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Diamond Williams 

From: Susan Sherman [Susan.Sherman@arlaw.com] 
Sent: 
To: Filings@psc.state.fl.us 

cc: 

Monday, September 19,2011 5:41 PM 

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 Lloyd; 
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 wz~~dwastewzctr 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. 

Document being filed on behalf of YES Companies, LLC d/b/a Arredondo Farms 

There are a total of 100 pages 

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. 

C. 

d. 

e. 

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 

9/20/2011 



Page 2 of 2 

ADAMS AND REESE 1.~13 

Baton Rouge I Birmingham I Houston I Jackson I Memphis I Mobile I Nashville I New Orleans I Sarasota I St. Petersburg I Tampa 
I Washington, D.C. 
The cnntents of this e-mail and its attschments are intended solely far the addrersee(s). In addition. this e-mail transmission may be cDnfKlentia1 and it may be 
subject to privilege proleding Communications between anorneys 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 otheIwi6e 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 thio transmission in error. please alee the 
sender by reply e-mail. Treasury Circular 230 requires that we inform YOU that any statements regarding tax matters made herein, including attachments, cannot 
be relied upon far the purpose of avoiding tax penalties, and such Statements are not intended to be used or referred to in any marketing or promotional 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 to which 
Such Statements relate. 

9/20/2011 



BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

In re: Application for increase in 
waterlwastewater 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 19,201 1 

INTERVENER, YES COMMUNITIES, INC., D/B/A 
ARREDONDO FARMS, NOTICE OF FILING EXHIBIT C 

TO AQUA UTILITIES FLORIDA, INC.’S 
FIRST REOUEST 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. 

Respecthlly submitted, 

ADAMS AND REESE, LLP 
David S .  Bernstein, 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.curtinO,arlaw.com 

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

1353400-1 1 



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 19,201 1, to: 

Kimberley A. Joyce, Esq. 
Aqua American, Inc. 
762 West Lancaster Avenue 
Bryn Mawr, PA 19010 
kaiovce@,aauaamerica.com 

J.R. Kelly, Esq. 
Office of Public Counsel 
c/o Florida Legislature 
11 1 W. Madison Street, Room 812 
Tallahassee, Florida 32399-1400 
KELLY .JR@,lcg.statc.fl.us 

Robert Lloyd 
P.O. Box 63 
Captiva, Florida 33924 
Rllovdl Cu>aol.com 

David L. Bussey 
4948 Britni Way 
Zephyrhills, Florida ,33541 
dbussevCa).hotmail.com 

Ralph Jaeger 
Florida Public Service Commission 
2540 Shummard Oak Blvd. 
Tallahassee, Florida 32399-0850 
RJacgcr@Psc. Statc.fl.us 

D. Bruce May, Jr., Esq. 
P.O. Box 810 
Tallahassee, Florida 32302-08 10 
bruce.mav@,hklaw.com 

Patty Christensen, Esq. 
Office of Public Counsel 
c/o Florida Legislature 
11 1 W. Madison Street, Room 812 
Tallahassee, Florida 32399-1400 
CHRISTENSEN.PATTY@,lcg.statc.fl.us 

William Coakley 
5934 Lake Osborne Drive 
Lantana, Florida 33461 
wdco@comcast.net 

Kelly Sullivan, Esq. 
570 Osprey Lakes Circle 
Chuluota, Florida 32766-6658 
Kcllv.Sullivan.Woodsin,rmail.com 

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

1353400-1 

/ S I  Andrew J. McBride 
Attorney 
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- ' .  

communities 

~ Water and Sewer Utility Services Complaint Form 

*Name: 

*Address: -4 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): -33 1-131 7 ?&ob qq 3 3 b  

*Reason of complaint (check all that apply): 

oor water quality 
Low water pressure 

o Broken water meter 
9 

YOU may also use the foilowmg methods to tilt a complaint with Florida Public Sews. C~rnmtrrion 

By phon: 1-C40-342-3552 

BY M 1 I I :  

or me m etenrontc amplaint at: -- c . .  D 

*Required field 



S 
C/communities 

Water and Sewer Utillty Services Complaint Form 

*Name: 'j3phecc G d e r h  
*Address: 71 3 ' 5 & ,  &.L.hWrnd L c c 2 7 / z  

( y & , ; n p s u ,  \L F 1  3 2 6 O f  7 

Telephone: 3 34/ 2 qg.z 
'Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): m? ob 98 8 06 '/?3oO 
*Reason of complaint (check all that apply): 

or water quality 
water pressure 

o Broken water meter 

$ 
*Signatur&\.ur?, 1. 

Yw may ais0 use the following methods to flle a complaint with Florida Publlc Service Commlrrlon 

0y phons. 1-800-342-3552 

By e-mil: 

or nit an electronic cornpfatnt at: 

*Required field 

00002 



d c  om m u n i t i eS 

Water and Sewer Utility Services Complaint Form 

’. .Y.U\ *Name: 2 ., ’> rtu, . 2 
*Address: - 1  \ ’, . \  .L{;> @*,L&,w, .\?,a y ’  ..~ . *: .’ 

.-. oa ~ -w252ak>Y 
Telephone: s n - a h  . ( , c ~ %  ,, , . :I*’. .- 4 .  

, :, . -., 
I. : , ,’ ** ~ -... 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): 

*Reason of complaint (check all that apply): 

o Poor water quality 
o Low water pressure 
o Broken water meter 
o Other (Please explain) 

\ h - t b o  LUh 

*Signature<& L\.-,.. n 

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

By phone: 1-800342-3512 

Bycmall: 

or fila m ektronk Complalrn at: p 

*Required field 



Cdcommun it ies 

Water and Sewer Utility Services Complaint Form 

'Name: JiA%.\.A \\ F < ,  \ v r>/ 
'Address: 7\\ -7 5d c i f : . L i  cr 

i c y <  ~17 b J * ' c f l b T L : L L <  i-L ~ ~ L c J ' ,  

Telephone: 3\ 7 - -& 4'54 - 7 5 3 j  

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): 003 9 0 7 0 ~ ~ -  0l~w307 

'Reason of complaint (check all that apply): . /r Poor water quality 
p- Low water pressure 
o Broken water meter 
a' Other (Please explain) 

r I cxG,c  .,,( A C & L \ d j ? )  , '7 , .1C. f  I l.,\L c< ..L c,  ,\ u < f r  
-71 

- k i G a e - r  L Y I  c ~ t t  c _ .  bv\ C C A - ~ ' ~  . .  .. 
/ 

*Signature: -% 
You may also use the followlns methods to file a complaint with Florlda Public Service Commission. 

'Resuired field 

00004 



S 
Wcommunities 

Water and Sewer Utility Services Complaint Form 
/ 

'Name: JQrLk-l L .  R,&Jr 
'Address: < I / / ?  s I J ~ , ~ J  LOT 3 

- .  r 
ULllr  5u 1 I/? / -- .I .  32 L. 0 8 

Telephone: .h, -3  3.3 6 - I 7'7.3 

*Provider: AQUA Utilities Inc. 

*Account #I (found on your water bill): 000 qoL7'i 8.2 ob Pi3 c l . ~ -  

'Reason of complaint (check all that apply): 

o Poor water quality 
o LOW water pressure 
o Broken water meter 
&'Other (Please explain) 

.. 
J) 

(;i.re i )c  ybc7' )  7 I do  I )  CI, f (.&:< 

> /ac, .+,'Jv;, uieek/u / - 2 /sadhen 
y ,  /&"+ u.. ; ( d l  J //) (r Ca ) -. 

/ q . , c . , J / j .  / L : ) ~ ~ w o N Q ~  J k u d 5 C f 7 ~ C . Y .  /uJ.) 
& u ' ~  &>r 3 u KL - 

You may also use the foilowing methods to flue a comptaint with Flondr Public Service Commirrlon. 

Bv phone: 1400-342-3552 

By Mall:  

Or flk an cimronk complaint at: . .  

*Required field 

00005 



n 

J c o m  m u n it ies 

Water and Sewer Utility Services Complaint Form 

*Name: ! - n w ' q  & wettu, 
-1 

*Address: -I I \  3 % A&+- ai* i r . f  

G Y L + ! 2 d & ,  L [  3 'Lbbb 

Telephone: 3 s  2- 2 2 5 - 3\1 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bl l l ) :mn%\ a_ t q \  occ 49os \  

*Reason of complaint (check all that apply): 

/poor water quality 
&ow water pressure 
o Broken water meter 
/Other (Please explain) 

eLi~s.dLJLJuL OOALeoa? 

\.xu h La4. Qiw bw' 
' d c L R L I / ,  H., h 

You m y  alY) use the following methods 10 file a complaint with Florida Public Service Commirslon. 

By phone: 1-&00342-3552 

By emall: 

or me a" . I u t r o n l C  complaint at: p 

*Required tield 

00006 



W'communities 

Water and Sewer Utility Services Complaint Form 

'Name: Mlw L r m  
*Address: 7 1 1  7 h/ Lie/ E d  104 I 2  

G&*rC&J, '//e FL 3 2 U X  
Telephone: ($52)3id- I %c/ 
'Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): ib6@9($ bb%$ &6* 

*Reason of complaint (check all that apply): 

0 Poor water quality 
o Low water pressure 
o Broken water meter 
o Other (Please explain) 

6 t t C  Gam ., LD, . 

/ 
You may also use the following methods to file a complaint with Florida Public Service Commiulon 

By phone: ldoD342-3552 

nv emall: 

Or flle an elcctronk complaint .t: 

'Required field 

00007 



JcomrnunitieG 

Water and Sewer Utility Services Complaint Form 

*Name: - , , f L f 5 " >  ,U,%J,P &f4w.  
'Address: f//? S W  /@p, f, , # f l e / / D  

r 
A /  IY  7'- S N ,  / *, L 3LLLG- 

/ 
/ 

Telephone: / 75 2 2 Y J - 2  .g76 9 
*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): L? f l 6 '  7 O F b  ?& 
*Reason f complaint (check all that apply): 

d'4 , y -9034 

/ Poor water quality 
water pressure 

o Broken water meter 
o Other (Please explain) 

///d. z- /7/ - .  // A ,  

- *  

*Signature: -d%; 
You may also use the follo 

Bv phone: 1-800-342-3552 

By M a l l :  

o r  file an cknronic mmplaim at: 

'Required fleld 

00008 



ves 
c / c o  in m un i t  i es 

Water and Sewer Utility Services Complaint Form 

Telephone: '3fi2 -574 - w 5  
*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): c x - 0  C;c'b,e, 75 ocr+-q2sc/ - 
*Reason of complaint (check all that apply): 

I Poor water quality \ Low water pressure 
o Broken water meter 

By phone: 1-800-342-3552 

By email: SOnUCtBDY.ltafe.RUI 

'Reaoired field 

. .. 

00009 



Ucommunities 

Water and Sewer Utility Services Complaint Form 
'7 

'Required field 

00010 



Jcoi n mu n it i e i  

Water and Sewer Utillty Services Complaint Form - 
*Name: ri 

*Address: 7/J 76N h @ h  I J b 7 9 i T  

- 
kmng<viJh F L 3'2008 

Telephone: q@-q&@ 
*Provider: AQUA Utilities Inc. 

*Account f# (found on your water bill): h ~ G /  37 9 cl g3-0 l o y q ~ f i  c/ 
'Reason of complaint (check all that apply): 

o Broken water meter 
o Other(P1ease explain) 

*Signature: 

You may also usethe following methods to flle a complaint with Florida Public Service Commisrlon. 

By phone: 1-800342-3552 

By e-mail: 

or file an electrank complaint at: . n  

'Required field 

0001 1 



./communities 

Water and Sewer Utility Services Complaint Form 

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

BY phone: 1-800-342-3552 

By e-mail: 

Or fila an ekctronic cornphint at: I 

*Required field 

000 12 



d c o  mrn u n it ies 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill):- qrs@.%lO(-L 

*Reason of complaint (check all that apply): 

d o o r  water quality 
o Low water pressure 
o Broken water meter 

You may also ure the following methods to file a complaint with Florlda Public Service Comm1sSion. 

sv cnmlI: 

. .  la Or fllc an ckctronk cornplaint at! 

*Required field 

00013 



Water and Sewer Utility Services Complaint Form 

*Name: f 9 r /  flA?TF/Yfl 

*Address: 7/ /  7 .CU, A/< / #g 
i.2 7 

Telephone: 3$x a s- 3// L / 

*Account # (found on your water b i l l ) : a , & ? ? P f l L  6- C 9 H i K . 3  J 

1 

*Provider: AQUA Utilities Inc. 

*Reason of complaint (check all that apply): 

L o o r  water quality .. 
o Low water pressure 
o Broken water meter 
o Other (Please explain 

You may all0 use the following methods to file a complaint with Florlda Publlc Service Commission. 

Bv phme: 140&342-3552 

ELv.-MH:- 

or a. an ei.ctmnk complaint nt: - . s w e . n w  l 

.Required field 

00014 



Water and Sewer Utility Services Complaint Form 

*Name: 

*Provider: AQUA Utilities Inc. 
0o1~aama-o(. ~ 3 Y o  

*Account # (found on your water bill): k h A 4  ;7-- r** 

*Reason of complaint (check all that apply): 

e o o r  water quality 
&OW water pressure 

o Broken water meter 
o Other (Please explain) 

.. 

d . 2 ~  m i i s  ~ r-6 + 

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

Bv Phone: 1-800-342-3552 

sv CMII: 

Or flh an electrank ompblnt at: 

*Acquired field 

00015 



. *  . * 

Water and Sewer Utility Services Complaint Form 

*Name: c d , 3  

Telephone: 

*Provider: AQUA Utilities Inc. 

*Account # (found on your water bill): CW ILJ7L7 

*Reason of complaint (check all that apply): 

(/ $&$ 

Poor water quality 
Low water pressure 
Broken water meter 
Other (Please explain) . 

kn.+r-- -_ 
r - t  \5 (-J*,.==j-. , ., &,?c\ - < /,.FA I f 
kc5 5f&(-\ )r\ . 3 

*Signature:/ ... 

y w  may also use the followi&k to rile a complaint with Florida Public Service Commission. 

nv p h o ~ .  1-800-342-3552 

nv e-mall: 

h file an chstronls complaint at: -fl .udcon 

'Required field 

00016 
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Florida Customer Contacts November Listing Arrendondo +All other system and totals 

Call category Systems November All Systems 
Move in Move out 
Payby Phonespeedpay 
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 Qualityflaste and Odor 
Sewer Service Complaint 
Wave Late Fees 
All Other Calls 
Sub Total 
Collectlon 
Color 
Est Bill 
Final Bill 
Misap PYMT 
Lost Payment 
Curb Box 
Duplicate Bill 
No Bill 
Other Wt Q 
Rates 
Zero Use 
Maln Break 
Supv Call 
Blll Correctlon 
Meter Exchange 
Penallty 
Claims 
Total Reports for November 

All other Arrendondo Total 

561 41 602 

86 2 

42 6 
67 3 
37 10 
46 1 

24 1 
5 

7 
18 5 

aa 

48 
70 
47 
47 

25 
5 

7 
23 

12 3 1s 
16 16 
4 4 

12 1 13 
3 3 
16 4 20 
9 1 10 
ia 5 23 
114 114 
11 11 
6 5 11 
20 20 
9 1 10 
13 1 14 
2 2 
2 2 
6 6 

1256 
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May 
June 
July 
August 
September 
October 
November 

Summary of call reports 

5051 438 844 16.71% 
5741 453 673 11.72% 
5790 509 735 12.69% 
5583 503 687 12.31% 
5207 479 860 16.52% 
5192 443 63 1 12.15% 
5886 489 1269 21.56% 

Why the big difference in the two reports? I know it includes some non regulated counties Sarasota 
being the largest, I have checked with the Sarasota Utiliy dept and they are sure that water count 
is less than SO00 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 Florlda operations File 00724-11 PDF page 7 
Aqua Florida customer count as of 5-31-10 
Total Florlda 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 WW 727 
Jumper Crk Water 40 
JumperCrk WW 39 
Fontain Lakes Water 344 
Fontain Lakes WW 833 

00019 



QUALITY PERFOR,

Florida Customers 

Nov-10 
Percent Total Calls 

1 Move In or Move Out 16% 919 
2 Pay by Phone - Speed pay 14% 797 
3 No Water 11% 641 
4 Verify Account Balance 9% 556 
5 Customer Account Changes 7% 411 
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 Une 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 S% 489 

MANCE REPORT 

Total caUs 100% 5,886 

00020 




Florida Customer Contacts 

November 2010 


Printed: 1212112010 
FL_FILE_NOV_2010.xlsx 

IS SeNice:s 
Page 1 of 10 
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FLORIDA PUBLIC SERVICE COMMISSION 

VOTE SHEET 

March 16,2010 

18 

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 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 

DOCUYtNI 111 >#?:I< T;,T! 

0 2 2 9 5 H A R  30 2 
pSCICLK033-C (Rev 0 3 W  

. .. . . . . 
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. V6t; Sheet 
March. 16,20 10 
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) 

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. 

APPROVED as modified to incorporate the additional supplemental monitoring as 
discussed in Issue 1. Staff waa directed to get with the company and the public counsel and bring back a 
Phase I1 Monitoring Plan within 45 days or less. 

. -  

00023 
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AUF Monitoring Plan 
Findings, Report, Recommendations 

Our group, FLOWFIorida 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. 



0 

N m 
8 

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. 



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. 

0 
0 
0 
N m 
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Carol & Peter Agramonte 
965 Bellmore Rd 

North bellmore NY 11710 
516-781-631 1 

561-737-5197 (FL) 

Jaclyn Brilling, Secretary September 16,2009 
New York Public Service Commission 
Three Empire State Plaza lgfh. 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, I 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 
flowt 965 Bellmore Road, Bellmore, NY 11 71 O-”PauI” comes 
to look at it, and says he finds no problems, but a “crew” would 
be set over to confirm this. 
5-1 3-09-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 

0 
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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 ..... l 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 ..... l called again and spoke with Rob, who said 
the bill has been revised ($180.91??)-Said he would take care of it and 
I should receive it shortly. 
I then asked to speak with Alice, who said “the meter had been reread 
on 7-22.” When I inquired as to why she hadn’t called me, she had no 
explanation. 
8-18-09- I wrote a letter to Aqua New York Water expressing my 
dissatisfaction. 
8-26-09-No bill-No call ...... l 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!” 
9-2-09Still 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. 



965 Bellmore Road 

9-10-09-/still no bill. I called once again. Matt Snyder was not available. 
I 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 9-1 5-09. 
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. I told 
Matt Snyder that I am appalled by the way Aqua is run. I 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) 

0 
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965 Bellmore Road 

Also a phone call from Mickey Kane of Aqua Engineering-He spoke 
with m husband. Told him they would replace existing, %I” feeder and 

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 I say, mismanagement of Aqua New York Water. How ironic 
that they would like to raise our rates by 12% for this wonderful 
service. 
I 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 FI 33435 

meter z ox w 5/8” meter to accommodate a new 1” meter installation to 
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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 1-29-201 0 

Customer Service Incentive Mechanism 
(CSIM) 

PSC Annual 
Complaint Rate 

>3.8 
>4.5 
>5.3 

Proposed Amount 
None 
$64,000 
$80,000 
$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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Aqua Complaints Jan 06 Feb I O  
Month I2010 

January 113 
February I12 
March 

April 

June 

July I 

October 
November I 
December I 
Total I25 

2009 
13 

13 118 18 I I 1  
7 ~ 

T ~ 

9 12 15 0 
17 19 7 1 

26 I12 133 
23 

17 

~ 

12 
13 
2 
15 
178 

14 12 1 
18 14 1 
6 10 0 
10 14 4 
168 188 33 
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Aqua 

Co’s with 8 or more reports by year 

25 I 178 I 168 I 188 I 331 592 

Jan 06 Feb 2010 

Alafaya 
Aloha 

I 20101 20091 20081 2007) 20061Total 

0 27 68 6 11 112 
0 0 17 17 14 48 

Ferncrest 
Fourpoints 

0 0 0 0 0 9 
2 2 0 I 1  16 29 

Lk Utility 01 01 01 0 )  0 )  11 
Landmark 01 0 )  01 0 )  01 18 

Other Co’s 150 I 

Lindrick 
Total 

I 1531 106) 107 I 991 465 

2 19 14 17 30 82 
29 224 278 244 126 901 

Total Reports I 1 3771 3841 351 I 225 1 1337 

I 



7 LARGEST FLORIDA WATER 
COMPANIES WITH COMMISSION 

COMPLAINTS 2009 

Aqua 20,000+ 175 
Alafaya 7,260 27 
Lake Utility 19,390 16 
Utilities of FI 116,185 1 4  
North Sumpter Utility 131,852 13 
Sanlando 112,125 12 
People’s Water Svc. I 1 1,858 I1 

0 
0 

N 
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County 

Aqua Customers by County & Commission Complaints 

Co# Cust Billing Service 

1-1 -2006-3-8-201 0 

Total % of Base 

Highlands 

Lake 

ws880 928 36 16 52 

67 

Pasco 

5.6% 

1.4% Ws881 4819 51 16 

ws883 3190 85 28 113 3.5% 

Putnam ws885 1189 9 10 19 

I 

1.6% 

87 

12 

5.7% 

3.2% 

Seminole ws886 1533 55 32 

Volusia ws887 379 10 2 



Aqua Customers by County & Commission Complaints 
1-1 -2006-3-8-201 0 

County Co# 

pq- ws888 

Billing Service 

Lee 

Alacha 

Sumter 

Cust 

su821 

ws688 

ws768 

579 

49 

68 

24 569 

9 119 4 

556 Desoto ws798 5 2 

Total 

10 

18 

73 

13 

7 

%of 
Base 
1.7% 

26.5% 

12.8% 

10.9% 

1.3% 



Aqua Customers by County & Commission Complaints 
1-1 -2006-3-8-201 0 

County 

Beach 
Brevard 

Orange 

Co# 

wu174 

wu882 

“Cust 

2420 

~ 

269 

275 

12 

5 

1 

Service 

1 
~ 

4 

Total 

35 

16 

% of 
Base 1 
1.4% 
I 
3.3% 

2.2% 

1.8% 
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Cap Band Rate Summary 
Water 5000 Gallons 

Band ERC %ERC 

I -6 

2-8 
~ 

3-8 

5592 33.2% 

2596 15.4% 

1606 9.5% 

4-34 

IncreaselMo 

7027 41.8% 

$24,471.78 

Total 

$28,582.49 

16824 

$32,689.81 

$144,824.24 

$230,568.32 

%to 
Tot. 
10.6% 

12.4% 

14.2% 

62.8% 

Avglerc 

$1 1 . O l  

$20.35 

$20.61 
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Band ERC %erc Increase 

Cap Band Rate Summary 
Water 6000 Gallons 

% to 
Total 

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

2-8 

3-8 I 16061 9.5%/ $42,598.831 13.1% 

2596 15.4% $40,679.85 12.5% 

4-34 I 70271 41.81 $202,726.721 62.5 

Total 16821 1 $324,289.42 

Avg ERC 

$6.85 

$1 5.57 

28.52 

$28.85 
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I Feb I IJan Mar Apr May Jun Jul Aug Sep Oct 

20700 9500 19600 33500 36800 41000 37600 21600 9300 36200 

25800 43200 17500 22400 27300 38700 29600 8300 14400 23800 

16800 8800 14600 21600 21200 21000 20800 24800 16600 27400 

Nov 

36500 
. - -­

32600 
.. - - . 

40300 

50000 

45000 

35000 

30000 

25000 

20000 

15000 

10000 

5000 

o . 

. 2007 
o .2008o 
o 
(]1 
I\.l 02009 

I iii 2007 • 2008 0 2009 1 

Elaine Glasscock usage in gallons 2007-2008-2009 

Dec 

33600 

32900 

15300 



Requested Action Items 

Commission review rate setting process to 

Commission place an immediate 
be more equitable for all ratepayers. 

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. 



Requested Action Items 

Consider enabling “Witness Poucher” seven 
recommend at ions . 

ORDER NO. PSC-09-0385-FOF-WS 
DOCKET NO. 080121-WS 
PAGE 18 paragraph 4 
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I 

Universal Service Fund 2008 

I 
High Cost 4.48 Billion 
Lowlncome 81 9 Million 
Rural Health Care 49.5 Million 
Schools and Libraries I .8 Billion 
Total 7.1 Billion 

0 
0 
0 
In m 

Administered by NECA National Exchange Carriers Association 
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Aqua accounts for 46% percent of the total complaints for this four year period and the PSC regulates 160 companies 
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AQUA. 

February 2,201 1 

Katherine E. Fleming 
Ofice of General Counsel 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Re: Docket No. 100330-WS - Application for increase in waterhastewater ratea In Alacbua, 
Bmard, DeSoto, Hardee, Highlands, Lake, Lee, Marion, Orange, Palm Beach, Pasw, 
Polk, Putaam, Seminole, Sumter, Volusia, and Washiogton Counties by Aqua Utilities 
Florida, h e .  -&ffShimnUr Dotn Ueqiusi 

Dear Ms. Fleming: 

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

1. 
a leak on the customer’s side of the meter. 

Please. explain or describe whether AUF monitors for irregularities in billing that could signal 

RESPONSE 

AUF does not perform monthly monitoring of irregularities in b i U i  related to high consumption. 
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 PTOpaties. Also, when a 
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. 
their si& of the meter. 

Please explain or describe whether the customer is responsible for all the leaks that OCCUT on 

- 
ApA I m p o N s E  

e A AUF does haw a leak adjustment procedure This procedure is attached hmto to this response. - -!-- Upon verification the. customer has repaid 3 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 

ADM - f+=- 

o x  - 
CLK - 
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PSC - Sixteenth Data Request Response 
February 2,201 1 

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

3. 
AUF has a policy for handling the leak adjustments. 

RESPONSE 

Find attached hereto a copy of Aqua’s customer leak adjustment 

4. 

For leaks occurring on the customer’s side of the meter, please explain or describe whether 

If the response to Question 3 is yes, please respond to the following: 

a Please explain or describe AlJF’s policy for leak adjustments occurring on the 
customer’s side of the meter. 

b. Please explain or de&& wlrether the policy is in writing. 

c. Lfthe response to 4b is positive, 
which the policy has been COMnittetl to 

d. 
title pages) from the most current WI 
adjustment policy is discussed. 

es of any and all documents in 

If the response to 4b is positive, please provide 

RESPONSE 

a 

n 

account. 
b, Yes, w attached document. 
c. See attached dffiument. 
6 Seeattacheddocument 

5. Please explain or describe whether A.UF perfom leak adjustments on customer’s bills. 

a If the response to 5 is yes, please pmvi 
test year, both the number of leak d.iwbnents 

tility during the test year. 

b. 
of accounted for/unaccountd for 

Please describe how the leak 
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PSC - Sixteenth Data Request Response 
February 2,201 I 

RESPONSE 

a. Consumption amounts am 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 consumpth 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 redwing the 
consumption amount and raise the gdlonage charge proposed. Thus the customers are 
receiving a benefit by not redwing the coltsumption amount. 
See auswer to a, above. b. 

cc: 

6. 
the utility handles leaks that oocur on the customer’s side of the meter. 

RESPONSE: 

Not applicable -see above 

7. Please explain or d w n  
customer’s bill when a 

RESPONSE 

See response above. 

If AUF does not have a policy for handling leak ad&s+me.nts, please explain or describe how 

A U F  provides any type of credit or adjustment to the 
‘s side ofthe meter. 

credit. 

g the extra copy of this letter “filed‘‘ and 
returning the copy to 

. .. ... .. . . 
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Leak Adjustmanta 

A customer may request we make a credlt adjustment to thelr bill because a water leak on the customer's slde of 

the meter caused consumptlm that was higher than norMI. We notify the customer they must have the leak 

repaired and pmvlde us with a copy of the paid repair bill (or Mine documentation If they made the repslr 
themselves) before a declslon will be made. We will ask the customer to fax the repalr bill to 1-866-780-8292. 

Leak ad]ustments are granted on a case by case bask provlded the customer has sent In proof of the r e p l r  being 

made. Adjustments are done on one month's highest bill only minus the base rate. - 
One month's high bill $741.21 

Bsse Rate $13.49 

~otal  (Usage) $727.72 

Averspe bill 

Base Rate 
~ o t a l  (usage) 

$26.49 
$13.49 

$13.00 

subtraa me average bill rrom the high bill minus me base rate. 
High bill $727.72 

Average bill $13.00 
Difference $714.72 

5096 $357.36 

Average bills are determined Qy Calculatlng the average of usage for a 3 month perlcd. 
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AQUA. 

February 2,201 1 

Katherine E. Fleming 
Ofice of General Counsel 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Re: Docket No. 100330-WS - Applieatiw for increase in waterhvastewater rates in Alachua, 
Brevard, DeSdo, Ha- J!Iigblaody Lakc, Lee, Marion, Orange, Palm Beach, Pasco, 
Polk, Putnnm, Seminole, Sumter, Volusia, and Washington Counties by Aqua Utilities 
Florida, Inc - StaflS&?enth Lk& Request 

Dear Ms. Fleming: 

By this letter, Aqua Utilities Florida, Inc . (AUF or Company) provides its response to the S t a f f s  
Siteenth Data Request. 

1. 
a leak on the customer’s si& of the meter. 

Please explain or describe whether AUF monitors for irregularities in billing that could signal 

RESPONSE 

AUF does not perform monthly monitoring of irregulraitieS in b i U i  related to high consumption. 
High consumption complaints are handled on a c8se by case basis. Ifa leak is witnessed by an ALJF 
employee, attempts are made to notifi custonxrs of possible leaks on their pperties. Also, when a 
customer contacts a customer m i c e  representative (CSR), the CSR informs the customer of possible 
ways to detect leaks and how to check for possible leaks. 

2. 
their side of the meter. 

Please explain or describe whether the customer is responsible for all the leaks that OCCUT on 

.. 
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PSC - Sixteenth Data Request Response 
February 2,201 1 

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

3. 
AUF has a policy for handliig the leak adjustments. 

RESPONSE 

Find attached hereto a copy of Aqua’s custorner leak adjustment procedure. 

4. Lfthe response to Question 3 is yes, please respond to the following: 

a 

For leaks occurring on the customer’s side of the meter, please explain or describe whether 

Please explain or describe AlJF‘s policy for leak adjuslments occurring on the 
customer's si& of the meter. 

b. Please explain or dehbe  whether the policy is in writing. 

If ve, please provide the names of any and all documents in 
the I to writing. 

provide the pages (including the corresponding 
document in which Am’s leak 

omer is i n f o d  that 

lease explain or describe whether A.UF performs leak adjustments on customer’s bills. 

ide, by counly, for each month during the 
ents and the lesulting kgal adjustments made by the 

utility d 

b. 
of accounted for/unacmunted for water and revenues. 

Please describe how the leak adjustment is made on AUF’s books, both in terms 

00065 



PSC - Sixteenth Data Request Response 
February 2,201 I 

RESPONSE 

a. Consumption amounts a ~ e  not adjuded. When an abatement is received, the AUF eontroller 
books the abatement amount as a credit to revenues. This will reduce the revenue amount. 
However, m 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 gaUons used in the test year, it would have the result of reducing the 

and raise the gallonage charge proposed. Thus the customers are 
not reducing the consumption amount. 

b. 

6. 
the 

a policy for handling leak adjwents ,  please explain or describe how 
occur on the customer’s side of the meter. 

RESFONSE: 

Not applicable - ve responses. 

or describe whether A U F  provides any type of edit or adjustment to the 
leak ocm on the cus1:omer’s side of the meter. 

RESPONSE: 

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

ing the extra copy of this letter “fled” and 

Rates Manager 

3 

... . ._ _. 
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W k  AdJustmena 

A customer may request we make a credit adjustment to thelr bill because a water leak on the customer's side of 

the meter caused consumption that wa5 higher than normal. 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 repair 

themselves) before a decision wlll be made. We will ask the customer to fax the repair bill to 1-866-780-8292. 

Leak adjustment5 are granted on a case by case basis omvided the customer has sent in proof of the repair k i n g  
made, Adjustments are done on one month's highest bill only minus the base rate. 

mmtmkuw 

mse Rate 
~ o t a i  (usage) 

one month's high bill 

Average bill 
Base Rate 

Total (Usage) 

$741.21 

$13.49 

$727.72 

$26.49 

$13.49 

$13.00 

subtract the average bill from the high bill minus the base rate. 
Hlph bill $727.72 

Average bill $13.00 

Dlfference $714.72 

50% $357.36 

Average bills are determined by calculating the average of usage for a 3 m n t h  perrod. 

.. . 
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Sbmmary of customer monthly calls Aqua Utilities of Florida Arrendondo EstaresIFarms 2010 

Move In Move out 
Pay by PhoneSpeedpay 
Verify Account Balance 
Customer Account Changes 
No Water 
Payment Arrangement 
Explain Bill 

9 
~~~ ~~~~ ~~~~ ~- 41 143 

~~ - 1 13 63 16 
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Florida Customer Contacts November Listing Arrendondo +All other system and totals 

Cali category Systems November All Systems 
Move in Move out 
Pay by PhoneSpeedpay 
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 Qualityflaste and Odor 
Sewer Service Complaint 
Wave Late Fees 
All  Other Calls 
Sub Total 
Collection 
Color 
Est Bill 
Final Bill 
Miaap PYMT 
Lost Payment 
Curb Box 
Duplicate Bill 
No Bill 
Other Wt 0 
Rates 
Zero Use 
Main Break 
Supv Call 
Bill Correctlon 
Meter Exchange 
Penallty 
Claims 
Total Reports for November 

All other Arrendondo Total 

561 41 602 

86 2 88 

42 
67 
37 
46 

6 
3 
10 
1 

48 
70 
47 
47 

24 
5 

1 25 
5 

7 
18 

12 
16 
4 

12 
3 
16 
9 

18 
114 
11 
6 
20 
9 
13 
2 
2 
6 

5 

3 

1 

4 
1 
S 

5 

1 
1 

7 
23 

15 
16 
4 

13 
3 
20 
10 
23 
114 
11 
11 
20 
10 
14 
2 
2 
6 

1256 
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Summary of call reports 
Quality Performance 

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? I know it includes some non regulated counties Sarasota being 
the largest, I 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 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 c o k  

Total customer count Aqua Florida operations File 00724-11 PDF page 7 
Aqua Florlda customer count as of 5-31-10 
Total Florida Water 24173 
Total Florlda WW 15137 
Total Florida customers 39310 
AU F Water 17099 
AUF ww 6425 
Citrus Water 318 
Sarasota Water 4842 
Sarasota ww 7113 
Chuluota Water 1530 
Chuluota ww 727 
Jumper Crk Water 40 
Jumper t r k  WW 39 
Fontain Lakes Water 344 
Fontain Lakes WW 833 
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QUALITY PERFORMANCE REPORT 

Florida Customers 

Noy·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 70/. 411 
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 Boll Water Notice Inquiry 2% 122 
13 High Bill Complaint 2% 116 
14 Turn On or Turn Off Service 2% 88 
15 Service Une 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% ~886 
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FLORIDA PUBLIC SERVICE COMMISSION 

VOTE SHEET 
18 

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 adequaey of AUF’s quality of service. Staff will prepare a supplemental 
monitoring plan, including but not limited to staff recommendations BS to monitoring the aesthetic water 
quality of seven systems, referenced in staffs 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 

OOCUHCYI hl >‘2p{ c;,’! 
0 2 2 9 5  tlAF302 

PsCIcLK033C (Rev 03/07) 
FPSC-CiiliCit1S:,~!, LI I 

__ 
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' V& Sheet 
March. 1 6,ZO 10 
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) 

Jssue 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. 

APPROVED as modified to ineorporate the additional supplemental monitoring as 
discussed in Issue 1. Staff was directed to get with the company and the pohlie counsel and bring back a 
Phase XI 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 results. 



I 
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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. 



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. 

8 
0 u u 
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Carol & Peter Agramonte 
965 Bellmore Rd 

North bellmore NY 11710 
516-781 8 3 1  1 

561-7375197 (FL) 

Jaclyn Brilling, Secretary 
New York Public Service Commission 
Three Empire State Plaza lgfh. Floor 
Albany, New York 12223 

September 16,2009 

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, I 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 
f lowt 965 Bellmore Road, Bellmore, NY 11710-”Pa~l’~ 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 



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. 
730-09-No call from Alice ..... I called and again spoke with Alice. She 
said that “as of today, (730-09) 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 ..... l called again and spoke with Rob, who said 
the bill has been revised ($180.91??)-Said he would take care of it and 
I should receive it shortly. 
I then asked to speak with Alice, who said “the meter had been reread 
on 7-22.” When I inquired as to why she hadn’t called me, she had no 
explanation. 
8-18-09- I wrote a letter to Aqua New York Water expressing my 
dissatisfaction. 
8-26-09-No bill-No call ...... l 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. 



965 Bellmore Road 

9-10-09-lstill no bill. I called once again. Matt Snyder was not available. 
I 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 9-1 5-09. 
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. I told 
Matt Snyder that I am appalled by the way Aqua is run. I 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 
$1 99.57 (seen enclosed) 

0 
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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 I say, mismanagement of Aqua New York Water. How ironic 
that they would like to raise our rates by 12% for this wonderful 
service. 
I 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 FI 33435 
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Contact: Anthony Rodriguez 
(6 14) 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 1-29-201 0 

Customer Service Incentive Mechanism 
(CSIM) 

I PSC Annual 
1 Complaint Rate 
1~3.7 

Proposed Amount 
None 
$64,000 
$80,000 
$96,000 

Joint Proposal Sept 9,2009 pg 12 



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 

0 0 
0 
vl co 

Joint proposal Sept 9,2009 pg 9 & 10 



0
 

.c
, 

0
 

cn 
n. 

00086 



1
0
 

0
 

5
 

rr. 
4

 

c; 
0
 

H
 

v-4 
0
 

u
 

E
 

0
 

W
 

J
 

00087 



00088 



-- p
: 

9
 

00089 



. J 

00090 



Aqua Complaints Jan 06 Feb 10 

November 
December 
Total 

Month 201 0 2009 
January 13 13 

2 
15 

25 178 

February 12 13 
March 8-1 0 9 
April I I17 

7 I23 
July I17 
August I I18 

2008 12007 12006 I 
I 

I 9  I 
12 I33  13 I 

14 
~ 

18 
6 I I O  I O  I 

168 I188 I33 



I 

Aqua 
Alafaya 

0 
0 
0 
(D 
N 

25 178 168 188 33 592 
0 27 68 6 11 112 

Co’s with 8 or more reports by year 

Fourpoints 

Landmark 
Lk Utility 

Jan06Feb2010 

2 2 0 11 16 29 
0 0 0 0 0 I 1  

0 0 0 0 0 18 

2010 I 2009 I 2008 I 2007 1 2006 I Total 

Aloha 01 14 )  48 
Ferncrest 01 01 01 01 9 

Lindrick 21 17 I 301 82 
~ 

1 291 2241 2781 2441 126 I 901 
Other Co’s 150 I I 1531 1061 107 I 991 465 

Total Reports I I 3771 3841 351 I 225 I 1337 



7 LARGEST FLORIDA WATER 
COMPANIES WITH COMMISSION 

COMPLAINTS 2009 

Alafaya 
Lake Utility 

Aqua 
7,260 27 
9,390 6 

120,000+ 1 175 

Utilities of FI 116,185 14 
North Sumpter Utility 131,852 1 3  
Sanlando 112,125 12 
People’s Water Svc. I 11,858 11 



Aqua Customers by County & Commission Complaints 
I -1 -2006-3-8-201 0 

County 

Highlands 

Co# Cust Billing Service 

ws880 928 36 16 

Lake 

Total 

52 

1 Ws881 14819 I51 I16 

% of Base 

5.6% 

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% 



Aqua Customers by County & Commission Complaints 
1-1 -2006-3-8-201 0 

Co# 

ws888 

su821 

ws688 

ws768 

I 

Cust 

579 

68 

569 

119 

County 

Wash 

Lee 

Alacha 

Sumter 

Service 

1 

10 

24 

Desoto 

Total %of 
Base 

10 1.7% 

18 26.5% 

73 12.8% 

4 13 10.9% 

Billing 

9 

8 

49 

9 

ws798 5 556 2 7 1.3% 



Aqua Customers by County & Commission Comp 

County 

Palm 
Beach 
Brevard 

Orange 

Co# 

wu787 

wu879 

wu882 

iaints 
1-1 -2006-3-8-201 0 

“Cust 

2420 

481 

269 

275 

Billing 

12 

1 

~ _ _  

Service 

11 

I 

4 

Total 

35 

% of 

1.4% 

3.3% 

2.2% 

1.8% 
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