
AOUA," -.......... Aqua Utilities Florida. Inc. 
762 W. Lancaster Avenue 
Bryn Mawr. PA 19010 

www.aquautilitiesflorida.com 

September 27,2012 

Ms. Ann Cole, Director 
Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Betty Easley Conference Center, Room 110 
Tallahassee, FL 32399-0850 
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In Re: Application for increase in water and 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.1 00330-WS- Monitoring Report 

Dear Ms. Cole: 

In accordance with Order No. PSC-12-0102-FOF-WS in Docket No. 100330-WS, 
enclosed are the original and eight (8) of the following reports and summaries relative to the 
Aqua Utilities Florida, Inc. ("AUF") Monitoring Plan for the quarter of June through August 
2012: 

1. Quarterly Reports Regarding PBWNs; 

2. Call Center Monitoring Statistics Report; 

3. Management Quality Performance Report; 
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4. Florida Complaint Support Information Report; 
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5. 

6. 

Florida Score Card; 

Quarterly Environmental Report (warning letters, consent orders, notice of 
violation). 
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An Aqua America Company 

FPSC -COf'!~1/SSI0N CLERK 



Ms. Ann Cole, Director 
September 27,2012 

Page 2 

Please acknowledge receipt of this filing by stamping the extra copy of this letter "filed" 
and returning the copy to me. There is no need to return the attachments, just a copy of the cover 
letter. 

Thank you for your assistance. 

Enclosures 

cc: Bruce May, Esq., Holland & Knight 
Ralph Jaeger, Esq. 

I A. Joyce, Esq. 
Regu atory Counsel and 
Manager of Legislative Affairs 

Patti Christensen, Office of Public Counsel 
Cecilia Bradley, Esq. 



• 
a ' 

.( .. .. 

AUF - Quarterly 
PBWN Report 
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Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Incident Report 

Date: August 7 2012 
Location/System: Rosalie Oaks 

A. Public Boil Water Notices - PBWN issued by direct mail and door tags for 97 customers in The 
Rosalie Oaks subdivision for a planned outage. The direct mall letters were mailed on August 3 
2012 and the doors were tagged bV 9 am August 7 2012 

B. Explanation For Each Occurrence - Planned outage to accommodate a county storm water 
project. The duration of the outage was approximately 4 hours. Precautionary Boil Water 
Notices were distributed to the 97 homes affect~ by the brief outage. AUF's operator 
collected two bactl samples after service was restored. 

C. Name of the systems where each PBWN occurred - The Rosalie Oaks water system 
D. Number of customers affected - 97 
E. Exp1anatlon as to how the customers were notified - Direct mall and Door Tags. 
F. Length of Time the PBWN RemaIned in Effect - The PBWN was In effect for 2 days. The water 

outage lasted approximately 4 hours. 
G. Summary of customer responses to the PBWN's: no customer response 



expcnst!. 
If !IOU have ony qu('.slloO$ regllrding this matter you mllY 

contact. 

CUSTOMER SERVICE 
1(877)" WTR-AQUA 

Form 003 

Aqua Utilities Florida 
Water Notice 

Date: g- - j · £ iL . 
System Name: ~5:t;; (bAt; 
}\ddress: . 

The ?j ~ -- ( 2- Precautjo~arv Boll 

,",h!r NotUfJ':i..". is hereby reKinded. 'oROWIng 
the satisfactory completion of the bacterioIogic.aI survey 
demonstrates the water Is safe to drink. 

If you have any questions regarding this matter you 
may contact: 

CUSTOMER SERVICE 
Fomlo12(877) WTR-AQUA 



AQYA. Aqua Utllitletl Florida, Inc. r' 352 674-2860 
PO. £m24BO F. 352 67~·2862 
Lady Llk_, FLo 32158·2480 WWN.aQullmtrlca.com 

Notice to Customer. of the Rosalie Oaks Water System. 
Water servic;e will be Interrupted between 9 a.m. and 3 p.m. on 

Tuesday, August 7, 2012 

Aqua Utilities Florida (AquaJ~'iU ternporaril)' interrupt waler service within the Rosalie Ouks 
Y;'8lCr system between 9ltfl1. and 3 p.m, on Tuesday, August 7. 20]2 tor the relocation ofa water 
main within your water system. The l'Clocation is necessary to accommodate the installation of 
new storm water utilities by Polk County. Aqua will also use this opportunity to install additional 
i:;o\ution valves throughout the water system to improve the operation of the system. 

When water service is restored. Aqua will sample and test the water in the distribution system to 
ensure that no contamination took place during the service: intemlption. Aqua advises 
customers to u!le boiled tap water or boCtied water for drinking and cooking as a 
prec:ItUCiUD until we receive lest results from tbe lab. We expect this precautionary boil water 
advisory to be in effect for a minimum of\\\o'O days following the restoration of water service. 
Aqua will notify cm;tomers by door hangers when it is lifted. 

Vv'hile the precautionary boil water advisory is in effect. c~lslomen; should boil their tap water 
(bring it to a rolling boil, and let it boil for one minute) and let it cool, or USI.! bottled water for 
drinking. cooking. washing food. making ice. or brushing teeth. Boiling kilhi bacteriu and other 
organisms thot.might he present in th~ water. 

We apologize for the inconvenience and thank you tor your patience as Aqua improves your 
WUler system. 

For more information call Aqua Utilities Florida at 871.987.2782 or Tricia Williams at 
352.266.0608. 

(PWS # 353 J 546) 
Date: August 6. 2012 

All ........ Am.'IIIt! Oompanv 
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Aqua Utilities Florida, Inc. 
Precautionary Boil Water Notice Incident Report 

Date: August 1 2012 
Location/System: Village Water 

A. Public Boll Water Notices - PBWN Issued by door tags for 3 customers In Bellaire Estates 
subdivision at approximately 9:45am, on August 1, 2012. 

B. Explanation For Each Occurrence - The location was 4562 Moine Ave Lokeland FI • The 
duration olthe outage was approximately 30 minutes. Precautionary Boil Water Notices were 
distributed to the 3 homes affected by the brief outage. AUF's operator collected two bacti 
samples after service was restored. 

C. Name ofthe systems where each PBWN occurred - Village Water water system 
D. Number of customers affected - 3 
E. Explanation as to how the customers were notified - Door Tags. 
F. Length of Time the PBWN Remained in Effect- The PBWN was In effect for 2 days. The water 

outage lasted approximately 30 minutes. 
G. Summary of customer responses to the PBWN's: no customer response 



,-------- ---

Aqua Utilities Florida 
Water Notice 

Date: ~. 3-/ l.. 
System Nan}; ujJ Iij<;;;;ca.;e;: _ 
Address: '. 

~¥'-I- 12- .. -_. _ . _ 
~~~_I$;~"=h:"-= 
.u. ..... *torv~'qt .. ~ __ 
~dw __ .... :~drtok. 

If you have any Questions regaming this matter you 
may contact: 

CUSTOMER SERVICE 
1(877) WfR-AQUA 

form 002 

. '-<a. 

Aqua UtUities Florida 
Water Notice 

Date:. '1'" l-J 2-. _... . 
System Name; Vi K CIlU~ 
Add~:_. ________________ __ 

Due to recent c:lfCl.lmltanca beyond our conb'ol your 
area has experienced low water pressure. Th' low 
pressure wa. a result of: 

~tUr Main Break 
C wa., MaIn ConstNcUon 
CJ electrical Failure el W1i4er Facility a Explanllflon _____ ~...; __ _ 



Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Incident Report 

Date: July 4 2012 
location/System: Valencia Terrace 

A. Public Boll Water Notices - PBWN Issued by door tags for 15 customers in Valencia Terrace 
subdivision at approximately 4 pm; on July 4, 2012. 

B. Explanation For Each Occurrence - The location was Our 6· (in} main broke at 03622 sailfish 
Av~. The duration of the outage was approximately 5 hours from 11 ain to 4 pm. Precautionary 
Boil Water No~lces Were distributed to the 15 homes affected by the brief outage. AUF's 
operator collected two baotf samples after service was restOred. 

C. Nameofthe systemswhere138chP8WN occurred - Valencia Terrace water system 
D. Number of customers affected - 15 
E. Explanation as to how the customers were notified - Door Tags. 
F. length of Time the PBWN Remained In Effect - The PBWN was In effect for 2 days. The water 

outage lasted approximately 5 hours. 
G. Summary of customer responses to the PBWN's: no customer response 



Aqua .Utllltles Rorida 
Water ... otlce 

Date: . ...,..~--1I'~I0&...:=-:-.......-_~--
System Name: J..~'l:!J.~CaQ~_ 
A~ __ ~ ______________ _ 

__ .~ourc:onlrQl, Y.OW' 

:Jr""'~.1WItow 
RrUII!UiI MaIn Break 
Q Water Main Construction 
Q Electrical Failure III Water Facllity 
CJ ExpIrmatlOt'l __________ _ 

In £COrdanee with the ~IOry entity for ~rweter 
~tem. we are reqUired to issue the .. (0.110. wi.ng 
PNcocdlcmcaf1' 8011 Woter Notl.flccaUQnto all 
affected customers which wID remain In ertel!twtll 
the problem has been colTeetGd and a bac:terlqloglcaJ 
evaluatton shows that the water ts safe to cbfnk . • 

If you have any quesHons regarding thls matter you 
mayeontKt: 

CUSTOMER SERVICE 
1(877) WTR-AQUA 

Form 004 



Aqua \JtJIltie. Florida 
Water Notice 

=.-.. .. ~7j;;. 
Address! ~ 

:"~bharolt/~ 
tht.ti~con\pIetIon oftiw ~~ 
demo ... fl. wattl' II .ar. to iiIrJnk; 

If you have any questions I'8gardini thiS matter ~ 
maycontad: 

CUSTOMER SERVICE 
. 1.(877) WTR-AQUA 

FonnOO2 



Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Inddent Report 

Date: June 9 2012 
Location/Svstem: Rosalie Oaks 

A. Public Boil Water Notices - PBWN Issued bV door tags for 97 customers In The Rosalie Oaks 
subdivision at approxlmatelv 10:30 am, on June 9, 2012. 

B. Explanation For Each Occurrence - The location of the line break was Rosali.e Oaks lot 90. The 
duration of the outage was approximately 6 hours. Precautionary Bon Water Notices were 
dl.strlbuted to the 97 homes affected by the brief outage. AUF's operator collected two bactl 
samples after service was restored. 

c. Name of the systems where each PBWN occurred - The Rosalie Oaks water system 
D. Number of customers affected - 97 
E. Explanation as to how the customers were notified - Door Tags; 
F. length of Time the PBWN Remained In Effect-The PBWN was in effect for 2 days. The water 

outage lasted approximately 6 hours. 
G. Summary of customer responses to the PBWN's: no customer response 



Aqua Utilities Florida 
Water Notice 

Date: i - 'Iii /2-
System Name: . go&i~ dfJj>;~ 

. Address: . ,~7i __ _ 
11w 6 -..1- I ~QUanarv Boi' 
Woter N~fon is hereby rescinded. folloWln!t 
the satisfactory completion of the bacteriological survey 
demonstrate.~ the water Is safe to drink. 

If you have any questions regarding this matter you 
tnaycontad: 

CUSTOMER SERVICE 
1(817) WTR-AQUA 

FOnTI 002 

To.~'~"~· att~twmful 
baCteneena ......... __ .\liildfcr:~ 
¢~ •• ~ tce..bJuahlns teeth or waslllA9. 
d\sh9s ~\lld &e bOlle'd 'UIj coole4 prlot to 
~ ... IMt_ The water sfioutd be bt:outht to a 
ro1IIritW~continue to bolla full onct~. 
In .. Ile(I' Of &OIIiriQ, YOUItUlY ~'bottled water 
ot yo\l1' own expense, 

If you have any queittons regarding thIs matter you 
may contact: 

CUSTOMER SERVICE 
1(877) WfR-AQUA 

,---_ .. ---
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Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Incident Report 

Date: Julv 17. 2012 
Location/System: Orange Hill/Sugar Creek Subdlylslons 

A. PBWN issued by door tags for 90 customers 'in the Orange Hill Subdivision at approximately 4:30 
p.m. on July 17,2012. 

B. Explanation For Each Occurrence -- The location was at 102 Valencia Street in Orange Hill 
Subdivision due to a contractor hitting a 2 inch main. AUF's operator flushed the system, 

. verified chlorine residuals and collected bacti samples after service was restored. The water 
outage lasted approximately 0.5 hours. 

C. Name of the systems where each PBWN occurred - Orange Hill/Sugar Creek 
D. Number of customers affected - 90 
E. Explanation as to how the customers were notified - DoorTags. 
F. length of TIme the PBWN Remained In Effect..., The PBWN was in effect for 2 days Rescission 

notices were distributed by door tags. 
G. Summary of customer responses to the PBWN's: A 3caUs to customer service concerning the 

outage. 



Aqua Utilities Florida 
Water Notice 

~7 . ' ) -? ,. '.-J Date: " I L( - .{. .<.~. : .... 

System Name: ( "\ r I.{ .... I.;' y.\ \ \ \ 
'" :t Address: ___________ _ 

TIM :t - \ J - h· \ 1.. PrecautronO'1I Boll 
Water Nou/fcctfi" IJ hrrtby ntsdnded. The SIItlsfaclory 

completion of the bactllliologicol survey demonslrnles Ihe 
water Is safe to drink. 

If you hava any questions regarding this mllller you may 
~onr.ct: 

CUSTOMER SERVICE 
1(811) WTR-AQUA 

If you have any qUestions .rogardlng this mettu you 
may conklct: 

CUSTOMER SERVICE 
1(877) WTR-AQUA 

Form 004 



Aqua Utilities Florida, Inc. 
Precautionary Boil Water Notice Incident Report 

Date: August 212012 
Location/System: The Meadows 

A. Public Boll Water Notices - PBWN Issued by door tags for 12 customers in The Meadows 
subdivision at approximately 8:20 am, on August 20, 2012. 

B. Explanation For Each Occurrence - The location was South Charlotte Point Homosassa Springs FL 
• The duration of the outage was approxlmately3.Shours. Precautionary Boll Water Notices 
were distributed to the 12 homes affected by the brief outage. AUF1s operator c.ollected two 
bacttsamples after service was testored. 

C. Name of the systems where each PBWN occurred - The Meadows water system 
O. Number of customers affected -12 
E. Explanation as to how the customers were notified - Door Tags •. 
F. Length of Time the PBWN Remained In Effect - The PBWN was In effect far 2 days. The water 

outage .lasted approximately 3.5 hours. 
G. Summary of customer responses ta the PBWN's: no customer response 



AQUA UTILITffiS 
Date: AUGUST 20. 2912 

Service Area: THE MEADQWS 
CHARLOTTE POINT 

IMPORTANT NOTICE 
BOIL WATERBBFOREUSB 

SOUTH 

Water service was interrupted inYOIIr area on (date): 

due to: 

AIJGUST ZOo Z012 

pws m 6091178 

PARTIAL OUTAGE DUE TO WATER MAIN BREAK 
A precauttonaO' boil water notice is being issued due to the 

loss of pressure in the distribution system. Due to this 1015 

of pres,sure in the distribution system, the bacteriological 

quanty of the water is questionable. 

Therefore, as a preeautlon, we advise that all water used 

for drinking. woldag, maldng JUt bTUshinl teeth, or 

walblng dishes be boiled. A roiling boil of one minute Is 
sutrlClent. As an alternative bottled water may be used. 

Please foBow tile .nstrudtons 90 lbi' card. 

AQUA UTILmES will be RashiDI the affected lines and 
will wllec:t two con.ecutive days of bac:tcriolo&ic:al samples 
as soon as all flushing and disinfection-is wmpleted. This Is 
• precautionary measure to Insure tbatthe water meets Itll 
safe drinking water standards. 

This notice will end when notified. 

This notice will remain in effect until satisfactory 

bacteriological samples are received. Plell5e call Customer 

Service at 1-877-987.,2782 for additional information or 

clarifICation. Thank you for your woperatlon. 

I BOIL WATER INSTRUCTIONS I 
1. Run water from faucets for "veral seconds to 

flush any eedlment or other contaminants from 

the plumbing. 

2. Boll water fora minimum of one minute before 

use for food preparation or drinking until 

notified not to do so. 

3. Do not add bleach, chlorine, or any other 

subatance, as 8 disinfectant to water In an effort 

to make It drinkable .. this may be extremely 

hazardous to your health. The most effective 

means to Insure your safety is to boll water. 

4. Apply these procedures until notified not to do 

so. You can retum to normal water un at that 

time. 

AQUA UTILITIES 



Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Incident Report 

Date; July 3, 2012 
Location/System: lake Glb~on Estates 

A, Public Boil Water Notices - PBWN issued by door tags for 25 customers in The lake Gibson 
Estates subdivision at approximately 8:30 pm, on July 3, 2012. 

B. Explanation For Each Occurrence - The location of the line break was 5835 Crafton Drive 
lakeland Florida. The duration of the outage was approximately 1 hour. Precautionary Boll 
Water Notices were distributed to the 25 homes affected by the brief outage. AUF's operator 
collected two bacti samples after service was restored. 

C. Name of the systems where each PBWN occurred - The Lake Gibson Estates water system 
D. Number of customers affected - 25 
E. Explanation as to how the .customers were notified - Door Tags. 
F. Length of Time thePBWN Remained in Effect - The PBWN was in effect for 2 days. The water 

outage lasted approximately 1hours. 
G. Summary of customer responses to the PBWN's: no customer.response 



Aqua UtiUties Florida 
Water Notice 

Due 10 recent cireumstanCO$ bayond our c:onIrol. your area 
has experl~ed low WlItar preSSUTC- The low pnli5I.ina WiU 

a resUlt of:. 

~er Main Br(1ak 
bi.v~er Main Construction 
D ElEctrieai F-dilurll at Water F8ciltty 
Q Ex-planat1on ________ _ 

In actOfdonce wllh ltleregulotorv entity ror your water 
.ll"lem •. we ilre required to l5$ue Ihe followIng 
Pr.cauUQtlCIf'»Boll Water Notlftcatlon 10 all arrllCt(l(\ 
cU$tomer$ which will remain In effect until further notice. 

TOQfl$Ur8 destructlon or all potontlally harm ruJ bacteria 
and~~ WOtIIrb~.~. andb 
IUllkinsshoulabltbolled IIftd cooIod ~ to~. 
ThIII~~~~TP·a.~bod.and~ 
10 bdJ .. ·W!I two'~~"litlll\l ofbo$llQ. you may 
J)\lI'chase bDillcd watllf at IIOllr own expense. 

If yO'J have any qU(lsllom regarding (his marter yoU may 
contar.t; 

CUSTOMER SERVICE 
1(877) WTR-AQUA 

Aqua Utilities Florida 
Water Notice 

~~. ~~... 
=~'~~::F 
The ? / ~/ 2= . PNcGutl .... CU'Jl8011 
Water No;;;'; Ion II hereby rescinded, following 
the IIIt1sfactOry c:ompietlon of the bacteriological I\1l'IIeV 
demonstrates the water Is sara to drink. 

tf you hove ony queilions regarding this matter you 
may contact: 

CUSTOMER SERVICE 
1(877) WfR-AQUA 

FonnOOZ 



Aqua Utilfties.Florlda, Inc. 
Precautionary Boll Water Notice Inddent Report 

Date: August 3. 2012 
locatlon/System: Interlachen Estates 

A. Public Boil Water Notices - PBWN issued by door tags for 289 customers in The Interlachen 
Estates subdivision at approximately 1:30 pm,on August 6,2012. 

B. Explanation For Each Occurrence -Interruption in disinfection system. Precautionary Boil 
Water Notices were distributed to the 289 homes AUF's operator collected follow up bacti 
samples. Once the saniples cleared the system the precautionary boil water notice was lifted 

C. Name of the systems where each PBWN occurred - The Interlachen Estates water system 
D. Number of customers affected - 289 
E. Explanation as to how the customers were notified - Door Tags. 
F •. length of Time the PBWN Remained In Effect- The PBWN was in effect for 2 days. 
G. Summary of customer responses to the PBWN's: no customer response 



AQYA. Aqua utilities Florida, Inc. 
P.O. Box 2"80 
Lady Lake. FL 32158-2<180 

T: 352.674-2860 
F: 352.674-2862 
www.aquaamer1ca.com 

Notice to Customers of the Interlachen Lake Estates 
Water Sy~tem 

Aqua Utilities Florida (Aqua) experienced an interruption of chlorine disinfection on Friday 
evening, August 3, 2012. This condition was discovered Monday morning. 

Due to the loss of chlorine residual, Aqua Is advising customers of tbis system to use boiled 
tap water or bottled water for drinking,cooking, washing food, making ice cubes, or 
brusbing teeth. Please bring tap water to a rolling boi~ boil it for one minute, and then let ilcool 
before using it. 

Chlorine residual has been restored, and samples are being collected today and tomorrow for 
testing. The boil water advisory will remain in effect for a minimum of two days while we await 
test results from the laboratory. Customers will be notified when the advisory is lifted. 

Please share this information with all ofthe other people who drink this water, especially those 
who might not receive thjs notice directly. 

We apologize for the inconvenience and thank you for your patience. 

For more information call Tricia Williams at 3.52.266.0608 or Aqua Utilities Florida's customer 
service center at 877.987.2782. 

(PWS #2540545) 
Date: 8/06/2012 

An AqUi America Company 



AQYA. 
,\qUI! UtIIItJq fiori., Ino. 
P.O. Box 2480 
Lady &.eke. FL 32' 58-2480 

T: 352.87402880 
F: 352.874.2882 
www.aquautHftf8l1'lorfda.cam 

DRINKING WATER PROBLEM CORRECTED 
INTERLACHEN LAKE ESTATES 

Customers of Interlachen Lalce Estates were notified 011 August 06, 2012 of an interruption of chlorine disinfection 
with our drinking water DO Friday evening. August 3. 2012. 

We arepleaseci to report thaUhe problem W8S.COtTCCted on Monday. AUgust 06, 2012. Two (2) consecutive days of 
bacteriological test results came back clear. We apologize fur any inconvenience and thank yOU for your pati~ce. 

As always, yOU may contact Tricia R. Williams at 352.266.0608 or P.O. Box 2480, Lady Lake, FL 32158-2480 with 
any comments or questions. 

Please shorB this information with oil the other people who drinlc this WQter, especially thlJse who may nol have 
received this notice dirtlct/y (for eJ«lmple, people in apartments, nursing homes, .fchoois. and businesses). You 
can do this by posting this notice in a publlJ: place or d18tribuling copies. by hand or mail. 

This notice is being sent to you by Aqua UtiUtfes Florida State Water System ID#:2540S45 

Date distributed: August 08, lOll 

All Aqua America Company 



Aqua Utilities Florida, Inc. 
Precautionary Boll Water Notice Incident Report 

Date: August 21, 2012 
location/System: The Woods 

A. Public Boil Water Notices - PBWN Issued by door tags for 78 customers In The Woods Estates 
subdivision at, approximately 8:30 pm, on August 21, 2012. 

B. Explanation For Each Occurrence - Main breaker for well was tripped due to thermal over load. 
The duration of the outage was approximately 1 hour. Precautionary Boll Water Notices were 
distributed to the 78 homes affected by the brief outage. AUF's operator collected twobacti 
samples after service was restored. 

c. Name of the systems where each PBWN occurred - The Woods water system 
D. Number of customers affected ... 78 
E. Explanation as to how the customers were notified - Door Tags. 
F. length of Time the PBWN Remained in Effect-The PBWN was in effect for 2 days. The water 

outage lasted approximately 1hour. 
G. Summary of customer responses to the PBWN's: no customer response 



Aqua Utilities Florida 
Water Notice 

Da.· .te:. . 1-1& Sy&tcn~:~=d5 Ac:fdre8s: .... . 

. 1.'h$ a . ~lYlJoU ltD,.,. . ~ ftI8CIi'Id8d. foDowing 
the satisfaGtmY.~1doA el the ~olog1ca1 survey 
denwnstmtes'the W!iW Is safe to drink. 

if you have *I\Y ql;$stlona regarding thls matter you 
mayOQrUKt: 

CUSTOMER SERVICE 
1(·877) WTR-AQUA 

Fonn002 -_._.-



Aqua Utilities Florida 
Water Notice 

Dale: . arz.2.-J~, 
System Name: (Ht< .L:i(. . 
Add~s: . 
DtaG:t(),rtiICIInf~:I'-""'" _~., . 
uea.bes ~ IOW~~~ n1ia~ 
~ WaS.areUf:of: '. ,..--

= ...... ~.~ 
Q' . ,M.aIn~ 

. . ." lFailureatw.er ~ 
[J £xplonation . 

In accordance With the resu.Jatory entity for '\lOur water 
$}Istem, we are reqvJred to illsue the foRowing 
PNcautionCl".,. BOIl Water Notl/lcatron to aU 
affected CUttQm"rs which will remain In effect until 
the problern'bas been oorrec:tBd and a bacterlqIoglcal 
evallJation shows that dle water is safe to drink. 

If you have any questions regarding thlsmatter you 
may contact: 

CUSTOMER SERVICE 
1(877) WTR-AQUA 

Form 004 . 



Aqua Utilities Florida, Inc. 
Precautionary Boil Water Notice Incident Report 

Date: July 17.2012 
Location/System: West View 

A. Public Boll Water Notices - PBWN issued by door tags for 29 customers in The West View 
subdivision at approximately 10:30 am, on July 17, 2012. 

B. Explanation For Each Occurrence - Raw water from well tested p.osltive for E Coli. 
Precautionary Boil Water Notices were distributed to the 29 homes AUF's operator collected 
follow up bacti samples. Once the samples cleared the system the precautionary boil water 
notice was lifted 

C. Name of the systems where each PBWN occurred - The West View water system 
O. Number of customers affected - 29 
E. Explanation as to how the customers were notified - Door Tags. 
F. length of TIme the PBWN Remained In Effect - The PBWN was in effect for 3 days. 
G. Summary of customer responses to the PBWN's: no customer response 



DRINKING WATER WARNING UTENDI!D 
For WntvI.w WMer apt ..... 

BOIL YOUR WATI!R .FORI! USING 

Untrwated Wen W.ter T.~ed Positive for Fecal COnt .... ln.tlon 

Water tests have detected a fecal indicator (E. coil) in the untnlated well water in your water system. As our 
customers. you have a righr to know what bappened and what we are doing to correct this situation. 

On July 14.2012, we learned that a sample taken from the untreated raw water from the well in this system as an 
additional assessment sample for the month of July was E. coli positive. As required by the EnvironmenU41 Protection 
Agency's (EPA's) Ground Water Rule, as part of our corrective actions, we collected additional samples from this 
well within 24 hours to determine the extent oCtile problem. This samp1ing OCCUlTed on July 1 S, 2012. On July 17, 
2012, we received the sample test results. Althott81l all of the resultsftom the distribution samples were clear, one of 
five untreated wen water samples tested positive for E. coli. 

The boil water advisory for the Westview water system will continue until we inspect. disinfect and re-test the well. 

What should I do? 
DO NOT DRINK THE WATER WITHOUT BOILING IT FIRST. Bring all water to a rolling boil, let it boil for one 
minute. and let it cool before using it. Boiling kills bacteria and other organisms in the water. You may also use 
bottled water. Use boiled or bottled water for drinking, making ice, preparing food, and washing dishes until further 
notice. 

Also, if you have a severely compromised immune system, have an infant, or are elderly, ),ou may be at increased 
risk and should seek advice about drinking watet.from your health care providers. Oeneral guidelines on ways to 
lessen the risk of infection by microbes are available from the BPA's Safe Drinking Water Hotline at 800.426.4791. 
If you have specific health concerns, consult your doctor. 

What does this mean? 
Inadequately treated or inadequately protected water might contain disease-causing organisms. These organisms can 
cause symptoms such as diarrhea, nausea, cramps, and associated headaches. Fecal indlcaJors are microbes whose 
presence indicates thai the water may be contaminated with human or animal wastes. Microbes in these wastes Call 

cause short-term health effects, such as diarrhea. cramps, nClllSea, headaches.· or other symptoms. They may pose a 
special health riskfor infants. young children, some oflhe elderly, and people with severely compromised immune 
systems. These symptoms are not caused only by organisms in drinking water. If you experience any of these 
symptoms and they persist, you may want to seek medical advice. 

What is being done? 
The well that was positive for E. coli is being inspected, disinfected and re-tested. We will keep you infonned ofthe 
steps we are taking to protect your drinking water and wilt provide information on any steps you should be taking 
until this problem is corrected. 

for more information, please contact Tricia Williams, Aqua state utility engineer (352.266.0608) or Aqua's 
Customer Service (877 .987.2782) or visit Aqua's website at www.aquaamcrica.com. 

Plea:Je share this information with all/he other people wlw drink this water, especially those who may n()t have 
received thi3 nolice directly (for example, people in apartments. nursing homes. schools. and businesses). You can 
do this by posting this notice in a public place or distributing copies by hand or mall. 

State Water System 10# 3424036 Sent: July 17,2012 



West View Subdivision 
RESCISSION OF PRECAUTIONARY BOIL WATER 

NOTICE' 

Customers of Westview were notified on July 14,2012 and July 17,2012 ofa problem with our drinking 
water. We are pleased to report that the problem has been corrected. We apologize for any inconvenience 
and thank you for your patience. 

The distribution system was re-tested on July 18,2012 and July 19,2012, for coUform bacteria and ill test 
results were negative for two consecutive days for Total Coliform and E. coli. 

As always, you may contact Triaia R. Williams at 352.266.0608 or P.O. Box 2480, Lady Lake, FL 32158-
2480 with any comments or questions. 

Please share Ihls ltiformalton with all the other people who drink this water, especlally;hose who may 
not havt received this notice direCl/JI (for example, people In aparlmems, nursing homes, schools, and 
businesses). You can do this by posllng ~his notice in a public place or dtstrlbutingcopies by hand or 
mtlil. . 

This notice is being sent to you by Aqua Utilities florida Stllte Water System 10#:3424036 

Date distributed: July 10, 2012 



Aqua Utilities Florida, Inc. 
Precautionary Bolt Water Notice Incident Report 

Date: July 16. 2012 
location/System: Tangerine WTF 

A. Public Boll Water Notices - PBWN Issued by door tags and Swift Reach (reverse 911)for 358 
customers in Tangerine subdivision at approximately 7:30 pm. on July 16, 2012. 

B. Explanation For Each Occurrence - Lighting stprm knocked out commercial power and the 
onsite generator. The duration of the low pressure was approximately 3.5 hours from 7:30 pm 
to 11:00 pm. Precautionary Boll Water Notices were distributed to the 358 homes affected by 
the low pressure. AUF's operator collected two bactl samples after service was restored. 

C. Name of the systems where each PBWN occurred - Valencia Terrace water system 
D. Number of customers affected - 358 
E. Explanation as to how the customers were notified - Door Tags and SWift reach. 
F. Length ofllmethe PBWN Remained In Effect - The PBWN was In ,effect for 2 days. The water 

outage lasted approximately 3.S hours. 
G. Summary of customer responses to the PBWN's: no customer response 



Aqua Utilities florida 
Water Notice 

Date: 711W"-
System Name: r~~ 
~------------~------
Due,to recent drcurnstanc:ai beyond our control, ypur 
area has experienced Jow water pressure. The low 
pressure was a reSult of: 

o Water Main Break 
o Water MaIn Construction 

';iiit'EIectrlcat radure at Water Facility 
o ExpJanalion ..-_____ - __ 

In ~ wlth the~ory enUty for y'our wafer 
,;.:' w. art required to Issue the follOWing 

utJon.". Boll Water NoH/lcation toall 
affected ~ which wlll remain In eff~t until 
the problem has been corrected and e bac:terloliSlglcal 
evaluation shows that the water Is safe to drink. 

To m.sure <*truc:tton of\l~ ~ 
~~~.~or.~~ 
~"~a 6eb~iled ri c:~~'"i: . . The~".~ •. ~!e. 

... . b;) bOt)'hlIl_.lIltiW, 
in .you .. ritay ~~~ 
~t l!OW' QWJ'I~. 

If you have any questions regarding this nmtter you 
may contact: 

CUSTOMER SERVICE 
1(877) WTR-AQUA 

Form 004 



Aqua utUlties florida 
Water Notice 

Date: ~(2) z.. 
~~.. ::rlw.?-#I#!& A.dc!mss! ________ _ 

The. ~ PNcautlonCUJI Boll 
WeI. J4~;~ebv mdnd«l, followlng 
the satIsfaaory eompletioo of the bacierloiQglc:al susvay 
dernomtrata the water Is saf. to drink 

If you haw DnV questions regarding this matter you 
may contact; 

CUSTOMER S·ERVICE 
1(877) WTR;.AQUA 

FormOG2 



AUF - Quarterly 
Call Center Statistics Report 



Page 1 Call Center Stats - Rorfda 120904.x1s 

CIll Center 
Statistics 

Jaa-l l F.12 MaroU .Apr·n MIy..ll Jmt.12 - .1111-12 Aal-12 EXPLANATION OF SfATlS11CS 

States PA,Ne,VA,TX,fL,Olf,Nl 
, II.,MO,!N,NY 

PA,Ne, VA,1X,fL,OH,N 
, IL,MO,!N,NY 

PA,Ne,VA,TX,fL,OIl,N 
, lL,Mo,JN,NY 

Ply'll:,VA,TX,fL,OH,N: 
,1l,I4O,IN,NY 

PA,Ne,V A,TX,fL,0lf,Nl 
,IL,MO,IN,NY 

PA,Ne,VA,~OII,NI 
, IL,MQ,IN,NY 

iPA,NC,VA,TX,Ft,OIl,Il 
,lL,IN,NY 

iPA,Ne,VA,TX,Ft,OIl,N: 
, IL,JN,NY 

Refers to states where Aqua customers are 
serviced bv call centera 

Customers 
(approx.) 940,279 940,279 940,279 940,279 951,579 951,579 951,579 961,739 

Refers to the approximate number ofcustomers 
being serviced by the call centers 

Total Calls 91,975 79,708 79,616 79,801 99,118 103,295 108,103 117,871 

The number of total calls that were received 
through the toll-free number that went into a 
service queue (does not include customen who 
used self-serve options) 

Days Open 21 21 22 21 22 21 21 23 
Pays in month that call centers wer:e opeD for 
business 

Average 
Calls/Day 

4,380 3,796 3,619 3,800 4,505 4,919 5,148 5,125 
Calculated by dividing Total Calls by Days 
Open 

Abandon Rate 2.6% 1.5% 0.8% 1.0% 4.3% 7.7% 12.4% 12.7% 
Percentage ofTotal Calls where customers 
disconnected (abandoned) prior to a CSR 
answering. 

Calls Answered in 
< 90 seconds 

85% 94% 97% 96% 81% 64% 48% 44% 
Percentage of calls where a CSR answered in 90; 
seconds or less 

Average Speed to 
Answer 

33 sec 16 sec 9 sec II sec 45 sec 88 sec 150 sec 158 sec 
The average time in seconds that a customer 
waited before their call was answered by a CSR 

Average Handle 
Time 

4:34 4:20 4:15 4:16 4:27 4:32 4:40 4:41 . 
The average for all answered calls oftotal talk 
time plus total hold time plus any time for after 
call work cOmpleted by the CSR 

Average 
#CSRlDay 

65.6 63.6 64.3 65.1 65 .9 61.3 60.5 60.0 
The average number ofCSRs who logged in 
each day during the stated month 

Calls Answered 89,584 78,512 78;)79 . 79,003 · 948.56 95.341 94,698 102,90l~ Tqtal CaJls.l.~ab~ned calls . 

: 

Proprietary and confidential 
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AUF - Quarterly 

Florida Customer Contact Report 




·Florida Customer Contacts 

June 2012 
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Florida Customer Contacts 

June 2012 


.,' ., .'. System _, .'.1 ;...,.; i , ••:,'il -:.' ....,1'• •" .... ~CITY 

LAKES. jPC ~HEY 
I 
I 

a . .,V\I:D: ICRII • • ' Y. ~·.~·~l."r-'f·('·' . ':. ,'. 
DEN~ ' IA:l rOR I 

LIIINnll=; UI:NTQtli ·· .. · I " ~ "'li""P; 

IKINGS COVE· I 
I~I~~cg~"TOlIII "- ',' on ~. 
IKINGSWOOD 

. . 

TOlliI ~..... ." I'.~" !r~~ ~Ii.-::'.:.' r .' 

IES'IAI~~ IU KELANO 
ICOI"ICO TOQII ... '.1';." ~., .." .' . .. 

LAKE . I 

CCSRUlon 

. -. 
'., 

, 

~'. '. " 

Total 
49 
411 

2 
--, :iii 

21 

.~ 
22 

uu(E"Qa ",nC~UR.I :·'" ~~•• ,~'! 'f:! <.! ;:.··~f •. ~ .•~ 

LAKE[l~~ IR~E EST ~KE YVORTH J 8 

' IOAKWOOD J~ I :2 
Total ..., •. ,'." • ,.' ,:iI 

IOCALA 
IQRANGE_HILL 

HlLL·TOUI 
'PALM T 
PALMT 

· .PALMSMHP 
iMHPTOlliI 

PEACE RIVER 
PEACE KlYI:ft.TotIl 
'I~CIOLA .ISLAND 

Plr.r.lnl .a. ISLAND Total 

PINEY NOOD.S 
PINEY Total ' '1 

POMOIIA PARK 
I PARK Total 

QUAIL RlJlGE 
QUAIL RIDGE Total 
IRAVI 
IRAYI n;r.! 
~IVERGROVE 

IKlVl:ft GftUVI: TOQII 

IROSALIE OAKS 
.OAK6 Total 

SARATOGA HARROlJR 

"'''''''' I "'..-" T()tal 
LAKES 

,LAKE~FI QUII 

SILVER LAKE.ESTS 
,,,,,,.,,-,' LAKE E5TS Tohll 
SILVER LAKE OAKS 

. :i. ,J - .fIo. 

.~. 

. 

t 

'" h :,' 
WINTE~EN' 1 

• 

•~ •. • ,-.' •. ~:';'J 
·,PORT:Y I 

J 

_. ... 
:2 

ir·':' : I - :.I 
1 

' . 

IW. mG"HULA I 
..-" 1 

RUITLANO PARK I 

.RUITLA~r!Q.'PARK I 
~ ~~~.Ji~~,,__· ____~__•____~~~. ~:· __. +-_'~l 

IP~ I e 
,.' •-#"'. ~. - , .... :. , D 

ILEESBURG I 1 

. .;', 
ILAKE W,ALES 

< • r ' .' 

ISATSUMA 

ISI:I:JRING 

IIFFSRIIRr. 

IPALATKA 

r 

I 

I 

I 

I 

I 

3 
4 
4 

, 
l 
3 

30 
3U 

2 
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Florida Customer Contacts 

August 2012 
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AUF - Quarterly 

Florida Score Card 




Customer Service - June 2012 . 
Target Actual 

Read Rate of Metered Accounts 
.... 

99.00% 99.30% 

% of cvcles completed on scheduled date (+ or - 1 Day) · 100% 100.00% 
. ..... . 

Overall Estimate Rate ·0.5.0% . 0 .•20% 

Accounts Estimated> 90 Days 
-

0.05% 0.07% · 



Customer Service· July 2012 -
Target Actual 

Read Rate of Metered Accoulits 99.00% 99.30% 

% of cycles completed on scheduled date (+ or • 1 Day) 100% - 100.00% 

Overall Estimate Rate 0.50% . 0~30% 

Accounts Estimated >90 Days 0.05% . 0.11% 



Customer Se'rvice - August 2012 . . 

Target Actual 

Read Rate of Metered Accounts 99.00% 99.30% 

% of cycles completed on scheduled date (+ or - 1 Day) 100% 100;00% 

Overall Estimate Rate 0.50% . 0.30% 

Accounts Estimated >90 Days 0.05% 0.11% 
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.. 

AUF - Quarterly 
Environmental Report 



• .. 
,. 

There are no Quarterly Environmental Reports for the quarter of June through August 2012. 


