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Diamond Williams

From: Susan Sherman [Susan.Sherman@arlaw.com)]

Sent: Monday, September 19, 2011 5:41 PM
To: Filings@psc.state fl.us
Cc: D. Bruce May, Jr.; dbussey@hotmail.com; Kelly Sullivan, Esquire; KELLY..JR@leg.state.fl.us;

kajoyce @aquaamerica.com; Patty Christensen (Christensen.patty@leg.state.fl.us); Robert Lioyd;
William Coakley; David Bernstein; Kenneth Curtin

Subject: Aqua Utilities Florida, Inc. Rate Action (Dkt. No. 100330-WS) - EXHIBIT C TO RESPONSE TO
REQUEST TO PRODUCE

Attachments: NOTICE OF FILING EXHIBIT C.pdf
Electronic Filing

a. Person Responsible for this electronic filing:

David S. Bernstein, Esq.

Adams and Reese LLP

150 Second Avenue North, Suite 1700
St. Petersburg, Florida 33701

Direct: {727) 502-8215

E-Fax: (727) 502-8915
David.Bernsteain@arlaw.com

b. Docket No. 100330-WS

In Re: Application for increase in water/wastewater rates in Alachua, Brevard,
DeSoto, Hardee, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco,
Polk, Putnam, Seminole, Sumter, Volusia, and Washington Counties by Aqua
Utilities Florida, Inc.

C. Document being filed on behalf of YES Companies, LLC d/b/a Arredondo Farms
d. There are a total of 100 pages

e. The document attached for electronic filing is YES Companies, LLC d/b/a
Arredondo Farms', Notice of Filing Exhibit C to Objections and Responses to
Applicant, Aqua Utilities Florida, Inc.’s, First Request to Produce.

Thank you for your cooperation and attention to this matter,

Susan G. Sherman, CP, FRP

Certified Paralegal

Adams and Reese LLP

150 Second Avenue North, Suite 1700
St. Petersburg, FL 33701

Direct, (727) 502-8243

E-Fax. (727) 502-8943

Main: (727) 502-8200

Fax; (727)502-8282

Email: susan.sherman@arlaw.com

Web Site: www.adamsandreese.com DOCUMERT iMoo vavr
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ADAMS AND REESE Lip
P

Baton Rouge { Birmingham | Houston | Jacksbn | Memphis | Mobile | Nashville | New Orleans | Sarasota | St. Petersburg | Tampa
| Washington, D.C.

The contents of this e-mail and its attachments are intended solely for the addressee(s). In addition, this e-mail transmission may be confidential and it may be
subject to privilege protecling communications between attorneys and their clients. If you are not the named addressee, or if this message has been addressed to
you in error, you are directed not to read, disclose, reproduce, distribute, disseminate or otherwise use this transmission. Delivery of this message to any person
other than the intended recipient(s) is not intended in any way to waive privilege or confidentiality. If you have received this transmission in error, please alert the
sender by reply e-mail. Treasury Circular 230 requires that we inform you that any statements regarding tax matters made herein, inciuding attachments, cannot
be relied upon for the purpose of avoiding tax penalties, and such statements are not intended to be used or referred 1o in any marketing or promational materials.
Additionally, Adams and Reese LLP does not and will not impose any limitation on the disclosure of the tax treatment or tax structure of any transactions te which
such statements relate.

9/20/2011



BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In re: Application for increase in
water/wastewater Rates in Alachua, Brevard,
DeSoto, Hardee, Highlands, Lake, Lee
Marion, Orange, Palm Beach, Pasco, Polk,
Putnam, Seminole, Sumter, Volusia, and
Washington Counties by Aqua Utilities
Florida, Inc.

DOCKET NO. 100330-WS

Filed September 19, 2011

INTERVENER, YES COMMUNITIES, INC., D/B/A
ARREDONDO FARMS, NOTICE OF FILING EXHIBIT C
TO AQUA UTILITIES FLORIDA, INC.’S
FIRST REQUEST TO PRODUCE

Intervener, Yes Communities, Inc., d/b/a Arredondo Farms (“YES”), by and through

its undersigned counsel, files this its Notice of Filing of Exhibit C to Objections and

Responses to Applicant, Aqua Utilities Florida, Inc.’s, First Request to Produce on the date

provided below in the Certificate of Service.

Respectfully submitted,

ADAMS AND REESE, LLP

David S. Bemstein, Esq. and

Andrew J. McBride, Esq.

150 Second Avenue North, Suite 1700
St. Petersburg, Florida 33701

Direct: (727) 502-8261

E-Fax: (727) 502-8961
Kenneth.curtin@arlaw.com

By:

1353400-1 1

/s/ Andrew J. McBride
David S. Bernstein
Florida Bar No. 454400
Andrew J. McBride
Florida Bar No. 0067973
Attorneys for Intervener YES

Fr a7y
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CERTIFICATE OF SERVICE

I HEREBY CERTIFY a true and correct copy of the foregoing has been furnished via

email (where provided below) and U.S. Mail on September 19, 2011, to:

Kimberley A. Joyce, Esq.
Aqua American, Inc.

762 West Lancaster Avenue
Bryn Mawr, PA 19010
kajovce@aquaamerica.com

J.R. Kelly, Esq.

Office of Public Counsel

¢/o Florida Legislature

111 W. Madison Street, Room 812
Tallahassee, Florida 32399-1400

KELLY.JR@lcg. state.fl.us

Robert Lloyd

P.O. Box 63

Captiva, Florida 33924
Rlloydl{@aol.com

David L. Bussey

4948 Britni Way
Zephyrhills, Florida .33541
dbussey@hotmail.com

Ralph Jaeger

Florida Public Service Commission
2540 Shummard Oak Blvd.
Tallahassee, Florida 32399-0850
RJaeger(@Psc. State.fl.us

1353400-1

D. Bruce May, Jr., Esq.
P.O. Box 810
Tallahassee, Florida 32302-0810

bruce.mavi@hklaw.com

Patty Christensen, Esq.

Office of Public Counsel

c/o Florida Legislature

111 W. Madiscn Street, Room 812
Tallahassee, Florida 32399-1400

CHRISTENSEN.PATTY (wlee state fl.us

William Coakley

5934 Lake Osbome Drive
Lantana, Florida 33461
wdco@comcast.net

Kelly Sullivan, Esq.

570 Osprey Lakes Circle
Chuluota, Florida 32766-6658
Kelly.Sullivan. Woods@gmail.com

Joseph D. Richards, Esq.
Pasco County Attorney’s Office
8731 Citizens Drive, Suite 340
New Port Richey, Florida 34654
jrichards@pascocountyfl.nct

/s/ Andrew J. McBride

Attorney
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Water and Sewer Utility Services Complaint Form

, . KLY
( ZQ(ﬂ&géf [ 32608
Telephone: )i? ’JZW

*Provider: AQUA Utilities Inc.

*Name:

*Address:

*Account # {found on your water bill):_23 142 183049 520

' *Reason of complaint (check all that apply):

f//oor water quality "
L

ow water pressure
o Broken water meter
o Other (Please g xplain) N
PR TN W7
M: 0 1 mmm
J 17 szr o~y MMM

fl
"Signature: 3‘ LT AL ,a//

You may also use the following methods to file a complaint with Florida Public Service Commission.

8y phone: 1-800-342-3552

By e-mail: contact@psc.tateflus
Or file an electronic complaint at: hite://www.ose.state-fl.us/consumers/comolaints/

*Regquired field

DOCUMTNT Kimar g pay
6782 SEP20 =
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/communitties

Water and Sewer Utility Services Complaint Form
*Name: /f%e,beac,a & l—(eyl\i lo
*Address: 2117 S, QR‘J.QK_N le€ 277/ 2
(reainesoille T1L 33608
Telephone: _ 7Y~ 2 46
*Provider: AQUA Utilities Inc.

*Account # (found on your water bill): C)QO‘? Ol C}g Y Ol ‘/‘?300

*Reason of complaint (check all that apply):

a/P or water quality
e/Lcc:w water pressure
o Broken water meter
o) Oth;,r (Please explain)
! ‘f‘ﬁﬂj?{?frv r) LR lex.

B)\\L {:é;' h\}i\_\h

*Signature:

You may aiso use the following methads to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552
By e-mall: contaci®psc.siate.flus

Or file an electronic complaint at: htto://www.psc.state fl.us/consumars/complaints/

*Required field

00002
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Water and Sewer Utijlity Services Complaint Form

"‘-Name: A 3 SE R LS

*Address:  _I\V TS0 Covebean AR YD r

B tna 00, 5X 0. 32009

Telephone: RSS-S0 Qoo 5 o ~ ook om0 000
*Provider: AQUA Utilities Inc.

® f RPN S T i3 "t"": f
Account # (found on your water bill):”_ .2 /7 & &1 ol vk gt e

*Reason of complaint (check all that apply):

Poor water quality
Low water pressure
Broken water meter
Other {(Piease explain)

"0 0 0 O

_\>.L,u “an %ngn

*Signature! e x Mo Nowan

You may also use the following methods to file a complaint with Florida Public Service Commission.
By phone: 1-800-342-3552

By e-mail: contact@psc state fl.us
Or file an electronic complaint at: hite://www.osc.state flus/sonsumers/complaints/

. *Required field

00003



&/ communities

Water and Sewer Utility Services Complaint Form
*Name: J‘\,Lf-g?s N MNeouvweor
*address:  __ 1\ 7 _Sw) Wietior 2O
i~ G673 GelnaguMe, v 32L0%
Telephone: _ 337 - 2 H9Y -~ 2% 3§

*Provider: AQUA Utilities Inc.
*Account # (found on your water bill):_Q OO TOAR- oteHq AR ]

*Reason of complaint {check all that apply):

-

pod Poor water quality
-~ Low water pressure
o Broken water meter
& Other {Please explain) _
OOl e WY A CPLAL (e AT N

hooXCe  w ! e (Cn coclos

Fi

*Cj -, < >
Signature: =X ——

~N__ >

You may also use the folloﬁin.g‘.ﬁsethods to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mall: contactedgsc state fl.us
Or file an electronic complaint at: hitp.//www.psc.state fl.us/consymers/complaints/

*Required field

00004
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communities

Water and Sewer Utility Services Complaint Form

*Name: Tonmry b RiBear

*Address: 7J//7 S Arghe /-'\):“.@ci LT 2700

(Saapesylle £/ F360%

Telephone: 35 3 336 - /7713

*Provider: AQUA Utilities In¢c.

*Account # (found on your water billy:_ 0009069823 06yFI9s™

*Reason of complaint {check all that apply):

-

o Poor water quality
o Low water pressure
o Broken water meter
@ Other (Please explain)
’2 /L _foo I/ Kn. Crig L?€r>r‘»? I do L)u?"fc;c,;&;
_i’nu 49(”(‘*” .y (’f.jﬂU_J_El [ Jegi JVH werkly (-3 [oadsa

vy
A ap aler, /d"o/;m{' 7% c?dl) (124 (8 g
yaw [ sprcidis. fastinei 2z ‘mwflf"/"" 6. [ uiee)

Lub'ﬂ—y dC’-Y' J u.;/(‘&

-

F A g/l iy ove

*Signature\l (¢ ' ;

You may also use the following methods to file a complaint with Florida Public Service Commissian.
By phone: 1-800-342-3552

By e-mail: contact@psc.atate.fl.us
Or file an electronic complaint at: hitp://www.gs¢.state.fl.us/consumers/complaints/

*Required field

00005
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Water and Sewer Utility Services Complaint Form
*Name: YN Gy A oSG
*Address: 1N 1 So0 Achep Rd* 12
(T-\MM&I [{ D2LOK

Telephone: _2S3- 225 D\ 2

*Provider: AQUA Utilities Inc.

*Account # (found on your water bill):_00 0% ia\ St 405\

*Reason of complaint (check all that apply):

o/Poor water quality
. Low water pressure
o Broken water meter
<« Other (Please explain)
266 <08 RaWe pontiealy un woeti . ok

B .80 for Youd Ladcdne

*Signaturet"[\/\.a.-«_.d (}A _;&C

You may also use the following methaods to file a complaint with Flarida Public Service Commission.
By phone: 1-800-342-3552

By e-mall: contact@psc.state.fl.us

. *Required field

00006
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/communities

Water and Sewer Utility Services Complaint Form

*Name: Mlma}/ Cam'm
saddress:  FH F Sw Accer Bd lob 121
Gaesalle FL 30¢as
Telephone: CKS?)JIX‘ | 26Y
*Provider: AQUA Utilities Inc.
*Account # (found on your water bili): ¢ 029 ¢ Llod% YT Y8

*Reason of complaint {check all that apply):

Poor water quality
Low water pressure
Broken water meter
Other {Piease explain)

e 0 0O e

e oveio,
A

S

)

*Signature( g
/7

You may also use the following methods to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mail: contactEgsc state.flus
Or file an electronic complaint at: hitp://www.psc.state.fi.us/consymers/complaints/

*Required field

00007
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/ communities

Water and Sewer Utility Services Compilaint Form

*Name: ' _/47('7/’/ AT
*Address: ’Z( /2 S4/ &iaé i ﬁﬂ%//ﬁ
Cran 25“!4454 L 3225

Telephone: Zﬁ 2 27 f?(}

*Provider: AQUA Utilities Inc.

*Account # (found on your water bill,_ 222 704 1 7¢ 2f 770 3/

*Reason of complaint (check all that apply):
A:r water quality )

ow water pressure
. o Broken water meter
o Other (Please explain)

*Signature: “7Z, : - . -/%ﬁun

&
You ray also use the following methads to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mail: contactiPpsc state.fl.us
Or file an electronic complaint at: httn://www,.Dsc.state.fl.us/consumers/complaints/

. *Required field

00008



communities

Water and Sewer Utility Services Complaint Form

*Name: 'M}(fhE“Q é--iﬁzmgg

*Address: [ 7] SoM ﬂrdvr&‘

| Lot 2l Csonngeonlle fo 220L0T
Telephone: 252 =274 - ATHO

*Provider: __AQUA Utilities inc.

* Account # (found on your water bill):_(OCOS OGS 257 Mg 25

*Reason of complaint [check all that apply):

\o Poor water quality
\' Low water pressure
o Broken water meter
@ Other (Please explain} ]
He hamlgess tect 1« 29N and # 1> coatiog
He Adrsing Clothine, omidh  0eGuiAes 2 X¥va QAR N
'Fr')/ r;l.dbr 'LDK\' & C’%C'\ru v 1ho Uuiﬁte;/ / «—;alsb

1 ecngfr Lien § SPOts ©n My o rclowsd
*Signatur : ' Dilants coht/N
WIN G Fhe

You may also use the following methods to fite a complaint with Florida Public Service Commission. S/, f\!QL—Q o

By phone: 1-800-342-3552 "’SCJ F( T
By e-mail; contact®@psc.state flus 7 hewe haef
, TJ')

Or file an electrontc complaint a: it/ /wwve psc state fLus/consumars/comalaintsf 7€ PO 2L
it ey €} )JJOP'LM('L:
}-mn‘F _/a-zf_c.t' L
s ing e il

Clegge o<

cocedd g -

*Reguired field

00009
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Water and Sewer Utility Services Complaint Form
*Name: Tadr:cia Semu /s
Agdress: 7 S A, AL#73
Geainegu #e, Ft_>2c8

Telephone: 35 &™esmea I77-¥Y773

*Provider: AQUA Utilities Inc.
*Account # (found on your water bill): DOLTO LT IOt HTOS6

*Reason of complaint {check ali that apply):

-

o~ Poor water quality

o Low water pressure

o Broken water meter

o~ Other (Please explain) .
T BKelicoe Hhat ﬂm):m LA 1 bres 3¢ L"';°S U["JL'W'CL
ot i oevcker. pr es. T ot Spoken hn rmenq

otrer  Drople ok cruan \_'%J—u' cc_nwadac"J -+ O P Tems S
- lec st deusbie TLIs

QJ- N .
*Signature: /P XCM-—»——.____ \_‘:L’a,/c’ be. L. -5«»..( .

You may aiso use the followlng methads to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mail: contactPps.state.fl.us

Or file an electronic complaint at:

*Required field

00010
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ommunities
Water and Sewer Utility Services Complaint Form
wame: Tk (s
saddress: 7111 78w el LolAdks~
Erinesyille AL 3208
Telephone: A0Y- Aol 1505

*Provider: AQUA Utilities Inc.

*Account # {found on your water bill): //0/ «5(7 Zf'? £3 O (%/75,’20 9

*Reason of complaint (check all that apply):

;@r water quality

Ow water pressure
o Broken water meter
.o Other(Please explain)

]

*Signature M%] -

You may also use the following methods to file a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mail: s

Or file an efectronic complaint at: hitp://www psc.state.fl.us/consumers/comolaints/

*Required field

00011
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communities
Water and Sewer Utility Services Complaint Form

*Name: Q}:Ilmm ¢ ZZ{Q%Q ret- Q)f‘zsz('

*address: +UF Ju) Arzder |8
Unp 4 2h3 Gammvile o 32638

Telephone: (35?;2 355- 5,47

*Provider: AQUA Utilities Inc.

*Account # {found on your water bili):_002 70 6882 b4}

*Reason of complaint (check all that apply):

Aor water quality

Low water pressure
p/Broken water meter
M&}U\ : o~Other {Please explain)
\f‘ﬁ’m ;Xﬁfﬁw Bills M theuit 1Ee bill Cany dirner. m..,-,_.d-ci +€4 bl s
W“o 0)3'" 2 evienty Iy 20 e, meder Y
NJ}_,V V.i“_) .

' e o z‘unm»h.sk 4 16, sp u.uiu is kmbie .
‘_/ . Canngt c3¢)~ Sors Py basien WK Seep o e Shewin Bcavse q& urrléa e S0 hard.

YiH” signature M

You may also use the following methods to fite a complaint with Florida Public Service Commission.

941

By phone: 1-800-342-3552
By e-mail: contact@psc.state.flus
Or file an electronic complaint at: hite:/fwww pscstate.flus/consuymers/complalnts/

. “Required fieid

00612



communities

Water and Sewer Utility Services Complaint Form
*Name: O_L’\%L.{ M{) [8"{'1['
*Address: A1 S W) OULQL\.Q:L RC( HH 2Y
Golraulle Flo 3260¥

Telephone: _ 2SS 2 - 219- 343

*Provider: AQUA Utilii.:ies Inc.
*Account # (found on your water bill): CIP= @82 RO ARO-

*Reason of complaint (check all that apply):

p/Poor water quality

o Low water pressure
o Broken water meter
Qther (Please explain)

Dostaled tle PRt wny bl weat Pogm
990 - (6D o NoO (Qc_dia Hene dovcd

(-:D) - (‘JCLOCGKC - (‘(JJV\«Q la.gw %CL(“LM\ Souwige d ‘[LZN‘fY
.&(‘\t(L_ -C%»L U’V\é’ D (’&»’\'@a(_, VIV\J g%a_ﬁ% Ré‘ju/ﬂf&u

ssignature:_ (2 AN (77

You may also use the following metheds to file a complaint with Florida Public Service Commission.

-

By phone: 1-800-342-3552
By e-rmall: contact@®psc state.flus
O file an electronic complaint at: http://www psc.state fl.ys/consumers/complaints/

*Required field

06013



' commﬁnitié?'
Water and Sewer Utility Services Complaint Form
‘Name:  Ear/ Pk
*Address: AN/ l 7
LT }2 2
Telephone: Juil. ﬁng 974 (jj_
*Provider: AQUA Utilities Inc,

*Account # (found on your water bill):_Zy7 /4 20 SR F 24 SAE 5

*Reason of complaint (check all that apply):

e/Poor water quality

o Low water pressure

o Broken water meter
o Other (Please explain)

Tas73 w7 asen . .

*Slgnazz': / /’ /@ ?é”\-”’

You may also use the following methods to file a complaint with Florida Public Service Commission,

By phone: 1-800-342-3552

By e-mail: comactEPpsc. state fl.us
Or file an eluctranic complaint at: hito:/ Swww psc state fl.us/consumers/complaints/

*Required field XI

Q0014



, communitig
Water and Sewer Utility Services Complaint Form
*Name: 1[‘}/\3 ﬂs;ef-’
*Address: /)7 > Aflepet Ad
 lr?”
Telephone: S52 - S"/’/——‘?VOG
*Provider: __ AQUA Utilities Inc.

O0123ABA -0k HAIHO
*Account # (found on your water bill): oot _hass 7o re

*Reason of complaint {check all that apply):

-

}L_Poor water quality

2 _Low water pressure
o Broken water meter
o Other {Please explain)

dmp BIUS , Trseh lfuvers @

ot P
*Signature: o

You may also use the following methods to file a complaint with Florida Public Service Commission,
By phone: 1-800-342-3552

By e-mail: contact@®psc state.flus
Or file an efectronic complaint at: http://www.Rsc.state.fl.ys/consumers/complaints)

*Required field

00015



communities

Water and Sewer Utility Services Complaint Form

*Name: ;_E(\/LS

*Address: ZH 2,24 iéZZA% é Jﬂ

W 2

Telephone:

*Provider: AQUA Utilities inc,
*Account # (found on your water bilt); X 77 OO, & ol

*Reason of complaint (check all that apply):

'M\ Poor water quality
Low water pressure
Broken water meter

Other (Please explain) . )
on't _clenl Yhe  wade—

N S A= pRinG <Lt lls Sz L F-
hes stdl in . 2

/

*Signature: S

You may also use the followléﬂ;ﬂe a complaint with Florida Public Service Commission.

By phone: 1-800-342-3552

By e-mall: contactMpsc.state fl.us
Or file an electronic complaint at: hitp://www.gsc.state fl. us/consumers/comolaints/

*Required fleld

00016




Summary of customer monthly calls Aqua Utilities of Florida Arrendondo Estates/Farms 2010

Call category May| June| JjulyPugust| Sept.| Oct. Nov| Total
Move in Move out

Pay by Phone Speedpay

Verify Account Balance )

Customer Account Changes

No Water 9 1] 13 63 16 41 143
Payment Arrangement

Explain Bill

Shut Off Notice

Payment Confirmation Number

Restore Service

High Bill Complaint 1 3] 14 1 3 8 2 32
Verify Receipt of Payment

Turn on or Turn Off Service

Low Pressure 8 2 2 6 18
Service Line Leak 3 4 2 5 7 7 3 31
Leak Adjustment 3 5 4 2 9 12 10 45
Dispute Bill 2 1 2 4 5 2 1 17
Boil Water Notice

Meter Problem 2 2 3 1 1 1 10
Zip Check Sign up

Payment Location Inquiry

Water Quality/Taste and Odor 3 3
Sewer Service Complaint 4 7 9 4 3 5 5 37
Wave Late Fees

All Other Calls

Sub Total Quality Performance Report 24! 23| 55 17 92 56 69 336
Collection 2 1 1 3 7
[cotor 3 4 1 3 11
Est Bill 1 1
Final BHI 1 1
Misap PYMT 2 1 1 2 6
[Lost Payment 1 1 2 1 1 6
[curb Box 1 1 2 4
[Duplicate Bill 1 2 1 4 8
{no Bill E 4 1 1 8
lotherwta 1 2 17 2 5 27
[Rates 1 1
Zero Use 1 2 3
IMain Break 1 2 5 8
Supv Call 2 1 3
|Bill Correction 1 1 2
[claims 1 1 2
Reports lumped into "All Other Calls" 5 10 7 8 29 14 21 98
Total reports by month Arrendondo 33| 56y 117 42| 213| 126 159 746
Total report all systems 844| 673| 735{ 687! B60| 631| 1269| 5699
[Percent of total reports for this system 4%| 8% 16%| 6%| 25%| 20%| 13%| 13%
I | |

00017




Florida Customer Contacts November Listing Arrendondo +All other system and totals

Call category

Move in Move out

Pay by Phone Speedpay
Verify Account Balance
Customer Account Changes
No Water

Payment Arrangement
Explain Bill

Shut Off Notice

Payment Confirmation Number
Restore Service

High Bill Complaint

Verify Receipt of Payment
Turn on or Turn Off Service
Low Pressure

Service Line Leak

Leak Adjustment

Dispute Bill

Boil Water Notice

Meter Problem

Zip Check Sign up

Payment Location Inquiry
Water Quality/Taste and Odor
Sewer Service Complaint
Wave Late Fees

Ali Other Calls

Sub Total

Collection

Color

Est Bill

Final Bill

Misap PYMT

Lost Payment

Curb Box

Duplicate Bill

No Bill

Other Wt

Rates

Zero Use

Malin Break

Supv Call

Bill Correction

Meter Exchange

Penality

Claims

Total Reports for November

All other
Systems

561

86

42
67
37
46

24

18

12

16

12

16

18

114

11

20

13

NN

Arrendondo Total
November All Systems

41 602
2 88
6 48
3 70

10 A7
1 47
I 25

5

7

5 23
3 15
16

4

1 13
3

4 20
1 10
5 23
114

11

5 11
20

1 10
1 14
2

2

6

1256

00018



Summary of call reports

Quality Performance Florida Customer Percent
Report Contacts contacts
May 5051 438 844 16.71%
June 5741 453 673 11.72%
July 5790 509 735 12.69%
August 5583 503 687 12.31%
September 5207 479 860 16.52%
October 5192 443 631 12.15%
November 5886 489 1269 21.56%

Why the big difference in the two reports? | know it includes some non regulated counties Sarasota
being the largest, | have checked with the Sarasota Utiliy dept and they are sure that water count
is less than 5000 customers same for the wastewater, Aqua must have total water and wastewater
in the regulated of less than 25000 accounts. Could this be total for the month of all Aqua co's.
Total customer count Aqua Florida operations File 00724-11 PDF page 7

Aqua Florida customer count as of 5-31-10

Total Florida Water 24173
Total Florida WW 15137
Total Florida customers 39310
AUF Water 17099
AUF Ww 6425
Citrus Water 318
Sarasota Water 4842
Sarasota Ww 7113
Chuluota Water 1530
Chuluota wWw 727
Jumper Crk Water 40
Jumper Crk WWwW 39
Fontain Lakes Water 344
Fontain Lakes WW 833

00019



Nov-10

Percent Total Calls

1 Move In or Move Out 16% 919
2 Pay by Phone - Speedpay 14% 797
3 No Water 11% 641
4 Verify Account Balance 9% 556
5 Customer Account Changes T% 411
6 Shut-Off Notice 5% 267
T Payment Confirmation Number 4% 255
8 Payment Arrangement 4% 248
9 Explain Bill 4% 236
10 Restore Service 4% 221
1 Verify Receipt of Payment 2% 142
12 Boil Water Notice Inquiry 2% 122
13 High Bill Complaint 2% 116
14 Turn On or Turn Off Service 2% 88
15 Service Line Leak 1% 80
16 Dispute Bill 1% 71
17 Low Pressure 1% 65
18 Leak Adjustment 1% 62
19 Waive Late Fees 1% 54
20 Payment Location Inquiry 1% 46

All Other Calls 8% 489

Total calls 100% 5,886

00020
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FLORIDA PUBLIC SERVICE COMMISSION

VOTE SHEET
March 16, 2010

Docket No. 080121-WS — Application for increase in water and wastewater rates in Alachua, Brevard, DeSoto,
Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, Polk, Putnam, Seminole, Sumter, Volusia, and
Washington Counties by Aqua Utilities Florida, Inc.

Issue 1: Is Aqua Utilities Florida, Inc.'s performance as specified in the Monitoring Plan detailed in the Final
Order adequate?
Recommendation: Yes.

DENIED, substituting for recommendation: No. While preliminary monitoring results
show substantial improvement in AUF’s performance, additional monitoring is required to ultimately
render a determination as to the adequacy of AUF’s quality of service. Staff will prepare a supplemental
monitoring plan, including but not limited to staff recommendations as to monitoring the aesthetic water
quality of seven systems, referenced in staff’s recommendation, continuing to moniter customer
complaints, continuing to monitor accuracy of meter readings, continuing to monitor accuracy of bills,
and monitoring environmental progress through the end of the 2010 calendar year. Staff will bring this
back to the Commission within 45 days.

COMMISSIONERS ASSIGNED: All Commissioners

COMMISSIONERS® SIGNATURES
MAJORITY DISSENTING

o
/ o
REM /DISSENTING COMMENTS:

DOCUMENT KEMBETR -DATY
02295 HAR3C =
FPSC-COMMiSSry i -

PSC/CLK033-C (Rev 03/07)
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" Véte Sheet
March. 16, 2010
Docket No. 080121-WS - Application for increase in water and wastewater rates in Alachua, Brevard, DeSoto,
Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, Polk, Putnam, Seminole, Sumter, Volusia, and
Washington Counties by Aqua Utilities Florida, Inc.

{Continued from previous page)

Issue 2: Should this docket be closed?

Recommendation: No. If no person whose substantial interests are affected by the proposed agency action
files a protest within twenty-one days of the issuance of the order, a consummating order will be issued, but the
docket should remain open contingent on the DEP not issuing any further consent orders regarding the Woods
water and wastewater systems within 18 months of the Final Order, issued on May 29, 2009. Once the 18-
month timeframe has expired without any further DEP consent orders issued regarding the Woods water and
wastewater systems, the increased revenues will no longer be subject to refund and this docket should be closed
administratively. However, if new consent order activity for The Woods systems does occur before the 18-
month timeframe has expired, staff will report back to the Commission with a recommendation as to how to
proceed with the appropriate disposition of the rates made subject to refund.

AP P ROVED as modified to incorporate the additional supplemental monitoring as

discussed in Issue 1. Staff was directed to get with the company and the public counsel and bring back a
Phase II Monitoring Plan within 45 days or less.

00023
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AUF Monitoring Plan

Findings, Report, Recommendations

Our group, FLOWFlorida would like to add
the following comments regarding the Staff
recommendation recently issued for the
Commissioners action and review as it
relates to the AUF Monitoring Plan ordered
May 29, 2009 by this Commission.

While the order had specific actions and
time frames. AUF had time to prepare all
departments concerned of the plan, and also
make additional adjustments as needed or
necessary to assure desired results.
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AUF Monitoring Plan

Our group, used the complaint activity data. We feel
this method provides a totally unbiased look at the
company’s performance. As the company has no
control over an individual customer who was not
satisfied with answers given by the call center.
Complaints are defined in the system as “billing” or
“service” related. None the less much effort is
required by the customer to file the complaint. As we
review those reports today it becomes self evident of
the “real customer experience” with the Aqua call
center. The next several slides covers some Aqua
operations in other States as well as Florida to
broaden the scale and scope of our findings,
regarding Aqua’s customer service, methods, and
procedures.
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Customer Letter to NY PSC

The next 5 slides offer insight in adequate
detail to the “customers experience” when
contacting Aqua Customer service for
assistance, only those customers with
unlimited patience prevail. One of our
speakers today experienced a similar “road
block” when attempting to contact the
President of Aqua Florida by the email
published on the front page of the statement.
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Carol & Peter Agramonte
965 Bellmore Rd
North bellmore NY 11710
516-781-6311
561-737-5197 (FL)

* Jaclyn Brilling, Secretary September 16, 2009

New York Public Service Commission
Three Empire State Plaza 19'". Floor
Albany, New York 12223

We have been in dispute with Aqua over an excessive water bill
in the amount of $378.86 for the months of May through July,
2009. Although they admit that they were in error, | would
appreciate it if you would kindly review the sequence of events
we have had to endure from May through the present.

5/9-09-Called Aqua- Advised them of extremely reduced water
flow at 965 Bellmore Road, Bellmore, NY 11710-"Paul” comes
to look at it, and says he finds no problems, but a “crew” would
be set over to confirm this.

5-13-09-Crew from Aqua arrives by truck-measures water

pressure to be slightly over 46PSI. Crew leaves and we hear

nothing more from Aqua Water flow problem continues
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965 Bellmore Road

7-01-09-We leave for Florida where we intend to stay until December
09-Address 5505 North Ocean Blvd. 8-104, Ocean Ridge, Fl. 33435-
phone# 561-737-5197.

7-20-09-Aqua bill arrives in Florida- for period of 5-8-09 thru 7-7-09 in
the amount of 378.86. (Water bills for the entire year of 2008 were
437.67.

7-21-09-Called Aqua spoke with Alice. Was told that someone would
be sent to 965 Bellmore Road to make sure “there were no leaks”.
Alice said she would call me in Florida after the inspection.

7-30-09-No call from Alice.....| called and again spoke with Alice. She
said that “as of today, (7- 30-09) they had not gone to check for leaks

nor to examine the meter”. She said that she would call me after they
had done this.

8-12-09- No call from Alice....I called this time and spoke with Rob. He
assured me that he would lmmedlately have a revised bill sent to our
Florida address.



62000

965 Bellmore Road

8-18-09-No bill no call.....I called again and spoke with Rob, who said

the bill has been revised ($180.91?7)-Said he would take care of it and
| should receive it shortly.

| then asked to speak with Alice, who said “the meter had been reread
on 7-22.” When | inquired as to why she hadn’t called me, she had no
explanation.

8-18-09- | wrote a letter to Aqua New York Water expressing my
dissatisfaction.

8-26-09-No bill-No call...... | called yet again, and spoke with Rob, He
said, “bill has been submitted to Billing Dept. but has not yet been
posted”. He further advised that there is a two person Billing Dept.,
and one is on vacation. “You will receive a bill shortly!”

9-2-09-Still no bill. Received a phone call from Matt Snyder, who stated
that he is President of Aqua New York Water. He said we would be
receiving a new bill with credit. He took our mailing address in Florida,
and that he would make sure that the revised bill would be sent to us.
He also, spoke with my husband, Peter, and stated that a new 1” meter
would be installed at our home to improve the water flow situation.
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965 Bellmore Road

9-10-09-/still no hill. | called once again. Matt Snyder was not available.

| spoke with Theresa Barri, Supervisor, who said she would print out
the bill and send it to our Florida address, which she had at hand. She
also said the new 1” meter would be installed at 965 Bellmore Road on
Tuesday 9-15-09.

9-12-09-TODAY’S MAIL-Insult to injury!
FINAL TERMINATION NOTICE!!!!
Water scheduled to be shut off on or after September 28, 2009!

9-14-09-Spoke to both Teresa Barri, Supervisor and Matt Snyder
President-They were very apologetic and offered many excuses. | told
Matt Snyder that | am appalled by the way Aqua is run. | also advised
him that there are not excuses for this situation....(he agreed).!

9-15-09-Finally after eight phone calls!

Water bill arrives in mail for months of July thru September with
adjustment of $234.25 (how was this figure computed?) Total bill
$199.57 (seen enclosed)
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965 Bellmore Road

Also a phone call from Mickey Kane of Aqua Engineering-He spoke
with my husband. Told him they would replace existing, %" feeder and
meter box w 5/8” meter to accommodate a new 1” meter installation to
increase flow. They will have to open the street, cutting out the old
meter pit and tunneling a new 1” feeder under the sidewalk. Work to
begin October 1 (not sept.15 as previously advised by Therese Barri,
Supv., Aqua Water Service.)

This letter is mainly for your information as to the management (?) or
should [ say, mismanagement of Aqua New York Water. How ironic
that they would like to raise our rates by 12% for this wonderful
service.

| would appreciate a response from you in regard to this situation.
Thank you very much.

Carol Agramonte

5505 N. Ocean Blvd. 8-104

Ocean Ridge Fl 33435
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728 News Release
el  Office of the Ohio Consamers’ Counsel @
Y FOR IMMEDIATE RELEASE

7

Contact: Anthony Rodriguez
(614) 466-9547

Aqua Ohio fined $132,000 for failure to resolve billing issues

COLUMBUS, Ohio — August 24, 2009 — State regulators fined Aqua Ohio $132,000 last
week and will audit the company to insure billing problems affecting thousands of
customers in the company’s eight-county service area are fixed. The company also must
spend $25,000 to help low-income water consumers.

The Office of the Ohio Consumers’ Counsel (OCC) pursued the case against Aqua Ohio
after consumers repeatedly reported they were not receiving their water bills for months
at a time and when they did the cumulative bill was high. They also said the company
was not taking actual meter readings for many months, a violation of service standards.
Some consumers said they didn’t get a bill for more than six months. Also, the company
assessed late fees even though customers had not received bills. The Public Utilities
Commission of Ohio determined the billing problems had been ongoing since May 2007
to at least February 2009.
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NY PSC Order effective 1-29-2010\

e Customer Service Incentive Mechanism
(CSIM)

PSC Annual

Complaint Rate |Proposed Amount
<3.7 None

>3.8 $64,000

>4.5 $80,000

>5.3 $96,000

Joint Proposal Sept 9, 2009 pg 12
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Stay out Provision

* The company will receive a 20 basis point return
on equity stay-out premium in return for the
Company's commitment not to file for a base
rate increase prior to February 6, 2013. Should
the Company file for rate relief to become
effective prior to February 6, 2013, the Company
will establish a deferred credit for the benefit of
ratepayers equal to the revenue requirement
effect of the stay-out premium for the period
February 6, 2010 up to the date new rates next
take effect, if before February 6, 2013

Joint proposal Sept 9, 2009 pg 9 & 10
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JAN ‘09
MAR'09
APR'09
MAY 09
JUNE 09
JULY '09
AUG 09
SEPT 09
OCT°'09
NGV '09
DEC 09

2009 Total

NewYork PSC billing refunds to consumers

214,982.94
133,061.32
412,974.01
482,377.84
181,789.36
160,864.19
187,106.27

1,095,079.41

177,760.45
103,227 .44
201,680.09
689.,670.61

4,040,573.93
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To: Consumer Contact
Subject: B-Porm Othar Complaint TRACKING WUMBER: 13206

CNQIaint filed with PSC

Belect County: LAKE
COSTOMER INFORMATION

Name: James Bramigan

Telephone: 3527879304

Bmall:

Mdress: 2101 Live Oak Dr. Prultland Park, 34731

BUSINRSS INFORMATION
Business Account Hame: N/A
Account Numbey:

Midress: N/A B/A Fla 34731

CONPLAINT INPORMATION

Complaint: Other Complaint againet Aqua Utilitiss Florida, Inc,
Datails: ’

I an dlaturbed about receiving a rate incraage form for Piney Woods aystem. A water leak
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From: Lilwarclk, John M.

gent: Thursday, May 08, 2008 11:36 MM
To: Heath, Briap B.; Fontaine, Will M.
fe: Pellenz, Edward J.

Subject: Docket 080121

Brian/will:

I received this email from the PSC regarding a leak at Piney Woods which continusd to leak
for a week bafors it was repaired.

1 need to respond hack to the PEC by tomorrow can you give me background information on
this.

Jack

Ed:

™ you make sure I receive the response.
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e DocketNo. 0801218
Schedle |
— Extiit o, (KED)

Offica of Commission Clerk Offical Filing Page 314 0f576

4/33/08 and did yaquire an interruption of sarvies and a boil water notice on Nelanie
Btraat that cams day,

In sumary the repair vas delayed thres to four days beyond the origimil schadule due to
its priority ranking (two of those days wers weekend days). ALl repairs are completed on 2
priority basis as soon as practical or nacessary this repair vould have been much more
costly If ve had done it after hourg or on the weskend due to labor costs as

apposed to the copt of the leaking water over a faw days,

Srisn 2. Heath

Area Manager (North)

MOA Teilitien Flovida, Tnc.
P.0. Box 490310

Legsburg, F1 34N9

(352) 435-4021
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Aqua Complaints Jan 06 Feb 10

Month 2010 2009 2008 2007 2006
January 13 13 4 11 5
February 12 13 18 8 11
March 8-10 9 12 15 0
April 17 19 7 1
May 26 12 33 3
June 23 25 15 2
July 17 21 29 2
August 18 9 20 3
September 12 14 12 1
October 13 18 14 1
November 2 6 10 0
December 15 10 14 4
Total 25 178 168 188 33
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Co’s with 8 or more reports by year

Jan 06 Feb 2010

2010 2009| 2008 2007 2006 | Total
Aqua 25 178 168 188 33| 592
Alafaya 0 27 68 6 11| 112
Aloha 0 0 17 17 14 48
Ferncrest 0 0 0 0 0 9
Fourpoints 2 2 0 11 16 29
Lk Utility 0 0 0 0 0 11
Landmark 0 0 0 0 0 18
Lindrick 2 19 14 17 30 82
Total 29 224 278 244 126 | 901
Other Co’s 150 153 106 107 99| 465
Total Reports 377 384 351 225 | 1337




7 LARGEST FLORIDA WATER
COMPANIES WITH COMMISSION

COMPLAINTS 2009

Aqua 20,000+ (175
Alafaya 7,260 27
Lake Utility 9,390 6
Utilities of FlI 16,185 4
North Sumpter Utility 31,852 3
Sanlando 12,125 2
People’s Water Svc. 11,858 1
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Agqua Customers by County & Commission Complaints

1-1-2006-3-8-2010

County Co# Cust Billing | Service Total % of Base
Highlands |ws880 |928 36 16 52 5.6%
Lake Ws881 | 4819 51 16 67 1.4%
Pasco ws883 | 3190 85 28 113 3.5%
Putnam ws885 (1189 |9 10 19 1.6%
Seminole |ws886 |1533 55 32 87 5.7%
Volusia ws887 | 379 10 2 12 3.2%
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Aqua Customers by County & Commission Complaints

1-1-2006-3-8-2010

County |[Co# Cust Billing Service Total | %of
Base
Wash ws888 579 9 1 10 1.7%
Lee su821 68 8 10 18 26.5%
Alacha ws688 569 49 24 73 12.8%
Sumter ws768 119 9 4 13 10.9%
Desoto ws798 556 5 2 7 1.3%
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Aqua Customers by County & Commission Complaints
1-1-2006-3-8-2010

County |Co# |“Cust |Billing |Service |Total |% of
| Base

Marion [wu174 (2420 |24 11 35 1.4%

Palm |[wu787 {481 |12 4 16 3.3%

Beach

Brevard wu879 |269 |5 1 6 2.2%

Orange |wu882 1275 |1 4 5 1.8%
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Pasco County

Jusunry 20, 2000

The Honorbie Mancy Argeecion, CTiske
Florkda Public Seevice Comsmission

2540 Shucmard Oak PBoedevand
Tallohascer, Plodd 3173990850

Dear Chalrwomes Angencissoe

Last year, ihe Pablic Seevice Commiasion spprescd 2 v imtrcage i Ages Utilitis Flerids, @
Karge: wnility comspony tha murchased seud now opiracss several Wit sod wiaewsios Uiy
gﬁ;ﬂrw Flondo. Many of thess syeems oreeats withi, the dandon ssprepeimed by
odr iifi.

We apprechate the ditfloa® task that dhe Commission was Bieod with in seisiog raes for o eility
operating multiple, separme mesiema ai & fevel the nsures finding oo meintes y sdequane
infrastnactune for each syspem, However, a3 these diffieuls eonnovmie vimes ooatinae, the rate
increases npproved by dhe Commilssion have hit cidzeng hand. In soove {nsiancesy, assiomers
have saen their bose Bacities charges - the oot of simply keepéngl a8 pocount evea when oo
wailer or sewer servioe |s used < douhied ar even iripied. At dbe same e, “gaflompe” chanes
for metual wsnge have also Increned. Far examiple, customers served by the Zephyr Shoess
systens thavl use move than 10,000 gaflons per mondh have seen their gailonage chaepes nceeared
fourfokd, fom %8 to slnost 30 per thiwand gallns. Qulve simply, these rates have heoom
umaffordable far mazy citinens.

it appesss tha there is an apposiunity 1o toke full advantage of the cconamies of aceke offired
by u comsolidsed wiility compeny to provide somme e relief 4o cusiomers served by the
Historically *high-oost” systems nequired by Aquz. We tndisnstand the Comarriasion”s concem
shat historically "iw-cost™ systime waruld be adad w0 support the *high-cost™ sysbems, but it
severss that castomers xerved by the kitter sre dhose handest hil by ihe rale incresss.
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Ao e BH

Whilz we appreciate e coospleiti
behadf of our delagation's constituons

i of setiing rotes Sor this ity we respecefully roquest, on
served by Aqua Uslities Flosids, that the Conmmission

consider sl measures ayailable to minimize the e impect on Aqua's customess,

Tharik you Bor your considerstion af this request. 1 you would like to discuss dhis hathet,

lesne do not hesate b conact me.

Suisicly,

Wik Wendcriond, Chule
Represcaststive, Disirici £1

Fomdn Zlomis
Sendtor, Dixstric 10

Rebert Schamek
Representiflive, Dt 44

Represcattive, Do 4

Rics Glorlosa
Represcoaaive, Dirint €2

e Flarids Public Service Commissioners

Wictar Crisi, Vive Clair
Bevasior, Disirict (2

ke Faxmp
Senor, Diatrict 11

Tom Amderson
Paprosotalive, Distiel 45

Regresconaive, Disgrios 48



ORDER NO. PSC-09-0385-FOF-W§

8000

DOCKET NO. 080121-WS
PAGE 142
Band 1 Band 3 Band 4 = capped systeéms Band 4 (cont.)
Jasmine Lakes 48 Estates Arredondo Palims MHP
' Kings Cove Gibsomia Estates | Beechers Point Pomona Park
Ocala Oaks Interlachen Lake | East Lake Hamis River Grove
Picciola lsland  / Park Manor Friendly Center Rosalie Oaks
Sikver Lake Estatcs Lake Oﬁbc)m e Haines Creek Sebring Lakes
Tangerine Orange Hi Harmony Homes Silver Lake Oaks
ange Hill Hermits C |
L ermits Cove Skycrest
Quail Ridge | fouby Hills Stone Mountain
Band 2 Ravenswood | goliday Haven Summit Chase
Venetian Village | pmperial Mobile Terrsce | The Woods
Cariton Village Jungle Den Tomoka
Fern Terrace Kingswood Village Water
Grang Terrace L.ake Josephine Welaka / Saratoga Harbor
Lake Gibson Estates Lake Suzy Wootens
Piney Woods Leisore Lakes Zephyr Shores
St. Johns Highlands Morningview
Sunny Hills O2kwood
Valencia Terrace Palm Port
Palm Terrace




Cap Band Rate Summary
Water 5000 Gallons

Band |[ERC |% ERC |Increase/Mo | %to Avglerc
Tot.

16 5592 |33.2% |$24,471.78 |10.6% |$4.38

2-8 2596 |15.4% |$28,582.49 |12.4% |$11.01

3-8 |1606 |9.5% |$32,689.81 |14.2% |$20.35

4-34 |7027 |41.8% |$144,824.24 62.8% |$20.61

6000

Total {16824 $230,568.32
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Cap Band Rate Summary

Water 6000 Gallons

Band |ERC |%erc |Increase % to Avg ERC
Total

1-6 5592 | 33.2%| $38,284.02| 11.8% $6.85

2-8 2596| 15.4%| $40,679.85| 12.5%| $15.57

3-8 1606 9.5%| $42,598.83| 13.1% 28.52

4-34 | 7027| 41.8| $202,726.72 62.5| $28.85

Total | 16821 $324,289.42
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Woman Questions Why Water
Bill Is Up $300
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Elaine Glasscock usage in gallons 2007-2008-2009

50000

45000

40000

35000

30000 e s

25000 = = s

20000 A = e

15000 o = B ¥ & A
10000 - - ERE =
5000 -} - i | i )

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

m 2007 | 20700 | 9500 | 19600 | 33500 | 36800 | 41000 | 37600 | 21600 | 9300 | 36200 | 36500 | 33600
m 2008 | 25800 | 43200 | 17500 | 22400 | 27300 | 38700 | 29600 | 8300 | 14400 23800 | 32600 | 32900
02009 | 16800 | 8800 | 14600 | 21600 | 21200 | 21000 | 20800 | 24800 | 16600 | 27400 | 40300 | 15300

= 2007 m 2008 02009
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Requested Action ltems

« Commission review rate setting process to
be more equitable for all ratepayers.

« Commission place an immediate
suspension on all pending and future
acquisitions by AUF, until customer
commission complaints to this commission
are in line with other water operations in
Florida.
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Requested Action ltems

Consider enabling “Witness Poucher” seven
recommendations.

ORDER NO. PSC-09-0385-FOF-WS
DOCKET NO. 080121-WS
PAGE 18 paragraph 4
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s Thursday,MarchZS 2010 30prn

R ~ Gerald L. Guater Bmldmg, Conference Room 154

© Florida Public Service Commission
0540 Shumard Ock Boulevad
Tallahassee Flenda 32399 085{] Pl = -




THANK YOU

QUESTIONS
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Universal Service Fund 2008

 High Cost 4.48 Billion
* Low Income 819 Million
« Rural Health Care 49.5 Million
« Schools and Libraries 1.8 Billion
 Total 7.1 Billion

Administered by NECA National Exchange Carriers Association
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Four Year Summary/ History of PSC Complaints by Customers of the Seven Largest Regulated Water Compaines in Florida

Customer 2007 2008 2009 2010 Sub Totals | Totals
Count |Service:Billing|Service|Billing Service Billing Service Billing [Service Billing
Aqua Utilities of Florida 22000 60 126 50 116 46 130 49 93 205 465 670
Alafaya 7300 5 1 57 6 24 3 a 7 86 17 103
Lake Utility 9400 1 1 4 1 1 13 4 2 10 17 27
North Sumter Utility 32000 ¢ i 0 1 0 3 0 0 0 5 5
People’s Water Service 12000 1 1 2 0 1 0 4 4 8 s 13
Sanlando 12200 1 1 1 1 0 1 0 2 2 5 7
Utilities of Florida 16200 9 1 3 8 8 9 7 12 27 30 57
77| 132 117, 133 80, 159 64, 120 338 544 882
Total 209 250 239 184
2007 2008 2009 2010 Four Year Total
Total Commission Reports AllCo’s| Aqua! AllCo's| Aqua| AllCo's| Aqua| AllCo's| Aqua; AllCo’s Aqua
all Companies 351 186 384 166 3771 176 350 142| 1462 670
53% 43% 47% 41% 46%

Aqua accounts for 46% percent of the total complaints for this four year period and the PSC regulates 160 companies




Qr B F{L‘CE*]‘ o T e Tar e
Y "‘D VTS, Aqua Utilities Florida, Inc,
2228 Capital Circle NE, Ste. 2A

MFEB-2 AM I0: 35 Tallahasses, FL 32308

COMMISS 1574
February 2, 2011 CLERK

Katherine E. Fleming

Office of General Counsel

Florida Public Service Commission
2540 Shumard Oak Blvd.
Tallahassee, FL 32399-0850

Re: Docket No. 100330-WS - Application for increase in water/wastewater rates.in Alachua,
Brevard, DeSoto, Hardee, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco,
Polk, Putnam, Seminole, Sumter, Volusia, and Washington Counties by Aqua Utilities
Florida, Inc. — Staff Sixteenth Data Request

Dear Ms. Fleming:

By this letter, Aqua Utilities Florida, Inc. (AUF or Company) provides its response to the Staff*s

 Sixteenth Data Request.

COM

1. Please explain or describe whether AUF monitors for irregularities in billing that could signal
-aleak on the customer’s side of the meter.

RESPONSE:

AUF does not perform monthly monitoring of irregularities in billing related to high consuinption.
High consumption complaints are handled on a case by case basis. Ifa leak is witnessed by an AUF
employee, attempts are made to notify customers of possible leaks on their properties. Also, whena
customer contacts a-customer service representative (CSR), the CSR informs the customer of possible
ways to-detect leaks and how to check for possible leaks. :

2, Please explain or describe whether the customer is responsible for all the leaks that occur on
their side of the meter. .

APA | RESPONSE:
-& AUF does have a leak adjustment procedure, This procedure is attached hereto to this response.

RAD ____
$SC |
ADM
OPC
CLK

L

~de— ‘Upon verification the customer has repaired a leak on their side of the meter, through submritted

documentation, a leak adjustment is calculated for a customer’s account. This is based on fifty percent
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PSC ~ Sixteenth Data Request Response
February 2, 2011

(50%) of the difference in the consumption during the month with the leak and the average of three
monthly billed consumption.

3. For leaks occurring on the customer’s side of the meter, please explain or describe whether
AUF has a policy for handling the leak adjustments.

RESPONSE:
Find attached hereto a copy of Aqua’s custorner leak adjustment:proeedure
4. If the response to Question 3 is yes, please respond to the followmg

a Please explain or describe AUF’s pollcy for leak adjus!ments occurting on the
customer’s side of the meter.

b. - Please explain or describe whether the pollcy isin wntmg

c.  Ifthe response to 4b is positive, please provide the names of any and all documents in
which the policy has been committedt to wntmg

d. If the response to 4b is positive, please ptowde thepages (mcludmg the corresponding
title pages) from the most current eopxes of each document in which AUF’s leak
: adjmunent policy is discussed.

RESPONSE

a. ‘Yes, see attached document. For customer leaks, the c:is'temeris informed that
documentation-of the repair is required. Upon receiptand venﬁcatmn of the repair, Aqua

analyzes the customer’s average’ three month usage. An adjustent is! icalcniated based upon
fifty percent (50%) of the difference: of the high usage (leak) and the next highest
consumption. This calculated amownt is then applred as an abatement 0 ihe customer s
account. g R

“Yes, see attached document.
See attached document.
See attached document

pe o

S Please explain or describe whether AUF performs leak-adjusnnents on customer’s bills.

a. Ifthe response to 5 is yes, please provide, by eomlty, for each month during the

test year, both the number of leak ad;ustments and the tesultmg kgal adjustments made by the
 utility-during the test year

b. Please da;cnbe how the leak adJustment is made on AUF’s books both in terms
of accounted forlunaccounted for water and revenues :
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PSC - Sixteenth Data Request Response
February 2, 2011

RESPONSE:

a. Consumption amounts are not adjusted. When an abatement is received, the AUF controller
books the abatement amount as a credit to revenues. This will reduce the revenue amount.
However, no adjustments to consumption data are made. Therefore, the consumption
amounts will reflect the actual amount that is recorded on the water meter. If adjustments
were made 1o the gallons used.in the test'year, it would have the result of reducing the
consumption amount and raise the gallonage charge ‘propo'sed Thus the customers are
receiving a benefit by not reducing the: consmnpﬁon amount.

b. See answer to a, above.’

6. If AUF does not have a pohcy for handlmg leak adjustments, please explain or describe how

the utility handles leaks that oceur on the customer s snde of the mcter '

RESPONSE: _
Not appllcable see abuve responses |

7. Please explam or d&ﬁcrlbe whether A UF provxdes any type of credlt or adjustnent tothe
customer’s bill when a leak occur on the cusromer ] s1de of the meter.

RESPONSE

See response above 'I'hc calculated amount is apphed o the customer s accomt as an abatement |

" credit.

Please achlowledgc recelpt of this filing by stampmg the: extra copy of this Ietter "ﬁied" and

'rctunung the copy to me. _’I‘hank you for your assistance

 Rates Manager -

ce: Bruce May, Holland &. nght
‘ Office of Commission Clerk = = '
Patricia Christensen, Office of Pubhc Counsel
Kimberly A. Joyce, Aqua America, Inc.
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Leak Adjustments

A customer may request we make a credit adjustment to their bill because a water [eak on the customer’s side of
the meter caused consumption that was higher than normail, We notify the customer they must have the leak
repaired and provide us with a copy of the paid repair bill {or some documentation If they made the repalir
themselves) before a decision will be made. We will ask the customer to fax the repalr bill to 1-866-780-8292,

Leak adjustments are granted on a case by case basls provided the customer has sent in proof of the repalr being
made. Adjustments are done on one month’s highast bill anly minus the base rate.

Example Balow

One month's high bill $741.21
Base Rate . %$13.49
Total (Usage) $727.72
Average bill $26.49
Base Rate $13.49
Total (Usage) $13.00

Subtract the average bill from the high bifl minus the base rate.

High bili $727.72
Average bifl $13.00

Difference . $714.72
50% : $357.36

Average bllls are datermined by calculating the average of usage for a 3 month period.

DOCEME S s e
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AQUA.

RECEVED Freq

L Aqua Utilities Florida, Inc.
2228 Capital Circle NE, Ste. 2A
TIFEB-2 AM10: 35 Tallabassce, FL 32308

COMMISSIOH
CLE?{'J' Ut
February 2, 2011

Katherine E. Fleming

Office of General Counsel

Florida Public Service Commission
2540 Shumard Oak Blvd.
Tallahassee, FL 32399-0850

Re: Docket No. 100330-WS - Application for increase in water/wastewater rates in Alachua,
Brevard, DeSoto, Hardee, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco,
Polk, Putnam, Seminole, Sumter, Volusia, and Washington Counties by Aqua Utilities
Florida, Inc. — Staff Sixreenth Data Request

Dear Ms. Fleming:

By this letter, Aqua Utilities Florida, Inc. (AUF or Company) provides its response to the Staff*s
Sixteenth Data Request.

1. Please explain or describe whether AUF monitors for irregularities in billing that could signal
a leak on the customer’s side of the meter.

RESPONSE:

AUF does not perform monthly monitoring of irregularities in billing related to high consumption.
High consumption complaints are handled on a case by case basis. If a leak is witnessed by an AUF
employee, attempts are made to notify customers of possible leaks on their properties. Also, whena
customer contacts a customer service representative (CSR), the CSR informs the customer of possibie
ways to detect leaks and how to check for possible leaks.

2. Please explain or describe whether the customer is responsible for all the leaks that occur on
their side of the meter.

COM
APA I RESPONSE:

% O AUF does have a leak adjustment procedure. This procedure is attached hereto to this Tesponse.
. Upon verification the customer has repaired a leak on their side of the meter, through submitted
RAD ____ documentation, a leak adjustment is calculated for a customer’s account. This is based on fifty percent

ssC

ADM ___ | DOTLMEN" wisapsg oate

orc C o =P AR Aqua Americn .Compnny
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PSC - Sixteenth Data Request Response
February 2, 2011

{50%) of the difference in the consumption during the month with the leak and the average of three

monthly billed consumption.

3. For leaks occurring on the customer’s side of the meter, please explain or describe whether
AUF has a pplic_y for handling the leak adjustments.

RESPONSE: |
Find attached hereto a copy of Aqua’s custoruer leak adjustment procedure.
4, If the response to Question 3 is yes, please respond 1o the following:

a Please explain or describe ALJF’s policy for leak adjustments occurring on the
customer’s sxde of the meter. -

b ':_ Please explmn or desmbe whether the policy is in writing.

c. 5 IfThe respunse todbis posmve, pleaqe provide the names of any and all documents in

which the p0hcy has been commltted 1o writing.

d. - Ifthe response to Abis positive, please pmvide the pages (including the corresponding

title pages) from the most current eoples of each document in which AUF’s leak
:adjusiment policy is dlscussed :

' RESPONSE'

s Yes, see attaahed docmncnt For customer leaks, the customer is mformed that

decumentation of the repair is required. Upon receipt and verification of the repair, Aqua
analyzes the customer’s average three month usage. An adjustment is calculated based upon

fifty percent (50%) of the difference of the high usage (leak) and the next highest
_consumption. This calculawd amount is: then apphed as an abatement to the custOmer ]
. ‘account. . - o O ;
Yes, see attached: document
 See attached document.
See ttached document

o

S. -P-leése e‘xpl‘ain or describe Whether AUF perfonns leak adjustments on customer’s bills,

a. _  Iftheresponseto S is.yes, ph.ase provide, by county, for each month during the :

test year, both the number of Ieakadmstments and the resulung kgal adjustments made by the

:uﬁliiydunngﬂmetestyw HE

- b. b Please descnbe how the leak acl}ustment is made on AUF’s books, both in terms
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PSC - Sixteenth Data Request Response
February 2, 2011

RESPONSE:

a. Consumption amounts are not adjusted. When an abatement is received, the AUF controller
books the abatement amount as a credit to revenues. This will reduce the revenue amount.
However, no adjustments to consumption data are made. Therefore, the consumption
amounts will reflect the actual amount that is recorded on the water meter. If adjustments
were made to the gallons used in the test year, it would have the result of reducing the
‘consumpuon amount and raise the gallonage charge proposed. Thus the customers are

‘ receiving a benefit by not reducing the consumnption amount.

b, - See answer to a, above.

6. - If AUF does not have a policy for handling leak adjustments, please explain or deseribe how
the utihty handles 1eaks that occur on the customer’s side of the meter.

-R_ESPONSE.
Not appheahle see above responses.

7.  Please explain or describe whether AUF prowdes any type of credit or adjustment to the
customier’s bill when a leak occur on the customer’s side of the meter.

RESPONSE:

. See tesponse above. The calculated amnount is applied to the customer’s account as an abatement
cwdlt

Please acknowledge recclpt of this filing by stamping the extra copy ‘of tlus letter “ﬁled” and
remrnmg the: copy tu me. Thank you for your assistancc _

Troy Rendetll
Rates Manager

. ¢c:  Bruce May, Holland & Knight
- Office of Commission Clerk -
Patricia Christenser, Office of Public Counsel
Kimberly A. Joyce, Aqua America, Inc.
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Leak Adjustments

A custormner may request we make a ¢redit adjustment to their hill because a water leak an the customer's side of
the meter caused consumption that was higher than normai. We notify the customer they must have the leak
repaired and provide us with a copy of the paid repair bill {(or some documentation if they made the repalr
themselves) before a decision will be made. We will agk the customer to fax the repailr bill 1o 1-866-780-8292,

Leak adjustments are granted on a case by case basis provided the customer has sent in proof of the repair being
made. Adjustmants are done on one month’s highest bill only minus the base rate.

Example Balow

One month's high bill $741.21
Base Rate 4$13.49
Total (Usage) $727.72
Average bill $26.49
Base Rate $13.49
Total (Usage) $13.00

Subtract the average bill from the high bill minus the base rate,

High bHi $7272.72
Average bill $13.00

Difference $714,72
50% £357.36

Average bills are determined by calcuiating the average of usage for 2 3 month period.

h I3l 3 - Vg
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Summary of customer monthly calls Aqua Utilities of Florida Arrendondo Estates/Farms 2010

Call category May| June| JulyAugust| Sept.| Oct.] Nov| Total "
Move in Move out

Pay by Phone Speedpay

Verify Account Balance

Customer Account Changes

[No Water 9 1 13 63 16 41 143

Payment Arrangement T .
Explain Bill

Shut Off Notice ;
Payment Confirmation Number i
Restore Service .
High Bill Complaint 1 3] 14 1 3 8 2 32 !
Verify Receipt of Payment

Turn on or Turn Off Service

Low Pressure 8 2 2 6 18

Service Line Leak 3 4 2 5 7 7 3 31 !
Leak Adjustment 3 5| 4 2 9] 12 10 45 j
Dispute Bill 2 1 2 4 5 2 1 17

Boil Water Notice

Meter Problem 2 2 3 1 1 1 i0

Zip Check Sign up

Payment Location inquiry

Water Quality/Taste and Odor 3 3

Sewer Service Complaint 4 7 9 4 3 5 5 37

Wave Late Fees

All Other Calls

Sub Total Quality Performance Report 24| 23; 55 17 92 56 69 336

Collection 2 1 1 3 7
|colar 3] 4 1 3 11
[Est Bill 1 1
[Final Bill 1 1
IMisap PYMT 2 1 1 2 6
ILost Payment 1 1 2 1 1 6
[curb Box 1 1 2 4
[Duplicate Bill 1 2 1 4 8
[No sill 1 1 4 1 1 ]
[otherwtQ 1 2 17 2 5 27
[rates 1 i

Zero Use 1 2 3
IMain Break 1 2 5 8

Supv Call 2 1 3

Bill Correction 1 1 2

Claims 1 1 2

Reports lumped into "All Other Calls” 9 10 7 8 29 14 21 98

Total reports by month Arrendondo 33| 56| 117 42| 213| 126 159 746

Total report all systems 844 673| 735 687 860 631] 1269| 5699

Percent of total reports for this system 4% B8%| 16% 6%| 25%| 20% 13% 13%

| |
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Florida Customer Contacts November Listing Arrendondo +All other system and totals
Arrendondo Total
November

Call category

Move in Move out

Pay by Phone Speedpay
Verify Account Balance
Customer Account Changes
No Water

Payrment Arrangement
Explain Bill

Shut Off Notice

Payment Confirmation Number
Restore Service

High Bill Comptaint

Verify Receipt of Payment
Turn on or Turn Off Service
Low Pressure

Service Line Leak

Leak Adjustment

Dispute Bill

Boil Water Notice

Meter Problem

Zip Check Sign up

Payment Location Inguiry
Water Quality/Taste and Odor
Sewer Service Complaint
Wave Late Fees

All Other Calls

Sub Total

Collection

Color

Est Bill

Final Bill

Misap PYMT

Lost Payment

Curb Box

Duplicate Bill

No Bill

Other Wt Q

Rates

Zero Use

Main Break

Supv Call

Bill Correction

Meter Exchange

Penality

Claims

Total Reports for November

All other
Systems

561

86

42
67
37
46

24

13

12

16

12

16

18

114

11

20

13

NN

41

All Systems

602

28

43
70
47
47

25

23

15
16

13

20
10
23
114
11
11
20
10
11

1256
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Summary of call reports

Quality Performance Florida Customer Percent

Report IContacts Icontacts
May 5051 438 844 16.71%
June 5741 453 673 11.72%
July 5790 509 735 12.69%
August 5583 503 687 12.31%
September 5207 479 860 16.52%
October 5192 443 631 12.15%
November 5886 489 1269 21.56%

Why the big difference in the two reports? | know it includes some non regulated counties Sarasota being
the largest, | have checked with the Sarasota Utiliy dept and they are sure that water count is less than
S000 customers same for the wastewater. Aqua must have total water and wastewater Is less than 5000
customers same for the wastewater, Aqua must have total water and wastewater in the regulated of less
than 25000 accounts. Could this be total for the month of all Aqua co’s.

Total customer count Aqua Florida operations File 00724-11 PDF page 7
Aqua Florida customer count as of 5-31-10

Total Florida Water 24173
Total Florida WW 15137
Total Florida customers 39310
AUF Water 17099
AUF wWw 6425
Citrus Water 3i8
Sarasota Water 4842
Sarasota ww 7113
Chuluota Water 1530
Chuluota Ww 127
Jumper Crk Water 40
Jumper Crk ww 39
Fontain Lakes Water 344
Fontain Lakes WW 833
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! ',ijh;i T
Nov-10
Percent Total Calls

1 Move Inor Move Out 16% 919
2 Pay by Phone - Speedpay 14% 797
3 No Water 11% 641
4 Verify Account Balance 9% 556
5  Customer Account Changes 7% 41
6  Shut-Off Notice 5% 267
7 Payment Confirmation Number 4% 255
8  Payment Arrangement 4% 248
9 Explain Bill 4% 236
10  Restore Service 4% 221
11 Verify Receipt of Payment 2% 142
12 Boil Water Notice Inquiry 2% 122
13 High Bill Complaint 2% 116
14 Turn On or Turn Off Service 2% 88
15  Service Line Leak 1% 80
16  Dispute Bil 1% ™
17  Low Pressure 1% 65
18 Leak Adjustment 1% 62
19 Waive Late Fees 1% 54
20 Payment Location Inquiry 1% 46

All Other Calls 8% 489

Total calls. 100% 5,886
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Florida Customer Contacts
November 2010

] ﬂ&%ﬁ@  Reason _| Total
COLLECTION 2
SUPV_CALLB 1

LEESBURG

ARRE ESTATES GAINESVILLE CLAIMS
COLOR
DUPL_BILL
LEAK_ADJ
MAIN_BRK
METER_PROB
NO_WATER
OTHER_WT_Q
PRESSURE

ngaam-n-a-n

ARRI NDO GAINESVILLE BILL_CR

IBILL_DISP
COLOR
DUPL_BILL
HIGH_BILL
LEAK_ADJ
LOST_PYMT
MAIN_BRK
NO_BILL
NO_WATER
OTHER_WT_Q
[PRESSURE
SERV_LEAK
SEWER

o] alw|o]a] =[] rfrfw|n] ]

BEECHERS PO LAKA ER_EXCH 1
NO_WATER 13

BRE HILL LAKE WALES BILL_DIS!

HIGH_BILL
SERV_LEAK

—fn] b

CARLTON VILLAGE Y LAKE AP_PYMT

Printed: 12/24/2010
FL_FILE_NOV_2010.xlsx

|18 Services
Page 1 of 10
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FLORIDA PUBLIC SERVICE COMMISSION
VOTE SHEET
March 16, 2010

Docket No. 080121-WS — Application for increase in water and wastewater rates in Alachua, Brevard, DeSoto,
Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, Polk, Putnam, Seminole, Sumter, Volusia, and
Washington Counties by Aqua Utilities Florida, Inc.

Issue 1: Is Aqua Utilities Florida, Inc.'s performance as specified in the Monitoring Plan detailed in the Final
Order adeguate?
Recommendation: Yes.

DENIED, substituting for recommendation: No. While preliminary monitoring results

show substantial improvement in AUF’s performance, additional monitoring is required to ultimately
render a determination as to the adequacy of AUF’s quality of service. Staff will prepare a supplemental
monitoring plan, including but not limited to staff recommendations as to monitoring the aesthetic water
quality of seven systems, referenmced in staff’s recommendation, continuing to monitor customer
complaints, continuing to monitor accuracy of meter readings, continuing to monitor accuracy of bills,
and monitoring environmental progress through the end of the 2010 calendar year. Staff will bring this
back to the Commission within 45 days,

COMMISSIONERS ASSIGNED: All Commissioners

COMMISSIONERS'® SIGNATURES
MAJORITY DISSENTING

O :&%
ey A sPougtons

W B T
Jsans &

O ——
REMA /DISSENT COMMENTS:

DOCUMENT KUMBIR -TATS
02295 mAR30 e
FPSC-COMMissimy iy -

Yot

PSC/CLK033-C (Rev 03/07)
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- Véte Sheet
March.16, 2010
Docket No. 080121-WS ~ Application for increase in water and wastewater rates in Alachua, Brevard, DeSoto,
Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasco, Polk, Putnam, Seminole, Sumter, Volusia, and
Washington Counties by Aqua Utilities Florida, Inc.

(Continued from previous page)

Issue 2: Should this docket be closed?

Recommendation: No, If no person whose substantial interests are affected by the proposed agency action
files a protest within twenty-one days of the issuance of the order, a consummating order will be issued, but the
docket should remain open contingent on the DEP not issuing any further consent orders regarding the Woods
water and wastewater systems within 18 months of the Final Order, issued on May 29, 2009. Once the 18-
month timeframe has expired without any further DEP consent orders issued regarding the Woods water and
wastewater systems, the increased revenues will no longer be subject to refund and this docket should be closed
administratively. However, if new consent order activity for The Woods systems does occur before the 18-
month timeframe has expired, staff will report back to the Commission with a recommendation as to how to
proceed with the appropriate disposition of the rates made subject to refund.

AP P ROVED as modified to incorporate the additional supplemental monitoring as

discussed in Issue 1. Staff was directed to get with the company and the public counsel and bring back a
Phase Il Monitoring Plan within 45 days or less.
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AUF Monitoring Plan

Findings, Report, Recommendations

Our group, FLOWFlorida would like to add
the following comments regarding the Staff
recommendation recently issued for the
Commissioners action and review as it
relates to the AUF Monitoring Plan ordered
May 29, 2009 by this Commission.

While the order had specific actions and
time frames. AUF had time to prepare all
departments concerned of the plan, and also
make additional adjustments as needed or
necessary to assure desired resulits.
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AUF Monitoring Plan

Our group, used the complaint activity data. We feel
this method provides a totally unbiased look at the
company’s performance. As the company has no
control over an individual customer who was not
satisfied with answers given by the call center.
Complaints are defined in the system as “billing” or
“service” related. None the less much effort is
required by the customer to file the complaint. As we
review those reports today it becomes self evident of
the “real customer experience” with the Aqua call
center. The next several slides covers some Aqua
operations in other States as well as Florida to
broaden the scale and scope of our findings,
regarding Aqua’s customer service, methods, and
procedures.



22000

Customer Letter to NY PSC

The next 5 slides offer insight in adequate
detail to the “customers experience” when
contacting Aqua Customer service for
assistance, only those customers with
unlimited patience prevail. One of our
speakers today experienced a similar “road
block” when attempting to contact the
President of Aqua Florida by the email
published on the front page of the statement.



82000

Carol & Peter Agramonte
965 Bellmore Rd
North bellmore NY 11710
516-781-6311
561-737-5197 (FL)

Jaclyn Brilling, Secretary September 16, 2009
New York Public Service Commission

Three Empire State Plaza 19'. Floor

Albany, New York 12223

We have been in dispute with Aqua over an excessive water bill
in the amount of $378.86 for the months of May through July,
2009. Although they admit that they were in error, | would
appreciate it if you would kindly review the sequence of events
we have had to endure from May through the present.

5/9-09-Called Aqua- Advised them of extremely reduced water
flow at 965 Bellmore Road, Bellmore, NY 11710-"Paul” comes
to look at it, and says he finds no problems, but a “crew” would
be set over to confirm this.

5-13-09-Crew from Aqua arrives by truck-measures water
pressure to be slightly over 46PSI. Crew leaves and we hear
nothing more from Aqua Water flow problem continues
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965 Bellmore Road

7-01-09-We leave for Florida where we intend to stay until December
09-Address 5505 North Ocean Blvd. 8-104, Ocean Ridge, FI. 33435-
phone# 561-737-5197.

7-20-09-Aqua bill arrives in Florida- for period of 5-8-09 thru 7-7-09 in
the amount of 378.86. (Water bills for the entire year of 2008 were
437.67.

7-21-09-Called Aqua spoke with Alice. Was told that someone would
be sent to 965 Bellmore Road to make sure “there were no leaks”.
Alice said she would call me in Florida after the inspection.

7-30-09-No call from Alice.....] called and again spoke with Alice. She

said that “as of today, (7-30-09) they had not gone to check for leaks
nor to examine the meter”. She said that she would call me after they

had done this.

8-12-09- No call from Alice....l called this time and spoke with Rob. He
assured me that he would immediately have a revised bill sent to our
Florida address.
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965 Bellmore Road

8-18-09-No bill no call.....I called again and spoke with Rob, who said

the bill has been revised ($180.91??)-Said he would take care of it and
| should receive it shortly.

| then asked to speak with Alice, who said “the meter had been reread
on 7-22.” When | inquired as to why she hadn’t called me, she had no
explanation.

8-18-09- | wrote a letter to Aqua New York Water expressing my
dissatisfaction.

8-26-09-No bill-No call...... | called yet again, and spoke with Rob, He
said, “bill has been submitted to Billing Dept. but has not yet been
posted”. He further advised that there is a two person Billing Dept.,

and one is on vacation. “You will receive a bill shortly!”
9-2-09-Still no bill. Received a phone call from Matt Snyder, who stated

that he is President of Aqua New York Water. He said we would be
receiving a new bill with credit. He took our mailing address in Florida,
and that he would make sure that the revised bill would be sent to us.
He also, spoke with my husband, Peter, and stated that a new 1” meter

would be installed at our home to improve the water flow situation.
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965 Bellmore Road

9-10-09-/still no bill. | called once again. Matt Snyder was not available.

| spoke with Theresa Barri, Supervisor, who said she would print out
the bill and send it to our Florida address, which she had at hand. She
also said the new 1” meter would be installed at 965 Bellmore Road on
Tuesday 9-15-09.

9-12-09-TODAY’S MAIL-Insult to injury!
FINAL TERMINATION NOTICE!!!!
Water scheduled to be shut off on or after September 28, 2009!

9-14-09-Spoke to both Teresa Barri, Supervisor and Matt Snyder
President-They were very apologetic and offered many excuses. | told
Matt Snyder that | am appalled by the way Aqua is run. | also advised
him that there are not excuses for this situation....(he agreed).!

9-15-09-Finally after eight phone calls!

Water bill arrives in mail for months of July thru September with
adjustment of $234.25 (how was this figure computed?) Total bill
$199.57 (seen enclosed)
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965 Bellmore Road

Also a phone call from Mickey Kane of Aqua Engineering-He spoke
with my husband. Told him they would replace existing, %" feeder and
meter box w 5/8” meter to accommodate a new 1” meter installation to
increase flow. They will have to open the street, cutting out the old
meter pit and tunneling a new 1” feeder under the sidewalk. Work to
begin October 1 (not sept.15 as previously advised by Therese Barri,
Supv., Aqua Water Service.)

This letter is mainly for your information as to the management (?) or
should | say, mismanagement of Aqua New York Water. How ironic
that they would like to raise our rates by 12% for this wonderful
service.

| would appreciate a response from you in regard to this situation.
Thank you very much.

Carol Agramonte

5505 N. Ocean Blvd. 8-104

Ocean Ridge Fl 33435
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News Release
Office of the Ohio Consumess’ Counsel

FOR IMMEDIATE RELEASE

Contact: Anthony Rodriguez
(614) 466-9547

Aqua Ohio fined $132,000 for failure to resolve billing issues

COLUMBUS, Ohio — August 24, 2009 — State regulators fined Aqua Ohio $132,000 last
week and will audit the company to insure billing problems affecting thousands of
customers in the company’s eight-county service area are fixed. The company also must
spend $25,000 to help low-income water consumers.

The Office of the Ohio Consumers’ Counsel (OCC) pursued the case against Aqua Ohio
after consumers repeatedly reported they were not receiving their water bills for months
at a time and when they did the cumulative bill was high. They also said the company
was not taking actual meter readings for many months, a violation of service standards.
Some consumers said they didn’t get a bill for more than six months. Also, the company
assessed late fees even though customers had not received bills. The Public Utilities
Commission of Ohio determined the billing problems had been ongoing since May 2007
to at least February 2009.
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NY PSC Order effective 1-29-2010

e Customer Service Incentive Mechanism
(CSIM)

PSC Annual

Complaint Rate  {Proposed Amount
<3.7 None

>3.8 $64,000

>4 .5 $80,000

>5.3 $96,000

Joint Proposal Sept 9, 2009 pg 12
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Stay out Provision

« The company will receive a 20 basis point return
on equity stay-out premium in return for the
Company's commitment not to file for a base
rate increase prior to February 6, 2013. Should
the Company file for rate relief to become
effective prior to February 6, 2013, the Company
will establish a deferred credit for the benefit of
ratepayers equal to the revenue requirement
effect of the stay-out premium for the period
February 6, 2010 up to the date new rates next
take effect, if before February 6, 2013

Joint proposal Sept 9, 2009 pg 9 & 10
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JAN '09
FEB '09
MAR ‘09
APR '09
MAY '09
JUNE '09
JULY ‘09
AUG '09
SEPT '09
OCT 09
NOV '09
DEC '09

2009 Total

NewYork PSC billing refunds to consumers

214,982.94
133,061.32
412.974.01
482,377.84
181,789.36
160.864.19
187.,106.27
1,095,079.41
177,760.45
103,227 .44
201,680.09
689,670.61

4,040,573.93
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To: Congumer Contact
gubject: E«Porm Other Complaint TRACKING NUMBER: 13206

Cﬂ@hiﬂt fileg with PSC

Belect Cownty: LAXE
CUBTONER INPORNATION

Hame: James Branigan
Telephone: 3527873304

Bmail:
Mdress: 2101 Live Oak Dr. Frultland Park, 34731

BUBTNESS INFORMATION

Suginess Account Hama: N/A

Account Number:

Mkdrsss: N/A N/A Fla 34731

COMPLAINT INFORMATION

Conplaint: Other Complaint against Aqua Urilities Florida, Inc.

Details: |
I am disturbed about receiving a rate increase form for Piney Woods system. A water leak
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From: Lihvarolk, John M.
gent: Thursday, May 08, 2008 11:36 M
To: Heath, Srimp B,; Puntaine ®ill 8.
Ce: Pelleng, Edwd d
ubject: Docket 080321

Brian/will:

I received this email from the PC regarding a leak at Piney Woods which continued to leak
!ur a veek bafore it wag repalred.

1 need to respond back to the PEC by tomorrow can you give me background information on
this.

Jack

Ed:

™ o you meke sure I receive the response.
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e Docket No. 080121-WS
Schedule 2 |
- Exhibit No.__(KED-1)

Offica of Comission Cletk Official Filing Page Sldof 5_76

4/23/08 and did tequirs an interruption of sarvice and a boil vater notice on Neltnls
Btysst that cama day,

Tn sumoary the repair was delayed threa to four daye beyond the original schadule due to

 its priority ranking (two of those days ware weskend days). Al repaire are completad on a

pricrity basis ap soon as practical o necessary this repair vould have been mich more
contly if ve had dons it after hours or on the weekend dus to laber costs as
apposed to the cost of the leaking water over a few days,

Srian B, Heath

Area Mansger (North)

MUA Teilities Flovids, Ine.
P.0. Box 450310

Lagsburg, F1 34249

(352) 435-4021
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Aqua Complaints Jan 06 Feb 10

Month 2010 2009 2008 2007 2006
January 13 13 4 11 5
February 12 13 18 8 11
March 8-10 9 12 15 0
April 17 19 7 1
May 26 12 33 3
June 23 25 15 2
July 17 21 29 2
August 18 9 20 3
September 12 14 12 1
October 13 18 14 1
November 2 6 10 0
December 15 10 14 4
Total 25 178 168 188 33
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Co’s with 8 or more reports by year

Jan 06 Feb 2010

2010 2009 | 2008 2007 2006 | Total
Aqua 25 178 168 188 33| 592
Alafaya 0 27 68 6 11 112
Aloha 0 0 17 17 14 48
Ferncrest 0 0 0 0 0 9
Fourpoints 2 2 0 11 16| 29
Lk Utility 0 0 0 0 0 11
Landmark 0 0 0 0 0 18
Lindrick 2 19 14 17 30 82
Total 29 224 278 244 126 | 901
Other Co’s 150 153 106 107 99| 465
Total Reports 377 384 351 225 | 1337




7 LARGEST FLORIDA WATER
COMPANIES WITH COMMISSION

COMPLAINTS 2009

Aqua 20,000+ (175
Alafaya - 17,260 27
Lake Utility 9,390 6
Utilities of Fl 16,185 4
North Sumpter Utility 31,852 3
Sanlando 12,125 2
People’s Water Svc. 11,858 1
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Aqua Customers by County & Commission Complaints

1-1-2006-3-8-2010

County Co# Cust Billing | Service Total % of Base
Highlands |ws880 |928 36 16 52 5.6%
Lake Ws881 |4819 51 16 67 1.4%
Pasco ws883 | 3190 85 28 113 3.5%
Putnam ws885 | 1189 9 10 19 1.6%
Seminole |ws886 |1533 55 32 87 5.7%
Volusia ws887 379 10 2 12 3.2%
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Aqua Customers by County & Commission Complaints

1-1-2006-3-8-2010

County (Co# Cust Billing Service Total | %of
Base
Wash ws888 579 9 1 10 1.7%
Lee su821 68 8 10 18 26.5%
Alacha ws688 569 49 24 73 12.8%
Sumter ws768 119 9 4 13 10.9%
Desoto ws798 556 5 2 7 1.3%
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Aqua Customers by County & Commission Complaints
1-1-2006-3-8-2010

County | Co# |“Cust [Billing |Service |Total |% of
Base

Marion |wuil74 2420 |24 11 35 1.4%

Palm |wu787 {481 12 4 16 3.3%

Beach

Brevard (wu879 269 |5 1 6 2.2%

Orange (wu882 (275 |1 4 5 1.8%
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Jomunry 30, 201}

The Hononbiz Naney Argsnciom, Cliakr
Florida Public Service Comabaion
2840 Shunmand Cuk Bradevad
Tallahozess, Floridy 323990850

Dear Chairwoman Asgeai wo:

Last year, the Rablie Service Comniiizion apnwod 4 eae imsacass Ry Acga UGTlics Florde, &
large mitity oomepany tha punidosed wnd now opcrsncs sevem] wet snd wiaewslc dtllity
sjﬂrmm Flareds, Many of these systeme opersts within e dndots mpenseneed by
our ge fi.

We appreciate the difficek task thet e Comintasion was laesd with in seitieg raies foe 2 seility
opersting multipls, sepramie pysienss & level theg ensures Rinding v ssalimide e adequate
infrmsimacture for each zymem, Howsver, s these difficult coanmic Hmes coeting, dis mie
inoreases npproved by the Commisslon fawe bt citkzens haed. In som: insiamnes, cugtomers
hawve soen therir beroe Riciifties charges - the coat of simply kecping wa nocount evin when no
waley oF sewer servios is used - dauhled or even tipled, At dhe samie Uipoe, “paffonage” charges
For aciual usnpe have also ineressed. For example, custamers servid by the Zephyr Shores
syt that use move han 14,000 gnilosc per monih have seen thele gailonoge eharges Increged
foar-jald, fram &5 oo almost $20 per thowsand gatlons. Quiiee simply, these rates have beooses
umflorduble for mamy citlpmns.

It appears thas thers is 2n npposiunity o take Al advaniage of the sconamics of scale offered
by a consolidated wility compary Lo provide scae raie relief fa cusinmers served by the
tistorrically "highvoos™ sywiems tequired by Aque. We understind the Comunission's concen
{hat historically “Sowonst®™ sysimms would be sded 4o sappon the *high-cast® sysiems, but it
e ot omtosers served by ifie infter e those hardest hit by the rate increese,
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e nca
Son ¥ 0

While we pprecisto the oomplexities of setting rases for this eality, we respectiully regest, o
hehaif o€ our delegation’s.constituenes served by Aqus iilites Florids, that the Conmieaon
consides ul msasures evailable o miniemie the rate impoet on Aqu's ustomen.

“Tharik you Bor your cansidertion of thiz request Tyou woald like o descisss tis Gurthet,
pilese do nok hesiale to corzact me.

Singarcly,

Will Weavrord, Chaie Victar Crist, Viee Clair
TRepreaisbstive, Ristact 61 Senawior, District 12
Road Sloms Mz Fosmv

Senator, Dt 10 Sennor, District 11
Tobert Scheuk Tom Anderson
Reproseuutive, Distact 44 Representalive, Distf 43
Represcatoiive, District 45 Reguiscapative, Disarior 38
Rich Glarlosn

Repeesensive, Disiriot 61



