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Alturas: Staff Concerns

1. A Consent Order is being issued by Polk County Health Department (PCHD). The
PCHD will meet with the Utility on January 14, 2016.

2. Documentationneeded to verify 4-year rate reduction was implementedas ordered in
prior rate case.

3. No support for financing ofpro forma projects.

4. Insufficient progress to include pending portion of triennial tests (Sunrise and Alturas)
and hydropneumatic tank inspection (Alturas) in Phase I.

5. Insufficient or incomplete support for several requested pro forma projects.

6. Insufficientsupport for some expenses, includingnew contractual service providers.

7. Unresolved customer deposit refunds (potentially affects capital structure and CIAC).

8. Apparent rule violations related to retention and maintenance ofaccounting records.

9. Insufficient or incomplete support regarding meter replacements.

10. Insufficient or incomplete support for replacement of master flow meter.

11. Charging incorrect miscellaneous service charges.

12. Collection of cash payments fi-om customers.

13. Retention of billing records



Sunrise: Staff Concerns

1. A Consent Order is being issued by Polk County Health Department (PCHD). The
PCHD will meet with the Utility on January 14, 2016.

2. Documentation needed to verify rate increase as ordered from prior rate case was
completed.

3. Bids or invoices for repair of distribution piping valves, and other pro forma projects.

4. Insufficient progress to include pending portion of triennial tests.

5. Insufficient support for some expenses, including new contractual service providers.

6. Unresolved customer deposit reftmds(potentially affects capital structure and CIAC).

7. Apparent rule violations related to retention and maintenanceofaccounting records.

8. Insufficient or incomplete support regarding meter replacements.

9. Sunrise land ownership not corrected.

10. Charging incorrect miscellaneous service charges.

11. Collection of cash payments from customers.

12. Retention of billing records.

13. Failure to respond to staff inquiries concerning customer complaints in a timely manner.
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Quality of Service

Customer Service

o Customers are unable to reach utility representatives;

o Poor billing and collection practices;

o Utility employees are not perceived as trustworthy;

o Customer deposits not refunded, no interest paid; and

o Overall quality of service was found to be "marginal" in 2012.



Quality of Service

Quality of Water

o Customers have complained about the following issues:
1. Undrinkable water;
2. High chlorine dosages in the drinking water;
3. Water outages;
4. Boil water notices;
5. Isolation valves;
6. Double billing and meter reading issues; and
7. Training/education for the system's personnel.

o The utility has received 2 recent warnings from DEP related to;
1. Failed water inspections (lack of chlorine); and
2. Failure to pay annual fees for its operating license.



OPC's Quality of Service Recommendations

Based on the unsatisfactory quality of service for these utilities, the
operating ratio should be reduced from 10% to 9% for Phase I rates;

The reduction will provide an incentive for the utility to complete the
required work prior to the implementation of Phase II rates;

Sunrise should be required to provide quarterly benchmark reports
for a period of 1 year following the implementation of Phase II rates;
and



OPCs Quality of Service Recommendations

These reports should provide quarterly updates and detail
on all required work, including the following:

oPIant improvements completed;
oAll customer complaints and resolutions;
oAny changes in operations (operator, bookkeeper,

manager, etc.); and
oStatus update on DEP issues (testing, plant conditions,

etc.).
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