaint: dnerem in 1. Noled 
neighborhoods’ rates 2. Noled 
2. Rate increase complaint: base rate 3. Noled 

~ ~ ~~ ~~ ~~~ ~~ ~ 

insinuates dog’s cancerand cat.8 ulcer 
f” water. 
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AOUA. rL 

Aqua Utilities Florida, In= T: 352.787.0980 
P.O. BOX 490310 F: 352.787.6333 
Leerburg, FL 34749 wwvv.aquautilitierfiorida.com 

August 27,2008 

Mr. Charles Thomas 
5508 Southfvest 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 concem 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 
for a supervisor to call you back. On behalf of Aqua, I apologize that we did not respond timely 
with a supenisor’s call. 

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 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.aauaamerica.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 healtb and safety standards does not always provide you 
with the aesthetic qualities you’d like &om 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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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 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 Florida. Inc. T: 352.787.0980 
P.O. BOX 490310 F: 352.787.6333 
Leesburg. FL 34749 ~.aquautilitiernorida.com 

August 27,2008 

Mr. John Mazzerele 
71 17 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 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 Franklin 

An Aqua America Company 
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AOUA. 
Aqua Utilities Florida, Inc 
P.O. Box 490310 F352.787.6333 ’ 

Leerburg, FL 34749 www.aquautiiitierflorida.com 

T: 352.787.0980 

August 27,2008 

Ms. Melanie Day 
5120 Southwest 69Ih 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 
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 the location of our wastewater treatment plant for Arredondo Estates, 
which we provided to you immediately; this plant is on Archer Road.. 

You expressed concem 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 to 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 concems about hardness, 
calcification (a white residue), manganese (which could leave a purple or black ring m 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.aciuaamerica.com and view your annual water quality 
reporl, which we publish and distribute before July 1 of every year. 

An Aqua America Company 



oBo1z1-ws 
Customer Letters 
Camp. Exhibit CHM, Page 5 of 140 

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 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 dnd 2004, we have spent about $30 million for water and 
'sewer infrastructure improvements sfatewide. Additionally, operating costs such as gasoline and 
chemicals have continued to ctimb. 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 



. .  
August 27,2008 

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

Dear Mr. Goetze: 

m121-ws 
Customer Letters 
Cmp. Exhhll C H M ,  Page 6 of 140 

Aqua Utllltler Florida. I n r  
P.O. Box 490310 
Leerburg. FL 34749 www.aquautilltiesflorida.Fom 

T: 352.787.0980 
F: 352.787.6333 

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 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 
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.aauaamerica.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 atid 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 
chem.ica!s have c d n u e d  to c!imb. Pste ix:eases p:vv*ide a way fix utiKtss ‘to rmcver capital 

An Aqua Amedca Company 
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Mr. Robert Goetze ' 

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 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 Oficer . .. 

cc: Christopher H. ,. Franklin, .. Aqua America . .  
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Aqua UNlities Florida. inc. T: 352.7a7.0980 
P.O. Box 490310 F: 352.7a7.6333 
Leesburg, FL 34749 www.aquautilitiesflorida.com 

August 27,2008 

. .  
Ms. Maria Hurley 
71 17 Southwest Archer Road, Unit 2647 
Gainesville, FL 32608 

Dear Ms. Hurley: 

Thank YOU for attendine vow communit\ 
. . .  -. . customer sen e :aring before the F l o i ~  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 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 qualityis 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.aauaamerica.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 
chemica!~ ! w e  continued tc c!i=b, Rate ixreases p:o:ide 2 way Ex uti!ities to iwovii capita: 

An Aaua America Company 
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Ms. Maria Hurley 
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 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 R. Franklin, Aqua America 

. .  

. .  
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AOUA. -%.d 

Aqua Utilities Fiorida, Inc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34149 www.aquautiliiierflorlda.com 

August 27,2008 

Ms. Tanya McGitl Brown 
71 17 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 repoded 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 reported during yoin 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 overflow occurs 
again. 

You also asked about the quality of your water. At times, we hear concems about hardness, 
calcification (a white residue), mangaaese (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.aauaamerica.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, lnrl any cd!s regardi~g water 
quality will receive top priority when dispatched. 

An Aqua America Company 
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Ms. Tanya McGill Brown 
August 27,2008 
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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 

c Christopher Franklin 

... . 
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Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F 352.782.6333 
Leerburg, F t  34749 WWw.aquaUtilitiesflorida.com 

August 27,2008 

0 

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 fiom almost five percent a year ago, 
We’ve also installeda 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 estimate fewer than one percent of all Florida bills once we 
have completed our new radio-frequency meter installation program th is year. 

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 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 concems about 
hardness, calcification (a white residue), manganese (which could leave a purple or black ring in 

concern to Us. Aqua has one of the nation’s top water quality laboratories, and we have spent a 
pix tci!ei), -d 2 ch!osne test-, 3: sr,e!!. Please be =jjz-cu ‘L A --. WatcI 1-- y u a ~ y  -..-E-- IS I- 01 I- tiriucai - . : L !  
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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.acwaamerica.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 Utilities Florida. Bc .  T. 352.787.0980 
P.O. Box 490310 I.. 352.787.6333 
Leerburg. FL 34749 www.aquautllitierflorlda.com 

August 27,2008 

Ms. Jo Pilkinton 
71 17 Southwest Archer Road, Unit 2202 
Gainesville, FL 32608 

Dear Ms. Pikinton: 

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 inf?astmcture 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 

An Aqua America Company 
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Aqua Utilities Florida, inr T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautilitiesfIorida.com 

August 27,2008 

Mr. Lawrence C m s o  
5060 Southwest 631d Court 
Gainesville, FL 32608 

Dear Mr. Caruso: 

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 you had not received return calls from Aqua’s customer service 
representatives. I’m sorry for any conhsiotl, but our records indicate that you have received five 
calls from customer service representatives in 2008. 

You also expressed concem 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 tums 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 Bames, our customer 
service manager, at 352.435.4043. 

You asked about the quality of your water. At times, we hear concem 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.aquaatnerica.com and view your annual water quality 
report. which we publish and distrihute before Jv!y l nfeverry yex .  

An Aqua America 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 precaution 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 testmg 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 utilities to recover capital 
and operating dollars so we can continue to maintain and improve OUT 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 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 Utilities Rarida. Inc. T: 3 ~ 2 . i a i . 0 9 ~ 0  
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34149 wmnr.aquautilitierfiorida.com 

August 27,2008 

Mr. HarIey HoftLnan 
108 Seminole Drive 
Onnond Beach, FL 32174-5820 

Dear Mr. Hoffinan: 

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 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 
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. Aqua publishes and distributes an 
annual water quality report for all of ow water systems; you can view your report at 
www.aauaamerica.com. 

We do realize, however, that meeting health and safety standards does not always provide you 
with the aesthetic qualities you’d like fiom 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 fiequency (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 mors 
before they trigger billing problems. 

An Aqua America Company 
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I 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 capltal 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. 

Jack Lihvarcik 
Chief Operating Officer 

c Christopher H. Franklin, Aqua America 
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Aqua Utilitks Florida, Inc. T: 352.787.0980 
P.O. BOX 490310 F: 352.787.6333 
Leerburg. FL 34749 www.aquautilitierflorida.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 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 -and Orville Baldridge’s views - about 
Aqua. Please be assured that we have carefilly 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 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: C!xistL?pher 5. Fra&lk, Aqua Axerica 

An Aqua America Company 
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Aqua Utilities Florida, Inc. 
P.O. Box 490310 
Leerburg. Fl34749 www.aquautilitiesflorida.com 

T: 352.787.0980 
F: 352.787.6333 

August 28,2008 

Mr. Russell Moyer 
55636 Lee Street 
Astor, FL 32102 

Dear Mr. Moyer: 

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 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 tums backwards, which could be 
caused 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 youk 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 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. 

You also asked about capital improvements 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 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 Utilities Florlda, h c .  T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. R 34749 www.aquautilitiesflorIda.cDm 

August 27,2008 

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

Dear Mr. 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 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 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 always provide you 
with the aesthetic qualities you’d like fiom 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 Additinndly, nperatkg costs sxh ns gess!ine z,?d 
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 has had a base rate increase in about 10 yews. 

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

August 27,2008 

Mr. Bobby Moms 
124 Magnolia Drive 
East Palatka, FL 32131 

Dear Mr. Moms: 

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 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 

An Aqua America Company 
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Aqua Utilities Florida, Inc. 1 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg, 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 comments 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), manganke (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.acluaamerica.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 Amerlca 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. 

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. 

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 
Leerburg. Fl34749 w.aqvautilitiesflorida.com 

August 27,2008 

Mr. Ralph Werkheiser 
7017 Silver Lakes Oaks 
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 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 Aquahas 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 

Attachment 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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Aqua Utilities Florida, Inc T: 352.787.0980 
P.O. BOX 490310 F 352.787.6333 
Leesburg, FL 34149 www.aquautilitie$florlda.com 

August 27,2008 

Mr. Rick Paulus 
24725 Pearl 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 concems 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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August 27,2008 

Mr. James B&s 
5312 Knight Ave. 
Sebring, FL 33875 

Dear Mr. Bums: 

Thank you for attending your community’s customer service heariug 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 
carefilly 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 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 i s  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 always provide you 
with the aesthetic qualities you’d like from your water. Qualities such ZLS 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 Aqua has purchased has had a hace rate increase b ab@=! 10 ;?ears. 

An Aqua Amerka 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. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida. Inc. T: 352.787.0980 
P.O. BOX 490310 F: 352.787.6333 
Leerborg, 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 
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 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 

An Aqua America Company 
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August 27,2008 

Mr. Floyd Bemard 
Ms. Jane Bamard 
1370 1 Tangelo Street 
Sebring, FL 33875-9545 

Dear Mr. and Mrs. Bemard: 

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, whlch 
we later withdrew. Aqua has cut a check for this amount, $126.89, wluch 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 tf ie 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 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.aauaamerica.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 fiom 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 
quaiiiy will rneive top priority when dispaiched. 

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 Ww America Company 
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pressure slightly - by i )ut five pounds. In lr 
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 concem 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 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. 

April, a chlorine pump at the treatment plant in 

Sincerely, 

. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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518 X 34 inch 
314 Inch 
1 inch 
1 112 inch 
2 inch 
3 Inch 
4 inch 
6 inch 

September 17,2007 

Dear Customer: 

We are writing to notify you that Aqua Utilities Florida, 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 bill. 

Previous lnlerlm 
Rates Rater 

5 9.66 S 47.37 
$ 14.51 $ 71.03 
$ 24.17 $ 118.34 
6 48.34 5 236.69 
$ 77.36 S 370.75 
6 154.72 $ 757.49 
$ 241.75 $ 1.183.61 
$ 483.50 $ 2.367.17 

Rates RakS 

Total consumption $ 2.19 $ 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 commitment 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 system since 2003. 

Sincerely, 

Aqua Utilities Florida, Inc. 
1100 Thomas Avenue 
Leesburg, Florida 34748 

i 
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Aqua Utilities Florida, Inc. T: 352,787,0980 
P.O. Box 490310 F 352.787.6333 
Leesburg, FL 34749 www.aquautilitierflorida.com 

August 27,2008 

Ms. Violet Habel 
1180 Josephine Court 
Sebring, FL 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 OW 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 Bames at 352.435.4043. 
Thank you for this opportunity to respond. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher E. Frmk!iz, Aqua .Americz 

An Aqua America Company 
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Aqua Utilities Florida, hc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg. FL 34749 www.aquautilitierflorlda.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.acluaamerica.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 ftom your water. Qualities such as taste and smell have a 
tendency to change based on many different factors, and, as you might imagme, 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 c2pitd 

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 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 Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg, R 34749 www.aquawtilitierfiorida.com 

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 
carellly 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 disappointment at the date and time of the customer hearing. 
Please understand that these hearings are scheduled by the Florida Public Service Conimission. 
According to state requirements, Aqua printed and mailed notices about the hearings to.our 
custom- before each hearing, and y e  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 OUT water and wastewater systems and to recover operating Casts. Since Aqua acquired 
our Florida water systems in 2063 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 t h i s  
opportunity to respond. 

. .  

. .  

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

4 n  Aqua America Company 
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Aqua Utilities Florida. In‘, T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leesburg. FL 34749 w.aquautilitiesflorida.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 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 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 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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August 27,2008 

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

Dear Mr. O’Meam 

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 carehlly 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 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 
QUI 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 
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 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 Utilities Florida. Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg. FL 34749 www.aquautiiitierflorida.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 improve our customer service. 

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

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 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.aauaamerica.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. 

An Aqua America Company 



080121-ws 
Customer Letters 
Cmp. Exhibn CHM, Page 43 of 140 

Mr. Gus Alexakos 
August 28,2008 
Page 2 

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 ow 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 ow 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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Mr. L. F. Hines 
Two Rosalie Oaks Boulevard 
Lake Wales, FL 33898 

Dear Mr. Hines: 

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 concem 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 
concems. Aqua constantly strives to improve our call center operations. Our 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 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. 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 Utilities Florida, Inc. T: 352.787.0980 
P.O. Sox 490310 F 352.7876333 
Leerburg. FL 34749 www.aquautilitiesflorida.com 

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. 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 
fiom your home. All utilities face fixed costSto 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 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 ~n 
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 is 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 && 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 hvelve (12) months or less Brom.the date of termination; a inonthly standby 

. charge equivalent to the Base Facility Charge, will be collected by the Company 
as a conditionprecedent.to restoration of service to that Customer:Ifthe 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. 

. .  
. .  . .  

. .  .. . . . .  . . .  . .  
. 

' The reason that Aqua has requested a rate increase is to recover the capital we've spent to 
improve OUT 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 mfkastructure improvements statewide. Additionally, operating costs such as gasoline and 
chemicals have continued to c1imb:Rate increases provide a way for utilities to recover capital 
and operating dollars so we can continue to maintah 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. Ifyou 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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Mr. Robert Ellis 
Ms. Janice Ellis 
4600 Clarice Avenue 
Zephyrhills, FL 33541 

Dear Mr. and Mr. Ellis: 

Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F: 352,787,6333 
Leerburg. FL 34749 Www.aquautiiitiesfiorida.com 

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 fiom last 
year’s hearing. 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 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. 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 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. 

In the past year, Aqua has worked to enhance customer communications; one of our new 
inihahves, “Aqua Connects”, is a senes oftown hall meehngs where customers 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 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. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utllitler Florida. In(. T: 352.787.0980 
P.O. Box 490310 F 352.7875313 
Leerburg, FL 34749 wuYw.aquaJt:litlerf~orida.com 

August 28,2008 

..., . 

. . ,  . .  . . .  . 

. .  Ms. Janet Mcbwin  . .  

Four Rosalie Oaks Boulevard . .  

Lake Wales, FL 33898 . . . .. . . .  . i . :  . .  

.. , . . .. , . 
, .  . .  , . 

r :  . . .  . .  . . .  . .  . Dew Ms. McLaurin:", . .  
. .  

Thank you for attending your community's customer service hearing before the Florida 
Public Service Conmjssion regarding the Aqua Utilities F1,orida (Aqua) pending rate 

assured that y e  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 : b o w  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 continuously works 
to improve our billing operations, and we want to ensure that all of our customers receive 
accurate, timely bills for thewater 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 ofice - 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-kequency 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 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 
environmentai standards. in fact, we meet ali state and federai standards in your water 
system. Every.year, Aqua tests more than 6,300 water samples throughout Florida. If you 

: . request. We appreciate the time you took to share your,views about Aqua. Please be 

. .  . 

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.aauaamerica.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, you asked whether Aqua refhded 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 now 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 Barnes at 352.435.4043. 
Thank you for this opportunity to respond. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg, FL 34749 www.aquautilitierflorida.com 

, . .  . 

August 28,2008 . .. 

. .. 
. ,  . .  .. . . .  

.: .. Mr. Michael.Flynn . . . .  

Five Rosalie Oaks Boulevard. .’ .. . . .  . . . .  . .  . .. 

. .  . . . .  , 
Lake Wales, FL 33898 

. . DearMr. Flynn: . . . , . ., . . , ,. 

... 
Thank you for.attending your communky’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 regional 

: 

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 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. 

On behalf of Aqua, I apologize for our delay in resolving this matter and for the 
miscommunication 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. Our 
head of training has attended many of the hearings and is using what she learns to further 
instruct OUT 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 Aqu.a 
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 

. .  

An Aqua America Company 



080121.ws 
Customer Letters 
COmp. EXhlbltCHF.2, Page 52 of 140 

Mr. Michael F l y  
August 28,2008 
Page 2 

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. 
Thank you for this opportunity to respond. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida, Inc. T: 352.787.0980 
p.0.80~ 490310 F 352.787.6333 
Leerburg, 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: . , . . .  . I  

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 

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 concem, 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. 

. .  2 

, . carefully considered thecomments of all who testified and, as a result, have made several 

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 tum 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 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 altemative 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 sene 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. 

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 utilitys&zJ 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 will 
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.aauaamericacom 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 
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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 andimprove 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 camments, 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 Utilities florldk lnc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leesburg, FL 34749 www.aquautilitierflorida.com 

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

, ' . . . . .  . 
. .  

At the heeng, you expressed concem about 'fluchiations 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 bill amount '&om 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 period of a pending 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 cli ib.  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 
ofthe systerhs Aqua has purchased has had a base rate increase in about 10 years. 

I hope this information addresses yo& 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 

cc: Christopher H. Franklin, Aqua America 
An Aqua America Company 
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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 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 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 spept 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 gasolme 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. 

Jack Lihvarcik 
Chief Operztiting Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautiiitierfiorida.co~ 

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 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 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 
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 futther 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 wasrewarer 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 



OW121.WS 
customm Letters 
Comp. Exhlbit CHF-2, Page 59 of 140 

MI. James Harwell 
August 28,2008 
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 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 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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P.O. Box 490310 F: 352.787.6333 
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August 28,2008 

Mr. 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 improve our customer service. 

At the hearing, you referred to paying a monthly hasic charge even you were absent. I understand 
your concem, 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 
&om 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 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, 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. 

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 &Z 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 h m  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 
Facilityrate 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 heat 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.aauaamerica.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 &om 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. 
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The reason that Aqua has requested a rate increase is to recover the capital we’ve spent to 
improve OUT 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. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H: Franklin, Aqua America 
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AQUA. - 
Aqua Utilitkr Fbrida. lnc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, 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 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 wptewater 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 OUT 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. 

Sincerelv. 

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 Windemere 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 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 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 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 foI 
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: 
r 

Christopher H. Franklin, Aqua America 
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August 28,2008 

Mr. Walter Tomczak 
33338 Fairway Road 
Leesburg, FL 34788 

Aqua Utllilies Florida. in$. 6 352.787.0989 
P.O. Box 490310 F 352.787.6333 
Leesburg, FL 34749 www.aquautilltierRorida.com 

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 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 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 wdve 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 Bames 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 Amerlca Company 
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Aqua Utilities Florida, Inr T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leesburg, FL 34749 www.aquautilitiesflorida.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 
Senice 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 
carehlly 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 wdve 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 Livarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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August 28,2008 

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

Dear Ms. Martin: 

Aqua U t l l i i r  Florida. Inc. T: 352.787.0980 
P.0. BOK 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautilitierflorida.com 

Thank you for attending your commur.., - 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 wdve 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.Utilitie5 Ronda. Inc T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leesburg. R 34749 www.aquautllitierflorida.com 

August 28,2008 

Mr. John Barzyk 
25 10 Loch Ness Court 
Leesburg, FL 34788-7690 

Dear Mr. Barzyk: 

Thank you for attending your communitys 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 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 Utilities Florida. Inc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautilitiesfiorida.com 

August 28,2008 

Ms. Theresa Mauriell 
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 
carefblly 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. Our 
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- 
fiequency meter at your home. The RF device allows all new meters to be accurately read 
without entering a customel'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 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. Thank you for this 
opportunity to respond. 

Sincerely, 

Tn-lr 1 ;h.mv.-& .#'."a YL. ' .uL" IA .  

Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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August 28,2008 

Mr. James Spiker 
34052 Matthews Cove 
Leesburg, FL 34788-3691 

Dear Mr. Spiker: 

Aqua Utilities Florida, Inc. 
P.O. Box 490310 
Leerburg, FL 34749 

T: 352.787.0980 
F: 352.787.6333 
www.aquautilitiesflorida.com 

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 concem that your water use fluctuates throughout the year. Our 
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 FIorida 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 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 Arnerka Company 
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August 28,2008 

Ms. Erica Skipper 
11440 County Road 675 
Webster FL 33597. 

Dear Ms. Skipper: 

Thank you for attending your communitys 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. 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 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. 

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 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. 

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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August 28,2008 

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

Dear Ms. Iman: 

Aqua Utilities Florida. inc. 

Leerburg, n 34749 www.aquautiiiiiesfiorida.com 

T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 

Thank you for attending your communitvs 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. Please be assured that water quality 
is of critical concem 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 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. 

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. Thank you for this 
opportunity to respond. 

Sincerely, 

v 
Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America An Aqua America Company 
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Aqua Utilltler Florida, lnc. T: 352.787.0940 
P.O. 80% 490310 F: 352.7076333 
Leerburg, FL 34749 www.aquautIlltlerflorlda.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 tune 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. 

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

You also expressed some concem 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 OUT customer representative did not adequately respond to your questions 
about the notice when you called Aqua. 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. 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 a 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 infrashucture 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 doiiars 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 

An Aqua America Company 
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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 



oBo121-ws 
customer Letters 
Comp. Exhibit CHF-2, Page 77 of 140 

AOUA. Ts, 

Aqua MliUes Florida, lnc. 
P.O. Box 490310 
Laerburg. FL 34749 

T: 352.787.0980 
F: 352.787.6333 
www.aquautilitierfiorida.com 

August 28,2008 

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

Dear Mr. Martin: 

I Thank you for attending your community’s customer service _:aring 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 w6ve 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. 

At the hearing, you commented on Aquds 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. 

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. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

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



080121.WS 
Customer Letters 
Cmp. ExhlbH CHF-2, Page 78 of 140 

Aqua Mlitier florida. Inc T 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautilltiesflorida.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 concem 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 enor. 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 cliib. 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, thank you for attending the Oviedo customer service hearing last month. If you have 
additional questions or comments, please call me or Stacey Barnes at 352.435.4043. 

Sincerely, 

Jack Lihvarcik 
Chief C p ~ t i i i g  CEkei 

cc: Christopher H. Franklin, Aqua America 

An &qua America Company 
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AOUA. - 
Aqua Utilities Florida, Inc. 6 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautilitiesflorlda.com 

August 29,2008 

Ms. Marlene Haas 
200 West Third Street 
Oviedo, 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 fiom the general quality of water that 
we pull &om 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 ("HMs). 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 h m  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 Staoey 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 Utiliier 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 hstration, 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 learned 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 kom 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 
frst 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 fkom 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 infiastructure improvements statewide. Additionally, operating costs such as gasoline and 
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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 

! 



oBo121-ws 
Curlcmer Lellerr 
Ccmp. Exhibit CHF-2, Page 83 01 140 

, AQUA. 
August 29,2008 

Mrs. Diane Twiford 
334 Velveteen Place 
Oviedo, FL 32766 

Aqua Willtier Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautilitlesflorida.com 

Dear Mrs. Twiford: 

Thank you for attending your community’s customer service hearing before the fiorida 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 expeperts, 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 qualit) of water that we pull &om the wells in your area, 
and several long-tem 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, opmting 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 ifyou 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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August 29,2008 

Aqua Utilities Florida. Inc. T: 952.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg. FL 34749 www.aquaotilitiesflorida.com 

MI. and MIS. Evan Evans 
319 Velveteen Place 
Oviedo, 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 indicate 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 Chuluota. Many of these challenges result fiom 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 h m  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. 

An Aqua America Company 
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Please call me or Stacey Barnes at 352.435.4043 if you have additional qu itior 
more information. Thank you for this opportunity to respond to your concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

would like 
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August 29,2008 

Ms. Hope Win 
240 Fast Sixth Street 
Chuluota, FL 32766 

Dear Ms. Witt: 

Aqua Utilities Florida, Inc T: 35z.787.09ao 
F: 352.787.6333 P.O. Box 490310 

Leesburg. FL 34749 www.aqua~llltiesflorida.com 

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 (‘ITHMs). We must produce an average of four consecutive qu&ers 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 infrastruchue 
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 concems. 

Sincerely, 

v 
Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

! 

An Aqua America Company 
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Aqua Utilities Florida, inc. T 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautiiitiesfiorida.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 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 fiom 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 ooerating dollars so we can continue to maintain and imurove 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. 
more information. Thank you for this opporhmity to respond to your concerns. 

Sincerely. 

1043 if you have additional questions or wou 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29,2008 

Aqua Uuliiies Florlda, bG T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL. 34749 ~.aquauti l i t ie ior lda.com 

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 ow 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 connected to the public sewer 
system within the same neighborhood as those on septic systems. Our letter was an effort to 
update our records and activate billing for all of our sewer customers. 

I would l i e  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 (maxi” 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 

An Aqua America Company 
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sewer inhtructure 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 concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29,2008 

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

Dear Mrs. Barretta: 

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

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 monthly bills, and OUT 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 fhm 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 t h i s  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 ("THMs). 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 fTom 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 
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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 concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

i 
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AOUA. 5 

August 29,2008 

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

Aqua Utilities Florida. Inc. 

Leerburg. FL 34749 www.aquautiiitiesflorida.com 

T: 352.787.0580 
P.O. Box 490310 F: 352 .7a7 .6~  

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 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. 

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 ow Chuluota water treatment plant produced the fmt 
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total 
trihalomethanes (lTHMs). We must produce an average of forh. 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 
theu 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 pmhased 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 Utiiitlos Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautilitiesfiorida.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. Although 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 h m  Oviedo that could supply water ffoni 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 
Gief  GpcKitiiig C&Ci 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities florida. Inc T: 352.787.0980 
EO. Box 490310 F 352.787.6333 
Leesburg, FL 34749 www.aquautilitiesfiorida.com 

August 29,2008 

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

Dear Mr. Santomauro: 

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. 

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 fiom the general quality of water that 
we pull fiom 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 ftom Oviedo that could supply water ftom their new $16 million water treatment Dlant. 
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. Additionally, operating costs such as gasoline and 
chemicals have continued to climb. Rate increases provide a way for utilities to recover capital 
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Mr. Ron Santomauro 
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 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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August 29,2008 

Mr. Cowboy Wihnan 
141 E. 2“ Street 
Chuluota, FL 32766 

Dear Mr. Witman: 

Aqua Utilities Florida, lnc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg. FL 34749 w.aquautilitiesflorida.com 

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 W s ) .  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 Bames at 352.435.4043 ifyou have additional questions or would like more 
information. Thank you for this opportunity to respond to your concems. 

Sincerely, 

U 
Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29,2008 

Aqua Utilities Florida, Inc. 
P.O. BOX 490310 
Leerburg, FL 34749 vww.aquautilitiesflorida.com 

T: 352.787.0980 
F: 352.787.6333 

Mr. 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 considaed 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. 

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 ( T I ’ H M s ) .  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 

Many of these challenges result from the general quality of water that we pull from the wells in your area, ! 
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water and wastewater systems and to r6over 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 
infannation. Thank you for this opportunity to respond to your concerns. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua Amerka Company 
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August 29,2008 
Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leerburg, FL 34749 www.aquautilitiesfiorida.com 

Ms. Michelle Humpkey 
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 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 (’lTHMs). 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 a~ 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 OUT 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 opporhmity to respond to your concems. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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August 29,2008 

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

Aqua Wlitles Florida. Inc. r: 3s2.7am80 
P.O. BOx4?0310 F 352.787.6333 
Leerburg, FL 34749 wwuu.aquautiliUemorida.com 

Dear Ivir. 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. 

Earliw 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 ( T I ’ H M s ) .  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 Oviedq that could supply water kom 
their new $16 million water treatment plant. We will continue to update you on our progress. 

The reason that Aqua has requested a rate inkease 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 ahd 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 IO 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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August 29,2008 Aqua Utiiitin Florida, lnc. 
P.O. BOX 490310 
Leesburg, FL 34749 wmnr.aquautilitierflorida.com 

T: 352.787.0980 
F: 352.787.6333 

Ms. Maria Chiles 
203 Velveteen Place 
Chuluota, FL 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 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 beatment process at our Chuluota kater treatment plant produced the first 
sample meeting the federal MCL (maximum contaminant level) of lew than 80 parts per million for total 
trihalomethanes (’ITHMs). We must produce an a v d g e  offour consecutive quarters of samples under 
the MCL in order to regain enyiromental compliance with EPA standards, and we believe we’re on our 
way. We are also investigating the construction of a pipeline f?om Oviedo that could supply water from 
their new $16 million water treatment plant. We will continue to update you on ow 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 inhsimcture 
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 Utilities Worida. Inc 
P.0. Box 490310 
Leesburg. FL 34749 www.aquautilitiesflorlda.cam 

T: 352.787.0900 
F: 352.707.6333 

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. 

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 (”HMs). 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 in 
July2008, 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. 

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 infkstructure 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 Banes 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 UUllties Florida. inc. T: 352.787.0980 
P.O. Box 490310 F: 352.7a7.6333 
Leerburg, FL 34749 w.aquautilltlerflorida.com 

August 29,2008 

Ms. Starlene Bums 
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 
carehlly 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 ftom the general quality of water that 
we pull fiom 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 
&-st 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 om way. We are also investigating the construction of a 
pipeline ftom 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 concern 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 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 like 
more information. Thank you for this opportunity to respond to your concems. 

Sincerely, 

U 
Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida. kc. T: 352.787.0980 
P.O. BOX 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautilitierflorida.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. 

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 m s ) .  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 ow 
way. We are also investigating the Gonstruotionof 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. Additional1y;operating costs such as gasoline and chemicals have continued to 
climb. Rate increases provide a way for utilities to recover capital and operating+lollars so we can 
continue to maintain and improve OUT systems. However, none of the systems Aqua has purchased have 
had base rate increases in about IO 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 Utilities Florida. Inc. T: 352.787.0980 
P.O. BOX 490310 F: 352.787.6333 
Leerburg, FL 34749 www.aquautiliiierflorida.com 

Ms. Heidi Van Wagnen 
351 East4" Street 
Chuluota, FL 32766 

Dear Ms. Van Wagnen: 

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. 

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 FHMs). We must p d u c e  &n average of four'consewtive 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 eonstruction 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 @e increase is to recover the capital we've,spent to improve OUT 
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 ow 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 concems. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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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 concems. 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 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. 

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 
OUT 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 yews. 

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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August 29,2008 

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

Dear Mr. and Mrs. Henick: 

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 and expressed concern that your bills might be 
incorrect. Our 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 &om 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 ftom 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 ineastructure improvements statewide. Additionaiiy, operaring costs such as gasoiine md 
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. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

c Christopher H. Franklin, Aqua America 
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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 concems. Our 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. 

I he reason thar Aqua has requested a rate iiicieasjc is to i%OYw the c q k d  we’ve spetlt to 
improve our water and wastewater systems and to recover operating costs. Since Aqua acquired 

- 
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Florida water systems in 2003 and 2004, we have spent about $30 million for water and sewer 
inbstructure improvements statewide. Additionally, operating costs such as gasolme 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 concems. 

Sincerely, 

Jack Lhvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29,2008 

Ms. Diane Nease 
664 Red Pepper Loop 
Oviedo, FL 32166 

Dear Ms. Nease: 

Thank you for attending J u corm 

Aqua Utilities Florida. Inc. T: 3~2.7w.ogao 
P.O. BOX 490310 F: 352.787.6333 , 
Leerburg, FL 34749 wwwaqwutilitksflarida.com 

nity's customer sen 3 hea R before the Flo Public Service 
Co"ission regardingthe 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 severdl 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 residenfs 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 con-t level) of less than 80 parts per million for total 
trihalomethanes WHMs). 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 piperine 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 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. 

Jack Lihvarcik 
Cnie€ Gperaiing Gfficer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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Ms. Kristie Toruno 
412 Empress Lane 
Chuluota FL 32766 

Dear Ms. Toruno: 

Thank you for attending your community’s customer senice 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 llke to assure you that Aqua’s water quaIity 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 
hihalomethanes (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 w o n  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 infiastructme 
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 M) 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 ifyou have additional questions or would like more 
information. Thank you for this opportunitr to respond to your concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29, ZOOS 

Ms. Shannon Armstrong 
614 White Crane Court 
Chuluota, FL 32766 

Dear Ms. Armstrong: 

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 tosolving 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 i s  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 SO parb per million for total 
trihalomethanes W s ) .  We must produce q average of four consecutive quartemof 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 fiom 
their new $16 million water treatment plant. We will continue to update you on our progress. 

The reason that Aqua hasrequested,a rate inkease 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, operakg costs such as gasoline and che&cals 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. Howevk, 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, 

v 

Jack Lihvarcik 
Chief Operating OfEcer 

cc: Christopher H. Franklin, Aqua America 
An Aqua America Company 
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Ms. Laura Perry 
657 Red Pepper h o p  
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, havemade 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 WHMs). We must produce an average of four consecutive quartets 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 infiastructwe 
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, 

---_ Tnr-k I ihvnrrik -.-... 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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Mr. Dan Diehl 
272 Organza Place 
Chuluota, FL 32766 

Dear Mr. Diehl: 

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 carelidly considered the 
comments of all who testified and, as a result, have made several operational changes to improve our 
customer senice. 4 

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 h-eatment plant produced the first 
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total 
trihalomethanes ~ K M s ) .  We must produce ai 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. 

, 

The reason that Aqua has requested a rate increase is to recova 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 ifyou 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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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 
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 fmt 
sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per million for total 
trihalomethanes WHMs). We must produce an average of four consecutive quarters of samples under 
the MCL in order to regain environmental oompliance 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 rec.over operating costs. Since Aqua acquired our Florida water 
systems in 2003 and 2004, we have spent about $30 million for water and seweT 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. 

Sincerelv. 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America An Aqua America Company 
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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 (Aqua) pending rate request. We appreciate the time 
you took to share your views about Aqua. Please be assired that we have carefully considered the 
comments of all who testified and, as a result, have made several operatiakal 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 (lTHMs). We must pr0duce.m average of four’wnsecutive quarters of samples undm 
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 h m  
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 &cover 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 Lih-varcik 
Chief Operating Officer 

ec: Christopher H. Franklin, Aqua America 

An Aqua America Company 
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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 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 ffom 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 plaht produced the 
first sample meeting the federal MCL (maximum contaminant level) of less than 80 parts per 
million for total trihalomethanes (TTHh4s). 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 ffom 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. 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. I apologize for our 
error. 

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 UtiliUn florida. In‘ 1: 352.787.0980 
P.O. Eox490310 F: 352.787.6333 
Leesburg. FL 34749 www.aquautilniesflorida.~om 

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 
Commission regarding the Aqua Utilities Florida (Aqua) pending rate request. We appreciate the time 
you took to share your views about Aqua. Please be assued 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 frm,the wells in your area, 
and several long-term residents have testified that the c o m i t y  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 ( lTHMs) .  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 inwtigati,ng the construction s f  a pipeline from Ovicdo that could supply water firom 
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 *pond to your concerns. 

Sincerely, 

U 
Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America An &qua America Company 
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Aqua Utilities Florida. lnc. T: 352.787.0980 
P.O. Box 490310 F 352.787.6333 
Leerburg, FL 34749 www.aquautllltlerflorida.com 

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 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 ofwater 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 (TTIFMs). We must pxoduce 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 fiom 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. Our 
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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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 Utilities FiorMa, Inc. 

Leesburg, FL 34749 www.aquautllltierflorida.com 

T: 352.787.0980 
P.O. Box 490310 F 352.ia7.63~ 

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 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 
carefilly 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 fbm the general quality of water that 
we pull from the wells in your area, and several long-tenn 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 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 trihalomethanea (lTHMs). 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 &om their new $16 million water treatment plant. 
We will continue to update you on our 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 MI. 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 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 infirastructure 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 concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida, Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.707.6333 
Leerburg. FL 34749 www.aquautilitierflorida.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 regardhg the Aqua Utilities Florida (Aqua) pending rate request. We 
appreciate the t ime 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. Our 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 Bames 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 ftom 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 o m  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 OUT way. We are also investigating the construction of a 
pipeline &om Oviedo that could supply water !?om 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 i0Oj and 2004, we nave spent abour $30 miiiion for waier U I ~  

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 concems. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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Aqua Utilities Florida, IOL l! 352.787.0980 
PO. Box 490310 F 352.787.6333 
Leesburg, FL 34749 www.aquautilitlesflorIda.com 

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 fiom 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 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, 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 
utilityrecovers 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 OUT 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. 
Thank you for this opportunity to respond. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

cc: Christopher H. Franklin, Aqua America 
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August 29,2008 

Ms. Lynzee Richards 
4091 Waycross Place 
Chipley, FL 32428 

Dear Ms. Richards: 

Aqua Utilities Florida. Inc. T. 152.787.0980 
P.O. Box 490310 F 352.787.6333 
Leesburg. FL 34749 www.aquaulilitierflorida,~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. 

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 concern 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 in&astructure 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. Thank you for this 
opportunity to respond. 

Sincerely, 

Jack Lihvarcik 
Chief Operating Officer 

i 

cc: Christopher H. Franklin, Aqua America 
An Aqua America Company 
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Aqua Utilities Florida, lnc. r: 352.7a7.0980 
P.O. Box490310 F 352.7a7.6333 
Leerburg, FL 34749 wvrrr.aquautilitiesflorida.com 

Ivlr. 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 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 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.aauaamerica.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. 

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 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 

cc: Christopher H. Franklin, Aqua America 

i 
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P.O. Box 490310 F 352.787.6333 
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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 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 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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Leesburg. FL 34749 www.aqwutilitiesflwida.com 

T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 

August 29,2008 

Ms. Diana Wood 
2134 Sunny Hills Boulevard 
Chipley, FL 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 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. 

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 concem 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 coucems 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 mncem 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.asuaamericaeom and v i m  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 ffom 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 
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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 Utilities florida. Inc. T: 352.787.0980 
P.O. Box 490310 F: 352.787.6333 
Leesburg, FL 34749 \Nww.aquautillllesflorida,com 

August 29,2008 

Mr. and Mrs. Brandon Rogers 
3962 Falcon Drive 
Chipley, FL 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 concem 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 concem over your billing errors during the past year. We determined 
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 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 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.aauaamerica.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 

j 
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Mr. and Mrs. Brandon Rogers 
August 29,2008 
Page 2 

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. 

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 

j 
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Aqua Utilities florida, Rc .  T: 352.787.0980 
P.O. BOX 490310 F 352.787.6333 
Leerburg. FL 34749 www.aquautilitiesflorida.com 

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 ahout $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. 

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 

I 
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Florida Rural Water Association 
2970 Wellington Circle W. Suite I01 
Taliahassee.FL 32309-6885 

Date Received: Aug 4,2008 

Laboratory IY Sample Description 
72650DW1 1- Walker Eiem. 

72650DW2 2 - 174 Velveteen 

72650DW3 3 - 31 5 Velveteen 

72650DW4 4 ~ 425 Live Oak 

72650DW5 5 - 1005 E.1OUI St 

72650DW6 E -115 W 6th St. 

PO #: 3590186 
Client Project # Chuiuota Water System 
Date Sampled: Aug 4,2008 
Aug 7, 2008; Invoice: 72650 

Report Summary 

FCL Project Manager: June S. Flowers 

Analysis Chemist Location SampleMatrix 
COLlTAG TRB Main Lab Drinking Water 
EPA300.0 YGS Main Lab 
SM9215 B TRB Main Lab 
COLITAG TRB 
EPA300.0 YGS 
SM9215 B TRB 
COLITAG TRB 
EPA300.0 YGS 
SM9215 B TRB 
COLITAG TRB 
EPA300.0 YGS 
SM9215 B TRB 
COLITAG TRB 
EPA300.0 YGS 
SM9215 B TRB 
COLITAG TRB 
EPA3W.O YGS 
SM9215 B TRB 

Main Lab Drinking Water 
Main Lab 
Main Lab 
Main Lab Drinking Water 
Main Lab 
Main Lab 
Main Lab Drinking Water 
Main Lab 
Main Lab 
Main Lab Drinking Water 
Main Lab 
Main Lab 
Main Lab Drinking Water 
Main Lab 
Main Lab 

. Certificate of Results 
Sample integrity was certified prior to analysis. Test resuits meet ai1 requirements of the NELAC Standards except as noted in 
the Quality Control Report. Uncertainties for these data are available on request. This report may not be reproduced in part; 
results relate only to items tested. 

PresidenVTechnlcal Director 

FLDOH: E83018 (Main Lab) FLDOH E86562 (South Lab) FLDOH E82405 (North Lsb) NJDEP: FL015 Page 1 of 6 



F'LaWCRS CH€MIchL LdDCX2ATORI€S INC. 

P.O. Box i50597,Atrmonte Springe FL 327i5-0597 Phone 407 - 339 -5984 Fax 407 - 280 - B i i O  WWw.flowePSIabs.-m 
8253 South U.S. Highway 1. Port St Luds FL 34952-2880 
P.O. Box 1200. Madison FL 32341 Phone 850.9735878 Fax 850-973-6078 

Phone 772 - 343 - 8008 Fax 772 - 2-35 - 8089 

Florida Rural Water Association 
2970 W<?llington Circle W. Suite 101 
Tallahassee, FL 32309-6885 

PO #: 3590186 
Client Project #: Chuluota Water System 
Date Sampled: Aug 4, 2008 
Aug 7. 2008; Invoice: 72650 

Analysis ReporI 

Lab # 7!&5(1DIh'l Sampled: 08/04/08 0945 AM Desc: 
Parameter Result Units DF MDL 
Nitrite(as N) 0.0500 U mg/L 1.00 0.0500 
Nitrate(as N) 0.0500 U mg/L 1.00 0.0500 
E. Coli 1.OOA PIA 1.00 1.00 
Total Coliiorrn 1.00A PIA 1.00 1.00 
HPC-2dayQ35 1.00 u dulml 1.00 1.00 

uh.*-;?$s$(,fi,fi2 ' Samp(&; :oaj&$/oa Og.50 AM "&&; &i7*velveteen:-. 
Parameter Result Units DF MDL 
Nitrlte(as N) 0.0500 u rrw/L 1.00 0.0500 
Nitrate(as N) 
E. Coli 
Total Collfonn 

PQL 
0.100 
0.100 
1 .oo 
1 .oo 
3.00 

PQL 
0.100 

0.0500 U mg/L 1.00 0.0500 0.100 
l.00A PIA 1.00 1.00 1.00 
1.00A PIA 1.00 1.00 1.00 

HPC-Zday@35 1.00 u cfu/ml 1.00 1.00 3.00 

Lab #.7265flD'M . Sampledi08/04108 10:05AM Oe&%.F$315 Yebetteen ,, ' ' ' . .  

Nitrite(as N) 0.0500 U mglL 1.00 0.0500 0.100 
Nltrate(as N) 0.05OOU mg/L 1.00 0.0500 0.100 
E. Coli 1.00 A P/A 1.00 1.00 ' 1.00 
Total Coiifonn 1.00A PIA 1.00 1.00 1 .oo 
HPC_2day@35 1.00 u dulml 1.00 1.00 3.00 

Lab# 7265llDW4 . Sampled!. 08/04/08.10:25AM. Desc:'.4+425 Live Oak' :: :: : 
Parameter Result Unlts OF MDL PQL 
Nitrite(as N) 0.0500 U mg/L 1.00 0.0500 0.100 
Nitrate(as N) 0.0500 U mg/L 1.00 0.0500 0.100 
E. Coli 1.00A PIA 1.00 1.00 1 .oo 

Parameter Result Units . DF MDL PQL 

QC Batch Method 
I0109274 EPA300.0 
I0109276 EPA300.0 
I0109294 COLITAG 
10109294 COLITAG 
10109404 SM9215 B 

.. . > '  . .  :c,,,>..:., 
.. . <> , 

6C Batch Method 
10109274 EPA300.0 
10109276 EPA300.0 
10109294 COLITAG 

CAS # Analyzed 
14797-65-0 08/05/08 1230 PM 
14797-55-8 08/05/08 12:30 PM 

E761700 08/02/08 01:OO PM 
08/02/08 

08/04/08 

CAS # Analyzed 
14797-65-0 08/05/08 1250 PM 
14797-55-8 06/05/08 1230 PM 

08/02/08 

06/04/08 
E761700 08/02/08 01 :00 PM 10109294 COLITAG 

10109404 SM9215B 

. .  .., . . .  . .  ,..: ~, ... : ' ' .  . 

QC Batch Method CAS # Analyzed 
10109274 EPA300.0 14797-65-0 08/05/08 1230 PM m o o  
10109294 COLITAG 08/02/08 F.E- 

. .  E + ,  

I0109276 EPA300.0 14797-55-8 08/05/08 1230 PM x w g  

08/04/08 o G 4  
N E i o  - 10109294 COLITAG E761700 08/02/08 01:OO PM 

10109404 SM9215 B 

75 
QC Batch Method CAS # Analyzed P 
10109274 EPA300.0 14797-65-0 08/05/08 12:30 PM " P  c l r .  

. . .  . I 
::._ 

I0109276 EPA300.0 
10109294 COLITAG 

14797-55-8 08/05/08 1230 PM e; t: 
08/02/08 % E .  

Ni: 
- 0 - 

FLDOH E83018 (Main Lab) FLDOH E86562 (South Lab) FLDOH: E82405 (North Lab) NJDEP: KO15 Page 2 of 6 o\ 



rtowEpS CHEMICAL LABORATORIES INC. 

P.O. Box 150597, Allamante Spdngs FL 327154587 Phone 407 - 339 - 5984 Fax 407 - 260 - 6110 w.flowerslabs.com 
8253 South US. Highway 1. Parl St. Lude FL 34952-2850 
P.O. Sax 1200. Madison FL 32341 Phone 850-972-6878 Fax 850-8736878 

Phone 772 - 343 -8008 Fax 772 - 343 - 8089 

Florida F:uml Water Association 
2970 Wellington Cirde W. Suite 101 
Tallahassee,FL 32309-6885 

PO #: 3590186 
Client Project #: Chuluota Water System 
Date Sampled Aug 4,2008 
Aug 7.2008; Invoice: 72650 

. .  .,, . .. . .  Lab# 726500VV4 ' Sample&.08/04/08 10:25AM Des= 4-425 LiveOak . :: : 
Parameter Result Units DF MDL PQL QCBatch ~ Method 
Total Coliform 1 .OO A P/A 1.00 1.00 1 .oo 10109294 COLITAG 
H PC_2day@:35 1.00 u dulml 1.00 1.00 3.00 10109404 SM9215 B 

. .  . .  Lab #:7.26500W5 ' ' SampIedi'.88/04/08 1 0 4 0 . ~ ' :  ,Desc: 5 - 1005 €.loth St; . .' : . .  
Parameter Result Units DF MDL PQL QC Batch Method 
Ntrite(as N) 0.0500U mgA 1.00 0.0500 0.100 10109274 EPA300.0 
Ntrate(as N) 0.0500U mgA 1.00 0.0500 0.100 10109276 EPA300.0 
E. Coli 1.00A P/A 1.00 1.00 1 .oo 10109294 COLlTAG 
Total Colifomi 1.00A P/A 1.00 1.00 1 .oo 10109294 COLITAG 
HPC_2day@35 1.00 u dulmi 1.00 1.00 3.00 10109404 SM9215 B 

LabK72650DW6. '.' Sampled 08/04/08 10:50AM Desc: '6-115 W 6th Si. 
Parameter Result Units DF MDL PQL QCBatch Method 
Nltrite(as N) 0.0500U mgA 1.00 0.0500 0.100 10109274 EPA300.0 
Nitrate(as N) 0.0500U mgA 1.00 0.0500 0.100 10109276 EPA300.0 
E. Coli 1.00A PIA 1.00 1.00 1 .oo I0109294 COLITAG 
Total Colifomi 1.00A PIA 1.00 1.00 1 .oo 10109294 COLITAG 
HPC-Zday@35 1.00 u dulml 1.00 1.00 3.00 10109404 SM9215 B 

. -. ... . .  . .  . .  . .  
.'. 

CAS # 
E761700 

CAS # 
1479745-0 
14797-55-8 

E761700 

CAS # 
14797-656 
14797-55-8 

E761700 

Analyzed 
08lOu08 01:OO PM 
oe./o" 

Analyzed 
08/05/08 12:30 PM 
08/05/08 1230 PM 
08/02/08 
08/02/08 01:OO PM 
08/04/08 

Analyzed 
08/05/08 12:30 PM 

08/02/08 
08/02/08 01:OO PM 
08/04/08 

08/05/08 12:30 PM 

- 
0, 
m FLDOH E83018 (Main Lab) FLDOH: E86562 (SouvI Lab) FLDOH E82405 (North Lab) NJDEP: FL015 Page 3 of 6 



FL(IwEDs CiHEMIcbL LdDORAT~RIES INC. 

P.0. Box 150597.Altamonte Sprlngs FL 327150597 
8253 South U 3 Highway 1, Port SL Luds FL 34952-2860 
P.O. Sox 1200, MadIran FL 32241 Phone 850-97?-6878 Fax 8508-78 

Phone 407 - 339 - 5984 Fax 407 - 260 - 6130 w.tlawerslabo.com 
Phone 772 - 343 - 8006 Fax 772 - 343 - 8089 

Florida Rural Water Association 
2970 Wellington Clrde W. Suite 101 
Tailahasset?,FL 323094885 

PO #: 3590186 
Client Project #: Chuluota Water System 
Date Sampled: Aug 4,2008 
Aug 7,2008: Invoice: 72650 

Quality Report 

. .  .., . . , . , .. . 
Quality Control'Satch: 101 09274 Analyst: YGS:"" ' ' : 
Blank Result Units 
Nitfie@ N) 0.0500U mgR 

Laboratory Control Sample Result Units Spike %REC %REC Lim 
Nltrite(as N) 2.17 mgR 2.00 108.75 79.13-1 18.50 

Matrlx Spike Result Units Spike XREC %REC Llm Sample 
Nitrite(as N) 2.98 mglL 2.00 147.97 35.24-1 58.76 -0.00270 

MaMx Splke Diipllcate Result Un.h Spike %REC %REC Llm Sample RPD RPD Lim 
Nitrite(as N) 2.98 mgR 2.00 149.26 35.24-158.76 -0.00270 0.87 18.15 

aimilty Coniml ' ~ a t c h :  ;i 01 09276 ~i .'Analyst: yes; ' . . . . .  . . .  . .~ ~. . . .  
Blank Result Units 
Nitrate(as N) 0.0500U mg/L 

Laboratory Control Sample Result Units Spike %REC %REC Llm 
Ntrate(as N) 2.19 mg/L 2.00 109.61 79.67-1 17.37 !?p2 

EEIO 
z s -  0-G h) Matrlx Spike Result Units Spike %REC %REC Lim Sample 

Nitrate(as N) 2.36 mglL 2.00 113.48 50.51-145.48 0.0887 
o f ; +  

Matrix Spike, Diupllcate Result Units Spike %REC %REC Llm Sample RPD RPD Lim 82  (/i 
Ntrate(as N) 2.26 mg/L 2.00 108.66 50.51-145.48 0.0887 4.18 25.04 b -  " F  

3 2  Quality Control Batch: 10109294 . .  
Blank Result Units % 5  
E. Coli 1.00 P/A A m  

0 
ch 
o\ 

FLDOH E83018 I:Maln Lab) FLDOH: E86562 (South Lab) FLDOH: E82405 ( N o h  Lab) NJDEP: FLO1.5 Page 4 of 6 
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Chuluota Test Results 
Exhibit CHF-4, Page 6 of 6 

r'L8wrps CH€MICAL LbDOlRATORIES INC. 

P.O. Box 150597. Altamonte Sprlngs FL 32715-0597 Phane 407-339-5984 Fax 407-260-6110 w.flowerslabs.com 
8253 South US. Hlphway 1, Port SL Luola FL 34952-2880 
P.O. Box 1200, Madison FL 32341 Phane 850-9734878 Fax 850-973-8876 

Phone 772343-8006 Fax 772-343-8089 

Florlda Rural Water Association 
2970 Wellington Clrcle W. Suite 101 
Tallahassee.FL 32309-6885 

PO #: 3590186 
Cllent Project #: Chuiuota Water System 
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 basis 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 Control 
Enclosed analvses met method or FCL criteria. unless otherwise denoted on the Samole results. AoDlled data aualifiers are I .  

defined below. 

Attachments 
Chaln of Custody 

Quallfier 
U 
J 
J1 
J2 
J3 
J4 
Q 
L 
V 
ZTNTC 
A 
P 
T 
M 
G 
S 
0 
I 
B 
Y 

Meaning 
Compound was analyzed for but not detected. 
One or more QC samples associated with this data value exceeded QC limits. 
Surrogate recovery limits have been exceeded. 
No known quality control criteria exist for the component. 
Reported value failed to meet established quality control criteria for either precision or accuracy. 
Sample matrix Interfered with the ability to make an accurate determination on the spiked sample. 
Sample heid beyond the accepted holding time. 
Off-scale high; reported concentration exceeds the highest standard. 
Analyte was detected In both the sample and the associated method blank 
T w  numerous to count. Numeric value represents filtration volume. 
Absent 
Present 
Value reported is less than the statistical method detection limit. Reported for informational purposes only. 
Value reported Is greater than the statistical method detection limit. but less than the reported MDL. 
The greatest of the dilutions performed did not yield sufficient oxygen depletion for valid data. 
The least of the dilutions performed did not yield sufficient oxygen resldual for valid data. 
Result is greater than (over) the specified value. 
Reported value Is between the laboratory method detection llmit and the laboratory practical quantltation limit. 
Results based upon colony plate count outside ideal range. 
The laboratory analysis was from an improperly presewed sample. The data may not be accurate. 

FLDOH: E83018 (Main Lab) FLDOH: E86562 (South Lab) FLDOH: E82405 (North Lab) NJDEP FL015 Page 6 of 6 



080121-ws 
Correspondence with Oviedo 
Exhibit CHF-5, Page 1 of 4 

July 25,2008 

Mayor Mary Lou Andrews 
400 Alexan&a Boulevard 
Oviedo FL, 32765 

Aqua America. Inc. 
762 W. tancarter Avenue 
Bryn Mawr, PA 19010 

Christopher Franklin 
Regional President 

TeVFax: 610.645.1081 
chfranklinBaquaamerica,com 
ww.aquaamerlca.com 

SENT VIA FACSIMILE (40n 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, Oy 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) AqudCity 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) Initial 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 €DOT and Seminole County transportation staff be included in 
the initial 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 
sce&c cczld t-te se-:e:al =e=+&. ,4q- 
FDEP ihe inteiiiim. 

need to c3z&Tze t3 x y &  ,?,+A 



080 12 1 -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 )  Our preliminary discussion with officials at the SJRWMD indicates that they 
would advocate a solution that involves a 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 
SJWMD 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 out the concept, 
collabomtively 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. 

Region& President 

cc; Honorable Sandy Adams, State Representative 
Deputy Mayor Dominic Persampiere 
Cecilia Bradley, Office of the Attorney General 
Mr. Kirby Green, SSWMD 
Ms. Vivian Garfein, FDEP 
Mr. Randy Williams, Seminole CountyBDOT 
Mr. William Sundstrom, Esq. 
Mr. Michael J. Napier, M.S., FDOH 
Mr. Jack Lihvarcik, President Aqua Florida 
Ms. Ann Cole, PSC Clerk 
Charles Beck, Esq., Office of Public Counsel 
Ralph Jaegger, Esq., PSC 
Katheiirie ?:eTEizg, Esq., ?SC 
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Joyce, Kimberly A. 

From: Franklin, Chris 
Sent: 
To: Sandy.Adams@myfloridahouse.gov; mlandrews@cityofoviedo.net 
CC: 

Subject: 
Attachments: Ltr - Mayor Andrews - 0viedo.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 attached letter 
with my initial request for a meeting. 

Mayor Andrews, I've reread the transcript of your testimony fiom 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 various 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 City'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 effkiently. 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 verL 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. 

Wednesday, August 13,2008 1248 PM 

Lihvarcik, John M.; 'bruce,may@hklaw.com'; Joyce, Kimberly A,; Rendeli, William T.; 
Luitweiler, Preston: Dickerson, William 
Discussions with City of Oviedo 

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 water 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 (&SEI), 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 h d i i g s  I ai tiware k t  both EEP a d  DOH h v e  Seen sazpling &e watpr szppF!y ir, 
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 also be useful in developing a 
concerted action plan to work toward mutual solutions. 

8/28/2008 
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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 discussion of a sale of the Chuluota system although earlier 
discussions 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. 
chfrrnltlin~,!nquanmerica.com 
(p) 610-615-1081 
(9 610-645-1081 
(c) 610-324-3179 

8/28/2008 
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Aaua Customer Operations Call Evaluation Form -FINAL 

Section A: Greeting / Ciosing ( I 6  points) 

1) Uses proper greetlng (“Thank you for calling Aqua: my name is 
the last 7 digits of your account number OR if MlOT queue - How may I help you today? (2 pts) 

2) Customer information verified including address and phone number ( I O  pts) 

3) Verify customer is authorized to discuss account (2 pts) 

4) Uses proper closing (Thank you again for calling Aqua; Have I handled all of your 

: May I have 

concerns today?) (2 pts) 

Section 8: Soft Skills (40 points) 

1) Speaks clearly and politely (5 pts) 

2) Controls the call (5 pts) 

3) Listens, clarifies, and confirms understanding of issue (5 pts) 

4) Empathizes with customer (5 pts) 

5) Handles call using proper Aqua processes (5 pts) 

6) 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 ( I O  pts) 

4) Uses Customer Contact System (CCS) to log call properly ( I O  pts) 

5) Proper creation of Service Order? (8 pts) I f  applicable 

6) Proper creation of RNQ task? (8 pts) If applicable 

I )  used hold process appropriately? (2 pis) ;feppkiible -. .. 
8) Warm transfer of call? (2 pts) If applicable 

I f  applicable - Rep receives points if applicable does not apply 


